"By automating customer
interaction, our customers

Edify gives Alaska Communications
Systems the flexibility to move fast

will have faster access to
information. If a customer
just wants specific information or specific action, they
can use self service without
tying up a customer service
rep and the queue."
Michael Jones
Senior Manager of Businesses Solutions
Alaska Communications Systems

When Alaska Communications Systems Group, Inc. ("ACS") (Nasdaq: ALSK) was
formed in May 1999, it was an amalgam of telecommunications and other companies
providing a variety of services. Since then, ACS has continued to expand its services
and coverage area through acquisitions and development of end-to-end communications solutions for our customers. Local telephone, Internet, long-distance, wireless,
cable television, and unified messaging have been converged into a dynamic full-service telecommunications provider.
Now the leading integrated communications provider in Alaska is addressing the
needs of customer service in an innovative and technology driven manner. For example: Regulatory requirements mean that a single Customer Service Representative
(CSR) can’t handle calls for different services such as long distance and wireless. This
means that callers with multiple ACS services may have to be routed to different business units.
• Because ACS was originally several different companies, they have multiple existing
contact points for their various businesses and for different parts of the state.
• For the same reason, they also have quite a few back-office business systems.
• As a brand-new company with over 330,000 access lines and $325 million in
revenue, ACS needed a way to address these issues quickly.
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Even though ACS services three-fourths of the state’s population, they’re not the
only provider in the state. To maintain and grow their position, ACS realized that
an integrated business approach coupled with good customer service would be a
benchmark of how well they’d succeeded. However, according to Michael Jones,
Senior Manager of Businesses Solutions at ACS, their existing interactive voice
response (IVR) system did not give them the flexibility to respond to these issues,
so ACS started evaluating new systems.
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Jones saw more automation as the key, saying, "By automating customer interaction, our customers will have faster access to information, and our customer service representatives (CSRs) will have more time to devote to issues that require
personal attention." He further believed that customers would welcome more
access, "If a customer just wants specific information or action, they can use selfservice without tying up a CSR and the queue." ACS also wanted more efficient
ways to handle and route the 25,000 calls a week going through their IVR system.
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HIGHLIGHTS
To accomplish this, and to give ACS the flexibility
to continue their growth, they chose an Edify
vCSR Voice and Wireless Suite solution with
Edify Voice™ applications.

Edify Voice
Jones says, "One of the key sales points was the
capability of the development environment. But,
to tell you the truth, I didn’t even realize how
easy the Edify environment was until we started
using it. The Edify platform is an object-oriented
development platform, so objects are reusable
with drag-and-drop simplicity. We didn’t even
have to write APIs or XML to implement our
wireless application. We just create the base
object and then reuse it for different applications. The integration of voice and text-to-speech
provides an especially rich environment."
In addition to the development environment,
the Edify platform seamlessly handles input and
output from all the various contact channels at
ACS, as well as interfacing with all their existing
desktop and legacy systems. Built on the Edify
platform, the Edify Voice Suite application
provides a wide range of customer self-service
functions.
Edify Voice provides an interactive system that
allows ACS to transparently route calls coming
in through any of its existing phone numbers,
including directory assistance. They’ve also used
it to provide 24-hour-a-day automated access to
information on account balances, last payment,
and repair appointment status. T1 customers can
even look up the status of their circuit by the ID
number, which is a lot faster for them.

The future of customer self-service
ACS is already adding a number of features to
their Edify system. Using the text-to-speech
capability, ACS is building an interactive frontend that will allow the marketing department to
add a customer survey function for incoming
calls through the voice self-service system.
They’ve already written scripts to handle automated outbound survey calls.
Jones also plans to implement automated systems for credit card payments, and to allow
wireless customers to order new features or
change their service plans. Describing Alaskans
as "technically savvy with a high level of web
connectivity," Jones is also eager to extend customer self-service functions to the Internet. He
wants to evaluate the Edify Web™ application to
web-enable the back-office functionality ACS
has already developed an add information on
last payments and repair appointment status to
the existing online balance information and
credit card payment functions.
In addition, ACS is evaluating other self-service
systems such as speech recognition. A current
proposal would automate statewide directory
assistance services using speech technology. As
part of that project ACS would also voice-enable
other processes such as customer log-in and ID.

Professional services for today
With only one in-house analyst, ACS took
advantage of the expertise of Edify Professional
Services. According to Jones, "They wrote parts
of the code for our Edify system and were really
great. Because of Edify Professional Services, we
had our development system up and running in
only two weeks."

He also has kind words for the support ACS got
from Edify in general. "For us, writing the interface between the applications and server telephony boards was the biggest technical challenge.
The support we got from the Edify help desk
was really great."
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Advantages that last
Jones says, "Of the vendors we considered, Edify
had the most to offer in terms of sophisticated
technology, ease of development, connectivity,
service, and particularly voice technology."
As a result of successful marketing campaigns,
the customer service representatives at ACS
were overwhelmed. Now, with their new Edify
vCSR Voice Suite customer self-service system,
Jones says "We’re able to handle the same call
volume without hiring more people because
customers are choosing to use the automated
systems. Adding web and speech options will
only increase usage by making our Edify selfservice systems easier to use."

Customer self-service solution with
the flexibility to integrate multiple
contact points and a variety of backoffice systems and grow for the future

edify solution
Developed with the Edify platform,
the Edify vCSR Voice Suite customer
self-service solution includes call
routing, and automated access to
customer information.

business benefits
• Integrated disparate customer
access points.
• Reduced call volume and
development time for new
automated services.
• Gave customers fast access to
information.
• Facilitated call routing between
business units.
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Jones saw more automation as the key, saying, "By automating customer interaction, our customers will have faster access to information, and our customer service representatives (CSRs) will have more time to devote to issues that require
personal attention." He further believed that customers would welcome more
access, "If a customer just wants specific information or action, they can use selfservice without tying up a CSR and the queue." ACS also wanted more efficient
ways to handle and route the 25,000 calls a week going through their IVR system.
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