CASE STUDY: Aluri
Duke University and Health System Cm

Integrate. Automate. Communicate.

The Communications Center at Duke University and Health System is staffed
by 25 full-time agents and processes 6,500 calls per day. It serves over 30,000
university employees, 11,000 students and the 1,000-bed Duke University
Medical Center, which is consistently ranked among the top ten healthcare
organizations in the country. The Communications Center utilizes an Avaya G3R
switch and Avaya 8434 DX telephones.

A SMART CTI SOLUTION WITH A SMART WEB™ INTERFACE

@ The Challenge
The Communications Center at Duke University and Health System needed to replace their five-year
old, DOS-based CTI system. Its backup system retained only the last information on paging statuses,
with no updates and changes in the event of a system failure, creating potential liability issues for
physicians. The Communications Center wanted a new CTI system utilizing an Oracle database that
would not only meet Duke’s current objectives, but adapt to its changing needs five years and longer
into the future.

@» The Objective

The Communications Center required a CTI solution that:

e Was Windows-based

e FEasy to use for operators

e Utilized ACD capabilities of the telephone switch

e Allowed integration to Duke’s forecasting and scheduling system

e |ncluded a web interface that allows university and hospital employees to send pages and look
up on-call schedules without operator assistance

e (Came with system documentation and training

e Came from a CTI vendor with a clear development path for future enhancements

@» The Solution
The Duke Communications Center chose Amcom’s CTI Call Center solution. The new Window-
based system runs on a UNIX-based Compaq server network, features an Oracle database, and
integrates to Duke’s forecasting and scheduling system. The Amcom solution includes 18 Smart
Console™ workstations, a full suite of operator applications including automated paging and on-call
scheduling, and the Smart Web interface which enables employees to perform their own paging
and on-call lookups from their web browsers. Non-stop clustering ensures that the system keeps
providing up-to-date paging and other information even in the event of a network problem.

@ The Results
e QOperators have quick access to up-to-date information and a complete set of information-rich,
time-saving tools
e Answering can be customized for individuals or departments
e Amcom’s Smart Web interface has reduced reliance on paper directories and has reduced




corresponding printing costs
e On-call schedules are now entered by each department via Smart Web, ensuring accuracy and
reducing the data entry burden on Communication Center employees

@» Duke University and Health System Comments
John Robinson, Manager of Communications Center and Residential Services:

“WE WERE LOOKING FOR A PARTNERSHIP WITH A CTI VENDOR THAT WAS COMMITTED TO ONGOING PRODUCT
ENHANCEMENTS. AMCOM FIT THE BILL. THEY'RE CONTINUOUSLY REFINING THEIR APPLICATIONS AND INTRODUCTING
NEW ONES.”

“THE SMART WEB INTERFACE IS INCREDIBLY HELPFUL. ANYONE ON OUR INTRANET CAN SEND A PAGE FROM THE
WEBSITE. YOU DON'T HAVE TO KNOW SOMEBODY’S PAGING NUMBER - JUST TYPE IN THEIR NAME. IT COMES BACK
THROUGH OUR SYSTEM, SO WE'RE ABLE TO TRACK IT FOR RISK MANAGEMENT PURPOSES. YOU CAN SEND THE
SAME MESSAGE TO MULTIPLE PEOPLE AND EVEN BUILD YOUR OWN PAGING GROUPS.”

“THE AMCOM NON-STOP CLUSTERING BACKUP SYSTEM IS A GREAT IMPROVEMENT OVER MIRRORED SERVERS. NOW
IF SOMETHING HAPPENS TO OUR PRIMARY SERVER, IT AUTOMATICALLY FAILS OVER TO THE OTHER ONE WITHOUT
LOSING RECENT UPDATES SUCH AS SIGN OUT AND COVERAGE CHANGES TO PAGERS.”

“OUR CENTER NO LONGER HAS TO ENTER THE ON-CALL SCHEDULES FOR OTHER DEPARTMENTS. THE
DEPARTMENTS DO IT THEMSELVES USING SMART WEB. THEY'RE HAPPY BECAUSE THEY DON'T HAVE TO PAY US
TO DO IT. AND WE'RE HAPPY BECAUSE THEY SCHEDULES ARE STANDARDIZED, UP TO DATE AND COMPLETELY
ACCESSIBLE BY OUR OPERATORS.”

“AMCOM’S WILLINGNESS TO HELP US THINK THROUGH AND SOLVE TECHNOLOGY ISSUES BEYOND THE SCOPE OF
THE ORIGINAL CONTRACT HAS BEEN A REAL BLESSING. THEIR SUPPORT IS PHENOMENAL. YOU JUST DON'T GET
THAT KIND OF SUPPORT FROM OTHER TELECOM VENDORS.”
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