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Up with West for

Success

CHAMPION

“We have increased four points of automation in
one year, which is significant ROIl. Those numbers
get my attention. West helped me simplify the IVR
architecture and level of effort to support it.”

Rob Munger, Jr., Western Union Director of
Workforce, Quality and Project Management
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Projected overall Languages Saved in Year 1
containment by Year 2

Increase in Increase in first
customer satisfaction contact resolution

Increase in customer volume Decrease in Collected in past due
projected by end of Year 2  average call length payments each month

Increase in automated self-service Saved in agent costs Collection calls
projected by end of Year 2 each year contained each month

LASIER SELF-SERVICE

) learning

Saved annually Increase in automation Saved in agent Increase in
(from 30% to 54%) costs annually authentication rates

CHAMPIONS

“We chose West because they are a partner who cares
about us, as much as we care about our customers.”

Vice President, Customer Care

“We have had a large return on investment on each
phase of the overall self-service development project.
Actually, the project overall has been so successful,
our counterparts have begun discussions with West
to mirror this functionality in their IVR applications.”

Sr. Network Integration Manager

Annual Savings Saved in agent
costs annually

Savings since Decrease in Increase in
implementation misrouted calls automation

Feature changes via Increase in CSAT Rating tha has
IVR automation payment automation Increased YOY

MEsSUBABLE BOOST IN
CUSTOMER SATISFACTION

CHAMPIONS

“If we had to make this decision again we would hands-
down choose West without hesitation — it was the best
solution and still is the best solution.”

Airline Executive

o\?? “We chose West for their ability to offer a unified package
M,SEQ MQ\”S H j of technology solutions to deliver on our consistent and
customized experience Customer Care objectives.”

Sr. Director of Customer Operations

ik
Prive Customey Loye Y

Q \ntelligent cal routing
S VR self-service

Q Cloud data-minin
ntact center

g and analytics

Decrease in
call abandon rate

Increase in service levels Decrease in
average call length Saved annually

Experience Connected™ at WestlInteractive.com. West
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