
The Company

As experts in customer care, Telerx provides multi-channel contact handling for industry-leading Fortune

500 global corporations. The category leader, Telerx delivers the benefit of enhanced contact

experiences—whether it’s phone, email, Internet, mail or fax. 

The Business Challenges

– Provide clients with increased flexibility to expand

– Leverage current infrastructure investments 

The Solution

Combine Aspect® Uniphi Connect—an innovative hybrid solution that enables the deployment of both

time-division multiplexing (TDM) and Internet Protocol (IP)-based agents on a single platform—with

existing Aspect® CallCenter® ACDs, high-volume call routing solutions.

The Results

– Cost-effective global expansion

– Maximum leveraging of capital investments

– Virtual contact center capabilities

– Access to new labor pools

Telerx

Using Aspect Software™ solutions to gain the benefits of VoIP

“I’ve had experience with

other vendors and I know

the pluses and minuses of

their technology. Aspect

Software has mature

technology that has quite

a bit to offer around

resiliency of carrying

voice.”

Carolyn Chamoun

Senior Vice President of

Technology Solutions, Telerx
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Transitioning to Voice over IP (VoIP)

Most businesses concede that someday their contact centers will migrate from traditional time-division

multiplexing (TDM) infrastructures to IP networks. But many of them are reluctant to make the move

now. Some don’t have a clear vision yet of how Voice over Internet Protocol (VoIP) will benefit the

business. Others are worried they’ll lose the substantial investments they have in TDM-based systems

and applications.

Some companies, on the other hand—like market leader Telerx—have found a way to step forward into

the future and, at the same time, leverage past investments. Telerx, a Top 50 customer-care service

bureau that provides outsourced contact center services, uses Aspect® Uniphi Connect to add VoIP

capability to its existing TDM contact centers. According to Carolynn Chamoun, senior vice president of

technology solutions, VoIP is well worth implementing. Companies can take advantage of it now without

losing their investments in legacy systems.

“Cost savings on toll charges are an obvious benefit,” says Chamoun. “But the real advantage to Telerx

clients is the ability to maximize resources. Our clients who want to globalize their operations can utilize

local contact handling staff in countries where this solution enhances customer loyalty and better

supports branding strategies, without the expense of decentralizing contact center technology. They can

leverage their investments while extending the benefits of the technology to other regions.”

Globalization and Virtualization

“Many of our clients are looking at globalization, but some of them are domestic companies with

centralized operations,” says Chamoun. “Aspect Uniphi Connect allows for extension into another

country without requiring redundant infrastructure in that country. So we’re able to support a satellite

office that has the resiliency of the central data center while leveraging the investments we already have.

Or we can drop our technology into a client site and then, using skills-based routing, utilize both Telerx

agents and the client’s agents as one united pool. We can also make follow-the-sun strategies very cost-

effective because our clients can manage dispersed agents from a single ACD. This allows them to get

the most out of their capital investments while taking their existing contact centers beyond their

physical borders.”

“Some of our clients are also looking at shared services and outsourcing,” she adds. “VoIP allows us to

do that seamlessly. We can centralize some functions and decentralize others and really align with the

client’s needs.”

Chamoun points out that Aspect Uniphi Connect gives Telerx access to a valuable labor pool—agents

who prefer to work at home. “There’s a strong work force we can tap into by delivering technology cost-

effectively and seamlessly to their homes,” she says. “In some areas, we’re able to forge agreements

with the telecom carriers to have a level of service delivered to the home that allows us to maintain high

voice quality. Aspect Software has been instrumental in helping us understand the environment we need

to make at-home agents work.”
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another country without
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Mature Technology and a Clear Vision of the Future

Chamoun chose Aspect’s Uniphi Connect based on deep knowledge of contact center systems. “I’ve

had experience with other vendors and I know the pluses and minuses of their technology,” she says.

“Aspect Software has mature technology that has quite a bit to offer around resiliency of carrying voice.

And since we have Aspect® CallCenter® ACDs in place, we were able to implement a VoIP strategy

using Aspect Uniphi Connect without sacrificing any of our pre-existing investments. We were able to

expand our infrastructure fairly seamlessly and achieve a higher quality of voice than we could have with

any other vendor.”

“Aspect Software has a good future vision around VoIP, but Telerx probably won’t move to a pure-IP

solution in the near term,” says Chamoun. “There’s no immediate reason to change out the Aspect

CallCenter ACD functionality we have today. It’s resilient, it works extremely well, and from a technology

standpoint, it won’t become obsolete in the near future. But clearly, for future technology as our contact

centers expand, we’ll be expanding our VoIP strategy as well.”

Sound Advice for Making the Move

Chamoun points out that incorporating VoIP requires careful planning and teamwork. “Capacity

planning becomes very critical because you’re converging both voice and data over your networks,” she

states. “You’re no longer just looking at your ACD. You’re also making sure your networks are well-

positioned to scale and you’re learning about quality of service for voice. It’s also very important that

your network infrastructure be very resilient.”

With her knowledge of the unique requirements of VoIP, Chamoun made sure the Telerx network was

ready for the transition. “We worked with Aspect Software to validate our network infrastructures,” she

says. “We brought in quality-of-service monitoring tools to incorporate on our networks. We isolated the

voice networks we had in place and brought in some additional high-end routers. We also looked at our

network layout to make sure we had multiple carriers going in so we had dual pathing. If the voice

couldn’t get out on one of the routes, it could deliver itself on another route. We also took advantage of

data circuits that we already had, bonding them together to increase the bandwidth out to the contact

center. So from a data network standpoint, we had a really solid infrastructure in place, and we had very

good voice quality as well.”

A Great Way to Move Forward

Asked if she would recommend Aspect Uniphi Connect to other contact centers, Chamoun says, “If you

have Aspect CallCenter ACD in place today, I think Aspect Uniphi Connect is the right step. It’s a cost-

effective way to move forward. It provides an opportunity to test the technology while having the

backup of your existing environment. It allows you to learn in a very safe environment. For new

deployments without the ACD in place, I think going to a pure-IP solution makes more sense. But for

companies that already have investments in an Aspect CallCenter ACD, Aspect Uniphi Connect is a

great way to move forward and start positioning for the future.”
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About Aspect Software

Aspect Software, Inc., the founder of the contact center industry, is the world’s largest company solely

focused on providing proven, innovative contact center products and services that enable the key

business processes of customer service, collections, and sales and telemarketing. Each day, thousands

of in-house and outsourced contact centers around the globe conduct more than 125 million customer

interactions using Aspect Software products. We believe in using the power of technology to positively

transform the customer-company experience. That belief has led us to accept the challenge of

developing the world’s most reliable Automatic Call Distributors (ACDs), most trusted dialers, most

widely-used and respected workforce management (WFM) solutions, most flexible Voice Self Service

systems and the industry’s first and most comprehensive unified, multi-channel contact center solution.

Headquartered in Westford, Mass., Aspect Software has operations across the Americas, Europe,

Africa, the Middle East and Asia Pacific. For more information, visit www.aspect.com.
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