
CASE STUDY

Credit Union Saves Management Time and Keeps
Performance on Track with the Help of Calabrio
Workforce Optimization

Background
With over 78 years of history, an American
based, federally insured financial
institution set out in 1931 as a not-for-
profit cooperative to meet the money
management goals of a Midwestern based
community. Today, the credit union, which
offers an array of fiscal services, is ranked
nationally among leading financial
organizations and boasts more than
145,000 members.

The Challenge
The credit union has several contact
centers with 120 total agents, including a
40-agent customer service center, a
collection of smaller service groups for
lending, mortgage, collections, IT and retail
help desks, as well as several work-at-home
agents.

When they made the decision to convert
their contact center from a private branch
exchange (PBX) system to a Cisco Unified
Contact Center Express network based on
Voice over Internet Protocol (VoIP), they
weren’t looking to replace their existing
workforce management or quality
management software. But the lack of
real-time data in their Monet workforce

management system made administration
and supervision of their human capital a
cumbersome process, and they decided it
was time for a change. They needed a
solution that provided straightforward
scheduling and management
functionalities, as well as an easier way to
capture voice and screen activity. Calabrio’s
fully-integrated Workforce Management
(WFM) software was the logical choice.

With that, they also took a hard look at
their quality management process to
discover that it too, could be far more
automated with a Calabrio-provided
solution. As a result, they opted for a total
replacement of their workforce
optimization software with Calabrio
products in favor of its tightly integrated,
suite-based solution.

The Calabrio Solution
The credit union installed Calabrio
workforce optimization software, which
helps supervisors and managers plan
staffing, track performance, evaluate
customer interactions and make real-time
adjustments to optimize performance.

About the Credit Union
> Employees: 341
> Annual Assets: $1.2 billion
> Customers: 145,000
> Branches: 16 full-service

locations
> ACD: Cisco Unified

Contact Center Express

Business Challenge:
> Required real-time visibility

into agent performance
> Desired fewer IT technical/

integration hurdles to meet
their objectives

Solution:
> Deployed Calabrio Unified

Workforce Optimization
across 120 agent seats to
improve performance and
reduce time required for
management tasks
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Workforce Management
The union uses Calabrio WFM software to
handle forecasting, scheduling and daily
service level management for their
40-agent customer service center.

“The way we create schedules is now more
consistent,” says their workforce scheduler.
“There was a lot of confusion with our
previous system. The phone system did not
integrate with Monet, so we had a very
manual process for importing data.”

Thanks to data connectors between Cisco
Unified Contact Center Express and
Calabrio WFM software, real-time and
historical call statistics are available
automatically. In addition, agents did not
have access to their schedules in the
previous system, so administrators had a
manual process for dumping schedules
into Microsoft Excel for agents to view.
Administrators then made all of their
updates in Excel, so much of the activity
was done outside of the workforce
management software itself.

“We are feeling confident about our ability
to predict the calls that we receive based on
historical data,” comments the scheduler.
“And accessing our service level through
the intraday dashboard is much easier. We
have much more control.”

Quality Management
The union has experienced similar
improvements with their new quality
management software, which is licensed
for all 120 agents in the credit union’s many
service centers and help desks. The
industry leading software records all
calls to meet regulatory compliance
requirements and can quickly pinpoint
critical calls based on the criteria most
important to the credit union.

“Our quality management process with our
previous software was very manual,” says a
contact center supervisor. “We had to sit
and watch a call come in, press record,
watch the call for the duration, and then
end the call. We didn’t have any way
of setting up recording based on
business rules, so we had to manually
record each call.”

She adds, “With the Calabrio solution, we
now grab one call per agent per day based
on pre-set business rules. During the
course of the week, we have a nice
sampling. It’s far more efficient from a
management standpoint, and it frees us up
to do other things.”

For example, managers now have more
time to spend coaching their agents and
focus on quality improvements. The
contact centers have a well-tuned process
for coaching and training that includes
weekly one-on-one meetings with each
agent.

“We tie the quality management evaluation
results in with member satisfaction scores,”
says the supervisor. “The managers are able
go back and pinpoint the recorded call
they need using the archive tool. They can
then use that recording in their coaching.
They walk the agents step-by-step through
the call to demonstrate how they are
performing. They love it!”

She adds that the recordings are
particularly useful with new agents
because they can help coach them to better
navigate their desktop tools more
efficiently and troubleshoot any problem
areas.

Business Results
Inclusion in the Cornerstone Report, a
benchmark report for mid-size banks
across the United States, is an important
goal for their center.

“We are currently not on the high
performing list, and we would like to get to
that place,” their contact center manager
states. She hopes the information they now
have about the performance of their center
will help them steer their teams toward
achieving that goal.

To that end, the credit union’s contact
center manager points to several key areas
where they have recognized business
improvements resulting from, or relating
to, the installation of Calabrio Workforce
Optimization:

> Tracking and Impacting Service Level
Improvements - The credit union’s
contact centers recently changed their
service level goals from 80% of calls
answered within 45 seconds to 80%
of calls answered within 30 seconds.
“With real-time data and visibility

Business Results:
> Better visibility into service

levels to track new, higher
standard

> Forecast staffing accuracy
of 90%+

> Management time savings
of 10% of one full-time
scheduler

> Supports performance
improvements against
overall corporate goals,
including increased sales
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into our service levels, we can now
better track that metric to the last half
hour. That has been really efficient.”

> Management Time Savings - The
customer service center estimates the
time they save creating schedules to
be about 4 hours a week – 10% of one
full-time scheduler.

> Forecast Accuracy Drives Agent
Efficiency and Customer Satisfaction -
She estimates that based on the
service levels they are seeing, their
forecast accuracy is above the 90%
range.

> Support for Corporate Metrics (i.e.
Sales Performance) - The union’s
contact centers employ a pay-for-
performance model by which they
set staff goals, target training, and
measure results and overall perform-
ance. Calabrio’s Quality Management
software is one element of that overall
process. According to their scheduler,
“Sales have gone up as a result.”

Value, dependability and customization are
a few of the traits the credit union ensures
its clients will receive each and every day.
Their investment in Calabrio’s workforce
optimization software will not only provide
them the tools they need to deliver on these
principles, but will also afford them a
surplus of flexible recording options. We
couldn’t think of a better solution to keep
the union’s customer service standards in
the black.
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CDW is a proven partner for IT
solutions, including unified

communications, security, remote
managed services, information worker

solutions, and virtualization and
optimization. CDW's Enterprise
Hosting Centers deliver hosted

applications, co-location and managed
services to clients nationwide.


