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1-800-CUSTOMER SERVICE

ann eliability and Respon-
NER siveness. Two key ingre-
nns dients in any customer
AER service organization. In

fact for many customers quality service is one of the
deciding factors for purchasing the product.

Customer service is, by nature, a labor intensive func-
tion. People answer the phone, people identify the
customer and the problem and still more people are used
to provide the solution.

Yet labor intensive functions, like customer service, tend
to be expensive to support. With continual demands to
increase and improve the level of service in order to re-
main competitive, the problem becomes one of manag-
ing the customer service department to increase the level
of productivity of each service representative in order
to avoid adding personnel.

With voice response technology there are several
economic methods for increasing productivity without
decreasing the level of service offered to customers. Voice
response can be used to answer the call, identify the
customer and problem and even provide the solution. In

some situations the voice response system may be used

to automate the complete customer service function while
in other instances it is more desirable to autornate only
a selected portion of the transaction. Regardless of the
© ion, customer service departments can benefit
through increased availability of service representatives
andpmventcustomersﬁomreaclﬁngabusysignalor
waiting for a callback. °
Consider the effect of partial automation. A customer
calls the service department and is greeted by the woice
problembypnessmgappmpnaﬁekeyson a Tbuch Tone
In response to verbal prompts. The call can
ﬂmbehmsfmedtnasa'vicemptmnxﬁvealongwiﬂ:
adahsaeenwiﬁchmpmtsﬂaeinfonmﬁmga&nezed
iniﬁallybyﬂxevoicesystem'l‘heservieempmentaﬁve
moeimﬂxemlland&edatasaeensimuhaneouslyand
can immediately begin working on a solution for the
customer.

'.Thmg‘h. partial wﬁoﬂon of ﬂ;c:stomer service the
wuice response system orms the routine data enl

Rehwedofﬂxismﬁnemsk,ﬂmeteptsentaﬁveismpaﬂe
of handling a greater number of calls, Partial automa-
tion through voice response has increased the level of

productivity for the individual service representative
without a decrease in the level of service provided to the
customer. Multiplying the increaséd productivity of a
single representative over an entire customer service
department can provide a solution to the problem of
managing the expense of a labor intensive function.

Consider yet another possibility, complete automation
of selected calls. -

In many instances customer service tatives
handle the same questions several times a day. The woice
response system can be used to provide answers to these
routine or standard questions. Following the scenario
described in previous paragraphs, a customer calls the
servicenumberandisgreetedbyﬂxevuieeresponse
system. The voice system identifies both the customer
andthequesﬁmlftheg:sﬁonmbeanswemdbyﬂme
hzx;mnumlvementlfﬂxe e sy

i question requires an unstruc-
tured solution, the call and data gathered by the voice
system, can be simultaneously transferred to a service
representative.

iy s e o st o o i e
inquiry calls, ial automation ie voice
response system can increase productivity by freeing up
trained representatives to handle the inwlved and
complicated inquiries made by customers. The result,
customers receive better service since the woice system
can provide immediate answers to routine inquiries and
representatives are free to handle the difficult calls for
which they have been trained.

Somevoneexesponseappbcahonsmcusﬁomersemoe
mmple,yetmanycangetqmteeompheatedhe
to the problems of interfacing to existing software and
hazﬂwmeasweﬂaste]ephonesyshems'ﬂmmsmal
solutions offered through voice response that can solve
the problems of integration as well. For example, the VCT
ADVANTAGE system can support T1 service For
departments with very high call volumes, a service such
a8 T1 can provide substantial savings in telephone
charges. i with a T1 interface the VCT
ADV; E system can not only support T1 but can
also provide some special services such as immediate
ientification for particular applicati

In one VCT application, several 800 numbers enter the
service over many T1 spans. These calls are
received by the VCT ADVANTAGE before going to an
ACD. DNIS codes received with each call allow the voice

See ‘SERVICE; page 6.




had the pleasure of
meeting with several
representatives of our
College user customer
base this month. It was a
meeting which we sponsored in
an effort to get our first VCT
User's Group started. It was
especially significant for me o
because all ‘of them have o
systems installed and most of ‘ Y
them are using the system for T
registration. None of the in- . . \
stallations were easy. Each . TS T |
presented a unique set of problems to us, and we all learned
topgether as these first systems went in. User meetings can turn
into interesting experiences for suppliers, and you might well
imagine my anxdety as I spoke to them at the beginning of the
meeting as [ welcomed them to VCT

As the meeting began to take shape as we worked our way
through the agenda, it became clear that the session would be
informative, educational, and enjoyable for them as well as the
VCT people. In spite of the difficulties experienced by each, I
believe the unanimous opinion of the group was that they had no
regrets about their decisions to implement telephone registration
systems for their schools, and as for their decision to go with VCT,
well you probably should ask them directly.

1t gave testimony to the quality and dedication of a young but
seasoned group of people here at VCT that were responsible for
worldngwiﬂ\ﬂmemstonusandusezs,andseeingﬁ}emﬂlmugh
the difficult periods as the systems were implemented. It was
significant for me because it epitomized the “partnership” rela-
tionship that we strive for with our customers. It's one thing for
measﬁreprwidentoftbecompanytopreadlittothegmup,
butwhenyouseeitinacﬁon.andhaveypurwstomexstellyou
that it’s working, well that is a real “high” for me.

‘The users are assuming conitrol of the group now. Our role of
pmvidingtheimpemstogetitstartedhasbeenoompletedand
we will switch to being supporters of it. It seems to be an enor-
mously valuable communications tool, and we have plans to ex-
tend the concept to other vertical markets where common interest
exists for woice technology applications, such as banking and
customer service

(| '

William L. Hutchison
President
Voice Computer Technologies Corporation

VCT USERS MEET
IN ATLANTA

October 16th marked the first meeting of the
VCT User Group for Colleges. Representatives
attended the one day meeting from the Univer-
sity of Texas-San Antonio (UTSA), Miami-Dade

- Community College (MDCC), Colorado State

University (CSU), Central Piedmont Community
College (CPCC), Suffolk County Community
College (SCC) and York University in Canada.
By sharing their experiences, each school was

*able to benefit from the ideas and solutions used

by others. Among the future enhancements

. planned at several of the schools are an

Admissions Hotline and Quarterly Grade
Reporting.

Attendees were so enthuig;ﬁ;b;anboutﬂxe
formation of the group, that to meet
again in February. They have also extended an
open invitation to new VCT customers as well
as schools planning to implement Telephone
Registration to join them in Alan
Eddy, of CSU, will work with VCT in setting
a date for the second meeting.

Front Row: Juddy Gedes-UTSA, Robert Parenti-MDCC,
Cindy Kelly-CSU, Stan Rubinson-MDCC: Back Row:
John Brown-UTSA, Tom Stewart-MDCC, Alsn Eddy-

provide i
s iness problems. Headquartered
in Norcross (Atlanta), Georgia, VCT manufac-
tures and markets the most vgrsa_ﬁle turnkey

voice response system with application

available today. With over 100 installations
nationwide in Financial and Educational institu-
tions, Transportation companies and the
Fortune 1,000, VCT continues to lead the way
in woice response. Please direct your comments,
suggestions and articles to: The Editor, The
Voice, 3790 Data Drive, Norcross, GA 30092.




COLORADO STATE UNIVERSITY

Colorado State Univer-
sity (CSU), began
using telephone regis-
¥y tration in Spring of
1987. hday over 95%
,of the student body
performs registration

from the convenience

campus film

the process of a student performing
telephone registration. The video
tape was placed on television sets
Jocated in the student union to pro-
vide additional promotion and
instruction on the system. A registra-

period. The worksheet provides in-
structions and examples for course
selection and special features of
telephone registration.

Each Quarter students pick up a
Personal Access Number (P{}N) and

Another feature of the registration
system at CSU, is a grading option

which easily provides students with

the ability to select pass/fail grading
or audit a selected course, Students

select the g':admg option while per--

forming registration simply by enter-
ing a * symbol between the course
reference number and the # symbol,
which signifies the end of that selec-

| tion. The VCT system is equipped

with a special database file provided
by the CSU host and stored on the
VCT system, which allows for im-
mediate verification that the course
can be taken under the optional
grading formats. If the verification
indicates that the course requires a
letter grade only, the VCT system
will ignore the grade option entry
made by the student.

CSU is unique in telephone
a

Integrated Student ' Registration
System(ISIS)ﬁomSCI‘Cotporahon
in 1988, CSU decided to go ‘on-ine’
with telephone registration prior to
the installation of the ISIS registra-
tion software from SCT. In order to
provide regisiration by phong, VCT
provided registration

a voice
that could

information from students and batch | I

the information to the host corhputer

their | to update student records. Once the

SCT software installation is complete,
VCT will interface to the new soft-

to CSU students.

Students must confirm_ their
registration by picking up their dass
schedule from the Department of Ad--
missions and Records. Along with a
confirmation of their course selec-
tions, students receive a statement of
tuition and fees as well as housing in-
formation and a student activity card.
If a stident does not pick up his
schedule confirmation, the registra-

- In addition to interactive capa-
bilities to be added in 1988, CSU
plans to enhance their registration
system with additional applications in
the area of admissions and financial
aid. A hotline service for admissions
access to information on the progress
of their applications. It can be used
to notify students of missing
documents required to complete their

ware via terminal emulabo"ntop_m-‘ S

LEADING THE WAY

Over the past

quarter, VCT doubled its college customer list with the addition of 6 new colleges. Mike Arntzen,

AaqountiEmewﬁv.efox:ﬂleWestooast,addedﬂ:eﬁmltwoeonhaciswitlﬂbmsWomen’sUrﬁvusitymdﬂle
University of California at San Diego, needed to set a new college sales record for a single quarter.

CONGRATULATIONS, MIKE!!!




AMERICAN
EXPRESS...

In October, VCT completed installation of a 264 line voice
response system for a regional American Express service
center located in Greensborg, North Carolina. VCT will
provide the Greensboro office of Travel Related Services
with'a system similar to the 336 line system currently
in operation at the Western Regional Center in Phoenix,
Arizo

na.

Equipped with a VCT digital telephone interface to
support T1, both systems perform call routing and card
mlﬂxorizxﬁonﬁnwﬁonstoerﬂlamepmdmﬁvityofservice
operators. The woice system will identify the call accord-
ing to DNIS codes which are associated with each of the
many 800 service numbers that enter the center. Based
on these codes, the voice system will instruct the ACD
to route the call to the appropriate department. In the
mseofacmditauﬂ:oriuﬁonmﬂ,ﬂmeVCl‘systemwill
instruct the ACD to send the call to an operator called
aRelayerwhokeysintmnsadiondatapmvidedbyﬂme
merchant. Once the data has been entered, the Voice
Response Unit (VRU) takes control of the call and the
Relayer is immediately available to receive another call.
'l‘heVRUwilleitherspezkanauﬂxorizaﬁoneodg or
,h‘ansfermeeallmarep:‘wentaﬁvewhoisreviewingﬂle
transaction.

The result has been an estimated 40-50% increase in
prodwﬁvityAmntenlm\cementtoﬂuesystemsallow
the calling merchants to complete the entire transaction
byenheringthedat&ontheh'telephonekeypadraﬂner
t}mnwaitforanavaﬂableRelayen'l‘}ﬁsenhaneementlms_
pmved&pecia]lyeﬁecﬁvedmingpakh‘afﬁcwndiﬁons.

UCSD MOVES TO
TELEPHONE REGISTRATION

The University of California at San Diego (UCSD) is
currently impl;menﬁng a telephone registration
system to provide registration by phone service to its
16,000 students: UCSD purchased the system from
Atlanta based Voice Computer Technologies
Corporation (VCT).

UGSD plans two phases on implementing telephone
registration. In February 1988 UCSD will begin
telephone registration for Graduate Students and
Seniors. By Fall Quarter of 1988 all UCSD students
will be able to register by phone The VCT system will
perform all verification and course checking fimctions
ﬁ-omamasterdatabaseofsmdentmcogdl:rewveds i
each quarter from a Burroughs 7805, tudent
Information System Host. Among the database files
to be located on the VCT system are student iden-
tification numbers, course authorization codes and a
special calendar file to permit students to register only
during appointed registration times. Registration
information collected by the VCT system will be
downloaded to the Host computer to update student
records. The Host will then be used to
schﬁogutl‘?coggﬁnnaﬁonsmbemaﬂedtoeachswdmt

telephone registration system will model
the current procedures of registration allowing
smdentsbowaitﬁstfordosedeolmandallowing
Depart:n'xenf hlofﬁcestoeonﬁnuetneon:dol reglstra—ﬂw
tion for specific courses through assigned authoriza-
tion codes. These authorization codes are
given to each department prior to registration and are
given only to students meeting course pre-requisite
requirements. The codes will be assigned by the
departmental advisor and matched with duplicate files
located on the telephone registration system.
hxphasetwo,UCSDplanstomigmtefaanew
Student Information System, Integrated Student
Information System (ISIS) on an IBM 3090 Host by
W'mberQuarterl989.AtthatﬁmeiheVCI‘system
will interface to the new host system through terminal
emulation. This method of interface allows the
telephone registration system to perform all the func-
tions of an operator at a terminal and in a real-time
environment to provide students with immediate
TR S ey
1 lephone regi ion UCSD will not only
able to provide students with a convenient and time
saving means of registering for courses but they will
alsogainmomconholmthemgishaﬁonpm

VCT has provided Telephone Registration systems
to 13 institutions throughout the United States and
Canada. These institutions range in size from 11,000
to 45,000 enrolled students. :




PROFILE: BLOOMINGDALE’S

ave you ever pur-
chased a bed or
EEN couch from a de-
NRE partment store
only io find yourself sitting at home
alléay waiting for delivery? Perhaps
you have found the right piece of
furniture to complete your home or
ofﬁcebutitisoutofstodcand;louis
are required to make repeated
to the store to-determine the date of
delivery.

For customers of Bloomingdale's,
a special service was designed allow-
reservation of stock in the Furniture
and Rug sales departments. With
this service, Sales Representatives
and Designers can check available
stock, reserve specific items and
sdxedt;!fe deliwryftli:ta atlle]at the

int of purchase from a telephone
gg the selling floor. This service
utilizes several service operators who
talk with the employee and key data
directly into the host computer con-
taining inventory and scheduling
information.

In November, Bloomingdale’s auto-
mated the reservation service with
woice

fions

inquiries,
and schedule deliveries from any

Touch Tone The reserva-
ﬁonofﬁmﬁh:reaxﬂ:scheduffngof
delivery dates at point of pur-
chase allows for better inventory

management and provides a valuable

sermeu ¢’ tomstom nmwhoa:inlave
1e store with 2 “promised” deli

date. Prior to implemen hﬁonegg?hz
VCT system, only three operators
were available to perform reserva-
tions. With the VCT system, Bloom-

ingdale’s will be able to expand the |

number of available lines for this ser-
vice without the cost of providing
additional operators. Automation of
g:s;d : tyofw dSa]the

uctivi i an es
Representatives who will no longer
reoeiveabusysignalwhenattempt—

ing to reserve merchandise

By March of 1988, the VCT system
will also be used to automate another
area of customer service through an
outdial applicatio 'nWiﬂ:ﬂ\isa'%egbu' -
tion, customers who have ordered
items that were not available, at the
point of purchase, will be contacted
by the VCT system and notified of
the arrival. During the same phone
call, initiated by the VCT system, the
customer can elect to schedule a
delivery date or be transferred to a

.t

service operator for additional infor-
mation. Although this service is cur-
rently offered by Bloomingdale’s and
has provided better management of
inventory levels, the automation of
this function will relieve operators
from repeated attempts to reach a
customer. Automation will also pro-
vide for faster billing services. Once

customer service When a customer
calls the service department, he is
asked to press 1 for an estimated

delivery time, to press 2 to report
problems with delivered merchandise
or press 3 for all other business. In
the case of a customer without a
Touch Tone telephone he is asked to
hold the line for a service operator.
If options 2 or 3 are pressed the call
is immediately Uansfgred'to a ser-
vice representative If option 1 is
pressed, the voice response system
asks the caller to enter their sales in-
woice number to receive an estimated
time of delivery. This option provides
delivery times only on the date of
scheduled delivery. With this feature
customers can i iately access in-
formation that can help them
schedule their time and prevent the
inconvenience of waiting at home all
day for delivery. By providing addi-
of delivery times mvcrsyst:‘mmig
expected to tri ity
(Just:c»mlerServwet:np!e depa.rlment;.capacl
According to Robert Farina, Vice
President of Customer Service for
Bloomingdale’s, “The automation of

tory management and hilling
control, the VCT system will cut the
time delays involved in i
customers and in waiting for
operators who are already on the line
with other customers”

For Bloomingdale's the Customer
Service function is a vital link in the
chain to ensure customer satisfaction
and repeat business. With the im-
plementation of the STAR system,
the quality and level of service can
be enhanced while costs related to .

develop-
to promote the new system to
customers upon its release in March,
1988, By making the new service
convenient and easy to use, Bloom-
ingdale’s will maintain its reputation
for high quality merchandise and




EMPLOYEE OF THE QUARTER

On October 2, David Schmitt received the ‘Employee of the Quarter’ award for
exceptional performance on the job. David was selected for this recognition by
his fellow employees as part of a new program to officially

superior performance.

Corporation, a VCT re-seller for Credit Unions, he was

recognize consistently

Over the past quarter, VCT has received three letters from
compliment David’s performance. As a Technical SupportSpedalist,hensrwppn—

able to provide a quick

solution to the Federal Employees’ Credit Union which purchased their system '
ﬁomNomn.AtEledmneﬁcSystansLinﬁted(ESL)inibmnthanada,David > Ty
mnductedah'aitﬁngsaninarwedumteESLtechrﬁdansonimhﬂaﬁonand <ili . /
servimmcedum & -
In addition, he has gone beyond the boundariés of his job description to organize and document installation
cedumtoassisthﬂmhﬁnmgofseveralmomﬂyhimdﬁddserﬁeeteduﬁdans

SERVICE, continued from page 1.

respanse system to identify the application before even
speaking with: the customer. 800 numbers {combined in
a T1 service called Megacom) are provided to customers
forcteditw'dauﬂmr_izaﬁon, pphtofsalqtennh!alsmid

anex'sﬁngtelepboneserviceﬂlatenhancesﬂxeecomnﬁc
benefits of TL

A second solution to the problem of integration is
Automatic Number Identification (ANI). ANT allows the
yoiogsystemfoidenﬁfy.ﬂ\enmnl?erﬁpmvghki)ﬂleml]

the call. The call can then be handled ically by
ﬂnevoicesystemorlransfenedtoaservieempm’en-
tative along with a data screen for that customer. The
oolletﬁontoupthheﬂxemstomammmtbetomhansfw'
ring&hecallandsueentotheservioempmenmﬁve

'mep!mcfmhnghost '
uansfersofwstomerullswiﬂldamasueenstoservice
operators represents another integration problem. The
voice systern must be able to support interactive com.
munimﬁonswiﬂxtbehostviaadirectlinkinorderto
maintain fast service and prevent having customers
waiting on hold for information. This interactive com-

municaﬁonlinkcanbeaooompﬁshedﬂmughhtetface.

“ﬂneprgblemsofvmtegmhon,wmmspo
iries and sl .

'to provide the kind of

soﬂ:waresupportedbyeiﬂierﬂ)evoieesyswnorﬂlehost
f " b

mainframe; in some i
both systems. Due to the of developing software
consider a woice system

for the host it is beneficial to

that will support the required host interface or has the
ability to adapt to host communications with minimal
modifications to the host.

In regard to the simultaneous transfer of a customer
call with an associated data screen, there are several
options to accomplish this task. One is to allow the host:
t:oacta:’.theeontrvoller:mdmonit‘orCB‘.l‘usag\rat:odel:er~
mine the next available representative as well as direct
ﬂxewioesysteminﬂxehansferfuncﬁonYetdﬁsﬂm
once agai ires softvrare on
A more efficient and economicdedmopﬁon, available with the
VCPADVANMGEsyste:nistoaﬂowﬁxevoicesysbe:n
toaetwdrewnuonazlnﬂﬁsinshnadxewicesystan
is programmed to monitor line usage to determine
available representatives and can direct the bost_to

transfer the data screen to the specified

representative
atﬂlesameﬁmeitperformsﬂ:ecalltnnsferﬁmcﬁon
Wiﬂmanan'ay.ct'solut_ionsayailablefordealingwiﬂn

> quality service that keeps
customers coming back.




