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Integrate. Automate. Communicate.

Oracle Corporation, the world’s leading enterprise software company, provides
enterprise software to the world’s largest and most successful businesses.
Oracle’s Information Coordinator Group Call Center serves 7,500 employees at
Oracle’s 2.2 million square-foot headquarters facility in Redwood Shores, CA.
The Call Center has improved its productivity using Amcom’s automated speech
recognition directory software and PC-attendant console applications.

CUTTING LABOR COSTS, IMPROVING SERVICE WITH AMCOM SPEECH AND CTI SOLUTIONS

@=» The Challenge
The Information Coordinator Group at Oracle Corporation was searching for a way to increase the
efficiency of the call center at Oracle’s main headquarters in Redwood Shores, CA. The call center had
become reliant on costly additional staffing to handle increasing call volumes. In addition, outdated
phone consoles required operators to manually key extension numbers to transfer calls—a time-
consuming process prone to errors due to mistyped or transposed numbers. The aging consoles
were no longer manufacturersupported for replacement parts, refurbishing and other critical service
issues. The Information Coordinator Group required a scalable, open-standards Computer Telephony
Integration (CTI) system that could bring a quick return on investment while raising call center
performance. The system was required to run from an Oracle database and to provide both PC-
attendant and automated speech recognition capabilities. It needed to integrate seamlessly with the
company’s Human Resources and employee location databases, and to be provided by a stable vendor
with a proven track record for product support and innovation.

@» The Objective
e Reduce headcount of labor dedicated to call center activities
e Process at least 25-percent of all dial-zero calls through automated speech recognition
e Answer 98-percent of operator-assisted calls within 10 seconds
e Reduce misdirected calls
e |mprove operator efficiency via feature-rich PC-Attendant Consoles (CTI)
e Transition operators and callers quickly to using the new system
e Have access to robust statistical analysis to fine-tune call center performance

@ The Solution
The Oracle Information Coordinator Group chose a two-pronged solution from Amcom Software,
Inc. consisting of the Smart Speech™ Automated Directory Application and Smart Console PC-
Attendant Workstations.

The Smart Speech Directory provides total automation of directory assistance without operator
intervention. This feature is popular among Oracle employees, who dial “0” to reach the automated
line. All callers have to do is say the name of the Oracle employee or department they're trying to
reach, and the Smart Speech system automatically transfers the call.




The Amcom Smart Console™ PC-Attendant system, in turn, serves as an automation tool for Oracle’s
operators. Operators and administrators access the system via 11 Smart Console PC workstations,
which they use to process calls coming through lines other than the Smart Speech directory line.
Automated tools include Operator Saver™, which answers calls with each operator’s pre-recorded
greetings, Voice Assisted Transfer, which announces extension numbers so that callers may dial
directly in the future, and a Directory Services application that enables operators to quickly look up
extensions and transfer calls with a few keystrokes.

The Smart Speech application and the PCAttendant Workstations all communicate over TCP/IP to an
Oracle database, which runs on a LINUX-based Compaq server. The database is integrated for daily
automated updates from Oracle’s Human Resources and employee location databases.

@» The Results

e The Oracle Information Coordinator Group was able to eliminate three staff positions as a result of
implementing the Amcom system

e The Oracle headquarters call center is now answering 98-percent of its calls within 10 seconds

e The Smart Speech directory line has reduced the number of employee dial-zero calls to operators
by more than 30-percent, freeing operators for more complex requests

e Operators have quick access to up-to-date information and a complete set of information-rich,
time-saving tools

e Qperator transfers are seldom misdirected, providing greater satisfaction to callers

e (Callers dialing the Smart Speech directory line are connected immediately, without having to wait
for an operator

e The call center can adjust staffing and fine-tune performance based on statistical reports from the
Amcom system

@ Oracle Corporation Comments

“WE ELIMINATED THREE POSITIONS WITHIN TWO WEEKS OF INSTALLING THE AMCOM SYSTEM. AMCOM HAS MORE
THAN MET OUR EXPECTATIONS—BOTH IN TERMS OF IMPROVEMENT IN OUR CALL CENTER’'S QUALITY AND SPEED,
AND IN THE COST AVOIDANCE WE'VE ACHIEVED BY REDUCING HEADCOUNT.”

EMPLOYEES ARE USING THE AUTOMATED SMART SPEECH LINE FOR ROUTINE DIRECTORY TRANSFERS,

AND OPERATORS ARE HANDLING THE REMAINING CALLS BETTER THAN EVER USING THE SMART CONSOLE
WORKSTATIONS. SOMETIMES THEY DON'T HAVE TO UTTER A SINGLE WORD — OPERATOR SAVER GREETS THE
CALLER, THE OPERATOR ACCESSES THE REQUESTED INFORMATION, AND IT'S DONE.”

“IT'S PRACTICALLY IMPOSSIBLE NOW FOR AN OPERATOR TO MAKE A MISTAKE TRANSFERRING A CALL. IT'S A LOT
FASTER AND EASIER TO PRESS ONE TRANSFER KEY THAN TO DIAL A WHOLE EXTENSION.”

“WE LIKE THE STATISTICAL REPORTS WE GET FROM THE AMCOM CTI CONSOLES. IT GIVES US A GOOD SNAPSHOT OF
THINGS LIKE CALL VOLUME, TALK TIME, AND IDLE TIME SO THAT WE CAN PLAN STAFFING NEEDS AND MAINTAIN HIGH
SERVICE LEVELS. IT'S A GREAT DATA MINING CAPABILITY.”

“USING SMART SPEECH IS A BREEZE. OUR EMPLOYEES ADAPTED EASILY TO IT, AND NOW THEY'RE USING IT ALL THE
TIME. IT'S REMOVED A TREMENDOUS DAILY BURDEN FROM OUR OPERATORS.”

"“AMCOM'’S INSTALLATION AND CUTOVER PROCESS WAS WELL THOUGHT-OUT FROM THE VERY START. WE HAD A
PLANNING MEETING WELL IN ADVANCE, AND AMCOM NAILED DOWN THE TIMELINES. OBVIOUSLY THEY'VE DONE THIS

KIND OF THING MANY TIMES BEFORE.”
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