
CASE STUDY

CUSTOMER SERVICE
PROVIDER
Voicemail visibilitydrives efficiency and
customer service SLAs

AT A GL ANCE
Provided manager visibility into
previously hidden personal
voicemail inboxes

Overview
This case studydemonstrateshow amajorCustomerService Provider
(referred tohere as the CustomerService Provider) modernizedits
handling of personal direct-inward-dial(DID) voicemails, transformingan
unmanaged riskarea into a transparent, measurable, and customer-
centric service channel.

The CustomerService Provider operates a large contactcenter serving
various clients,where agents frequentlyuse Personal DID lines for
direct customer contact. Ensuring timely follow-upon these specific
calls is crucial for maintainingcustomer satisfaction and operational
compliance across theirclient base.

Challenges
The CustomerService Provider faced significantoperational and service
quality risksdue to itsprevious voicemail setup on Five9:

The "Black Box" Problem:Calls to personal DID lines thatwent
unanswered were routed to a personal voicemail box.Managers had
zero insight into these individual inboxes.
Service Risk:Agents could "cherry-pick"which voicemails they
wanted to listen to and handle first,prioritizingeasy or short tasks
over urgent customerneeds.
No Accountability: There was no visibility intothe voicemail backlog if
an agent was out of the office or simplyfailed to retrieve messages.
Voicemails were not shown on any administrativedashboard,
meaningno Service Level Agreements (SLAs) could be applied.

Eliminated "cherry-picking"by
enforcing First-In,First-Out(FIFO)
handlingof voicemails via a
managed queue system.

MANAGEDWORKLOAD
CONTROL

Implemented voicemail-to-text
transcriptionto allow agents to
read and prioritizemessages
instantly, significantly saving time.

AGENTEFFICIENCY
BOOST

Provided manager visibility into
previously hidden personal
voicemail inboxes,allowing
adminsto requeuemessages
and establishService Level
Agreements (SLAs).

ACCOUNTABILITY &
OVERSIGHT
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Solutions
We implementeda solutionthat routed unanswered personal DID calls intoamanaged voicemail queue,
converting voicemails froma static message intoa traceable work item:

Managed Voicemail Routing: If an agent with a personal DID is unavailable or not logged in, the caller is
now sent to a call center groupvoicemail that is targeted specifically to thatagent.
First-In,First-Out(FIFO) Enforcement: This new voicemail system acts exactly like a traditional queue with
a target to a specific agent. The targeted voicemail remains in thequeue until the agent logs in and
handles it, eliminating the ability to cherry-pickand enforcing the handling of the longest waitingmessage
first.
InstantMessage Prioritization:The system transcribes voicemails to text,allowing agents to quickly read
and triage the content of themessage before listening to the audio.
Manager Visibility and Control:Managers gain fullvisibility to see the voicemails waiting inqueue and
which agents they are targeted to.Administratorscan use the dashboard to re-queuepending voicemails
to another available agent if the originalagent is out of the office.
CustomerJourney Tracking:Agents can use a new 'Reply' feature on the voicemail work itemto associate
the follow-uptype (call, text,email, or other outbound channel) and accurately track the entire customer
journey.

Results
The transformationof personal voicemail handlingdelivered immediate improvements in service quality,
management control,and agent efficiency:

SLA Readiness: The new visibilityintothe voicemailqueue allows theCustomerService Provider to set
andmonitoran SLA forpersonal DID voicemails for the first time,significantly improvingcustomer service
for these critical calls.
Agent Efficiency Boost: Voicemail transcriptionallows agents to instantlyread the core message,
dramatically reducing the time spent listening to audio and improvingmessage prioritization.
Enhanced Accountability:Managers can now see exactly how their personal DID agents are handlingtheir
voicemails, ensuringall messages are addressed promptlyand in the correct order.
ImprovedWorkflow: The 'Reply' feature standardizes follow-upprocedures, creating a consistent and
tracked process for all customer interactions originatingfroma personal voicemail.


