
CASE STUDY

SPORTS
INDUSTRY
Unified voice and dialer for faster sales
and happier fans

AT A GL ANCE
Transitioned fromfragmented
legacy systems to a single,
unifiedvoice and dialer in just
one week.

Overview
This case study highlightshow a leading Australian soccer club,
referred to here as "Major Sporting Club", transformedits customer
contact operations froma fragmented,manualsystem to an integrated,
efficient omnichannel platform.This strategic overhaul resulted in
significant improvements in operational efficiency, agent performance,
and critical fan engagement capabilities.

Challenges
TheMajor Sporting Club faced several critical pain pointswith its existing
contact center setup, directly impactingrevenue-generatingactivities:

Siloed systems:They were usinga basic phone system for inbound
calls and service, while runninga completely separate platformfor
outboundcampaigns. The separate dialer was critical for running
campaigns focused on clubmembershiprenewals, new membership
sales, and debt collection forunpaidmembershipsubscriptions.The
lack of integrationbetween service and sales created operational
frictionand inefficiency in these key areas.
Manual processes: Key processes, particularlymanagingvoicemails
and campaigns, relied onmanual effort indifferent systems, slowing
down response timesand increasing the risk oferrors.
Poor visibility:The club had very basic reportingon agent and team
performance, making itdifficult to gain holistic insights, identify
trainingneeds, or optimizeresource allocation across both service
and sales activities.
Urgent migration:The need for a swift solutionwas amplifiedas their
existingcontract was up for renewal, necessitating a quick and
decisive move to a new platform.

Seamlessly switchbetween
outbounddialer campaigns and
inbound service, maximizing
revenue activity and efficiency.

OPTIMIZEDREVENUE
CAMPAIGNS

Use ofAgent Profiles allows for
real-timeswitching between sales
and service roles, optimizing
resource allocation duringpeak
periods.

DYNAMICAGENT
FLEXIBILITY

Replace manual reportingwith
detailed, holistic reportingacross
all voice activities, enabling rapid,
data-informeddecisions on team
performance.

DATA-DRIVEN
PERFORMANCE
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Solutions
We implementeda comprehensive, unified platformfocused initially on their core voice and dialingneeds,
designed to prove immediate ROI and establish a foundation for futuregrowth:

Unified agent interface forSales and Service: We equipped agents witha single, intuitiveinterface to
handle both preview dialer interactions (for renewals/collections) and inboundvoice interactions (for
membership,tickets, and game inquiries).This eliminated the need to switch between systems and
streamlined workflow.
All inboundand outboundvoice in one product:The club was set up withvoice, voicemail, and preview
dialer queues. The immediategoal was tomove all voice and dialer interactions to the unifiedsystem to
provide a single view of performance.
Dynamic workloadmanagement:A customsystem of agent profiles was created to allowmanagers to
seamlessly controlwhen agents worked on inboundvoice service or outboundcampaigns.This profile-
based management could be adjusted easily, even midway throughthe day, offeringmaximumflexibility
to pivot fromservice to sales tomaximizerevenue duringpeak periods likemembershipdrives.
Rapid deployment: Demonstrating commitmentand agility, the entire contact center was built,onboarded,
and trained within a week, meeting the customerʼs tightdeadline and ensuring a smooth,uninterrupted
transition off their expiring platform.

Results
The successful, rapid transitionto the new platformdelivered immediateand quantifiable positive outcomes
and established a trusted foundationfor expansion:

Operational transformation:The clubmoved fromamanual, siloed approach to seamlessly managingall
their voice interactions and critical outboundrevenue campaigns froma single, unified system.
Improvedperformance inkey areas: Noteworthy improvementswere seen in agent handle timeand
overall efficiency forboth inquiryresolution and outboundcampaign success, directly impacting
membershipand collection results.
Data-drivendecisions: The solutionprovided detailed, holistic reportingcapabilities for voice and dialer
activities, giving leadership a clear, actionable picture of team performance.
Business agility:An intuitiveUI interface empowered the club's team tomanage their own real-time
service announcements, dramatically improving their ability to communicate key informationto fans during
critical periods.
Proven success leading to expansion:The successful initialdeployment andproven value of theunified
platformled the club to committo the full omnichannel vision, with plans to integrate their other service
channels (chat, social media, and email) to furthercentralize operations and enhance the fan experience.
This staged approach demonstrates a successful land-and-expandstrategybuilton trustand delivered
value.


