
  
 

 

 

 

 

 

THE OBJECTIVE  
CH Consulting Group was tasked with the project of supporting implementation of a revised technology strategy and 
plan to enhance the Client’s contact center platform with the main objectives of reducing call volume, improving the 
customer experience, and simplifying ongoing system maintenance.  

 
THE BACK STORY 
The Client is an industry leader in ignition interlock systems that 
allow individuals and the public to avoid the tragic and life altering 
consequences of drinking and driving in the U.S. The company 
provides products such as fuel-cell based ignition interlock 
devices, portable and home monitoring units for evidential 
breath-alcohol testing, and ignition interlocks with an integrated 
camera for alcohol consumption and real-time reporting of 
violations and vehicle location. 

During the initial discovery, CH Consulting Group was brought in 
to evaluate the overall quality and usefulness of their technology. 
The initial discovery unearthed several operational and technical 
challenges but kept returning to one thing:  although the Client 
had invested in many technologies, they were not well deployed 
and maintained.  

 
It was determined that with correct technical deployment, the 
Client would experience significant improvement in the customer 
experience as well as the employee experience, resulting in a 
significant increase in revenue and a reduction in employee 
turnover. This includes automated business critical reporting and 
Business Intelligence (BI) tools to best manage the businesses 
costs, strategies, top line revenues, and customer experience.  

 

The Pain 

 The Client had invested in many 
technologies, but they were not 
well deployed or were non-
existent. 

 The Client’s Sales Scripting lacked a 
guided approach, navigational aids 
and decision-based logic that 
would improve sales efforts by 
agent State Specialization. 

 The Client’s auto-dialer was not 
being used to manage email, text, 
or chat. 

 The Client’s call routing system 
was not being used to its fullest 
extent. 

 The Client did not have consistent 
tracking and reporting processes of 
Customer Satisfaction (CSAT) 
surveys from customers. 

 The Client’s IVR resulted in 
misdirected calls that stemmed 
from a confusing IVR tree. 
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CHCG’S ROLE 
After the completion of the initial operational and technical assessment revealed several opportunities for 
improvement, CH Consulting Group was hired by the Client to drive the technical changes that the Client needed. CHCG 
supported the Client through strategy development, establishment of requirements and documents, implementation 
oversight, and overall project management. The IT modules/projects covered in this engagement included Five9 training, 
IVR bundles (CSAT, call tree redesign, self-service), reminder bundles (automated email, SMS text, and outbound 
notifications and reminders), Workforce Management, skill-based state difficulty routing, and transition to Five9 chat 
and email. Specifically, the CHCG team supported the Client in the following capacity: 

 Develop guided scripting that would automatically lookup the appropriate SOP and associated information for 
the agent using zip code entered by the consumer or the ANI as a second lookup key. 

 Develop guided decision-based scripting that aided the agents in their sales efforts. 
 Configure skills-based routing in the contact center platform for state grouping. 
 Migrate to the contact center platform chat. 
 Offer consumers the option to opt-in to CSAT scoring of agents immediately following the call. 
 Review the IVR call tree to make it more easily understandable and create IVR self-service options to reduce 

agent call volume. 
 Automate email confirmation to consumers. 
 Automate email /text notification of appointments. 

 
THE OUTCOME 
The focus on training, documentation and consistent use of technology helped to drive the customer experience, reduce 
costs, and increase revenue. Some notable achievements include:  

 Successful Call Routing 
5,866 calls were successfully routed to Appointment Lookup versus calling agents in one month for an estimated 
annual ROI savings of $283,000. 

 Increased Annual ROI Savings 
With the installation of reminder bundles an estimated ROI of $72,193 was saved annually, based on a reduction 
of calls taken by agents. 

 Savings through Vendor Management 
Working with the Client’s vendor, CHCG saved the Client $118,800 annually on their WFM License contract. 

 

Final Summary 

CHCG provided the Client with the expertise it needed to develop a comprehensive, omni-channel 
technology strategy and deploy successful implementation within the Client’s organization.  The new 

technology solutions provided the client with an improved customer experience, increased efficiencies, 
and almost $500,000 in estimated, annual ROI savings!  

 


