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Integrate. Automate. Communicate.

The Call Center at the University of Alabama at Birmingham processes
more than 10,000 calls per day and is staffed by 34 full-time operators
and supervisors. It serves 15,000 university employees, 16,000 students
and the 900-bed UAB Hospital System. The Call Center utilizes a

Nortel SL 100 PBX switch and Meridian 2616 telephones.

STARTING FROM SCRATCH AT UAB

@=» The Challenge
The University of Alabama at Birmingham (UAB) Call Center was using an obsolete computer telephony
integration system that provided limited functionality to operators and no interface to data from other
departments in the UAB organization. Manual updates of directory information, on call schedules
and group paging lists were consuming growing amounts of call center supervisors’ time, while the
system’s homegrown programming was generating a mounting internal burden of troubleshooting and
maintenance. The Call Center was challenged with installing a fullyfeatured CTI system that would not
only meet its current needs, but also integrate seamlessly with an Oracle/UNIX-based ERP system that
was scheduled to be rolled out University-wide in 2003.

@=» The Objective

e Answer at least 90-percent of all incoming calls within 12 seconds

e Automate updates of call center directory information through automated feeds from other
campus and hospital departments

e Reduce daily time required for manual on-call scheduling

e Provide university and hospital employees access to directory, paging and on-call information
without operator assistance

e Reduce internal cost and labor hours devoted to troubleshooting and maintaining a CTI system

e Reduce the time required for daily updates of emergency paging groups

e Eliminate the need to manually page group members outside the range of UAB’s internal paging
service

@=» The Solution
The UAB Call Center replaced its limited call processing infrastructure with Amcom’s CTI Call
Center solution. The new system, which runs on a UNIX-based Compaq server network and
features an Oracle database, ties in easily to other departmental systems and will be compatible
with the university’s future ERP implementation. It includes 24 Amcom Smart Console™
workstations, a full suite of operator applications including automated paging and on-call
scheduling, as well as the Smart Web™ interface that enables employees to perform their own
directory, paging and on-call lookups from their web browsers.

@ The Results
e The UAB call center is now answering 95-percent of its calls within 12 seconds, exceeding its
original goal of 90-percent
e On-call schedules that previously took two days for call center staff to update now take only 30




minutes

e |Internal calls to operators have been reduced due to the Amcom Smart Web interface, which gives
employees direct access to directory and on-call information

e The UAB Call Center now has the ability to automatically page groups with varying members on
call (and who use varied types of paging devices). The system automatically updates associated
paging groups as an adjunct to on-call scheduling

e Management hours dedicated to daily system maintenance and troubleshooting have been
drastically reduced

@=» UAB Call Center Comments
Stephanie DeRieux, Call Center Director, University of Alabama at Birmingham:

“WITH MY OLD SYSTEM, | SPENT MANY HOURS AT TWO OR THREE O'CLOCK IN THE MORNING DEALING WITH DOWN
TIME AND NO SUPPORT. EVERY TIME | WENT ON VACATION | WAS AFRAID I'D GET A PHONE CALL THAT THE SYSTEM
WAS DOWN, TIME TO COME HOME. THE NEW AMCOM SYSTEM—WHICH IS ORACLE AND UNIX BASED—IS VERY RELIABLE
AND SUPPORT IS JUST A PHONE CALL AWAY. IT'S REFRESHING.”

“AS SOON AS WE LOAD A NEW ON-CALL SCHEDULE, THE AMCOM SYSTEM KNOWS IF THAT PERSON IS PART OF A
GROUP AND UPDATES THE ASSOCIATED GROUP AUTOMATICALLY. WE CAN AUTOMATICALLY PAGE AN ENTIRE GROUP
WITH ONE KEYSTROKE.”

“THERE'S JUST NOT A BETTER GROUP OF PEOPLE THAN AMCOM TO WORK WITH. A CTI SYSTEM CAN EITHER
MAKE OR BREAK A CALL CENTER MANAGER—YOU CAN'T HAVE A LACK OF SERVICE FOR A MINUTE IN A HOSPITAL
ENVIRONMENT WHERE PEOPLE’'S LIVES ARE ON THE LINE. THE AMCOM INSTALLATION WAS SEAMLESS, AND IT'S
WORKED BEAUTIFULLY EVER SINCE.”

“WE STARTED USING THE NEW AMCOM SYSTEM ON SEPTEMBER 11TH, JUST BEFORE THE TERRORIST ATTACKS IN
NEW YORK AND WASHINGTON. SO WE HAD OPERATORS ON THIS BRAND NEW SYSTEM TAKING 2,000 EXTRA CALLS IN
THAT FIRST FOUR-HOUR PERIOD! WE COULD HAVE TEMPORARILY GONE BACK TO OUR OLD SYSTEM, BUT WE DIDN'T. |
FELT COMFORTABLE FROM DAY ONE THAT WE WERE ON THE BEST SYSTEM FOR ANY TYPE OF EMERGENCY WE MIGHT
BE FACING.”
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