Case Study

INTERACTIVE INTELLIGENCE

Contact Center Automation
e Multimedia Recording & Quality Monitoring
e Customer Feedback Management
e QOutbound/Blended Dialing & Campaign
Management
e Network-based Pre/Post-Call Routing

e Web Self-Service & Knowledge Management
e Workforce Management

Enterprise IP Telephony
Business Process Automation

Communications-as-a-Service

Customer: New Era Tickets

NEW_E
KEAS.
MORE THAN JUST TICKETING

Headquarters: Exton, PA
Industry: Ticketing and marketing

Challenge: Connect with customers via
email and Web chat, in addition to phone;
take advantage of new technologies;
allow for future expansion.

Solution: CaaS Contact Center is a
communications-as-a-service offering that
provides contact center services such as
IVR, ACD, and call recording, with clients
paying only for the capabilities and
agents/business users they need.

Vendor Replaced: Avaya

Benefits:

e Time needed for common tasks
reduced by as much as 15 seconds per
call

e Thousands of dollars per month saved
on toll-free costs

¢ Improved service management for
clients, including skills-based routing

New Era Tickets Chooses
Communications-as-a-Service

Breadth of applications, 24x7 support, and
flexible hosted model result in improved
customer service and cost savings

New Era Tickets is a ticketing and marketing company for public assembly facilities,
providing branded ticketing and contact center services for clients such as the
Philadelphia 76ers, Pocono Raceway, Portland Rose Quarter, and the Wachovia
Complex. New Era Tickets is owned by Comcast-Spectacor, the Philadelphia-based
sports and entertainment company that owns the Philadelphia Flyers (NHL), the
Philadelphia 76ers (NBA), the two arenas in which their teams play, the Wachovia
Center and Wachovia Spectrum, four Flyers Skate Zone community ice skating and
hockey rinks, and Comcast SportsNet Philadelphia. For more information about New
Era Tickets, call 484-875-7300.

www.neweratickets.com

Like many service businesses, New Era Tickets realized it could serve customers more
cost-effectively and efficiently by expanding touch-points beyond the phone. “Today,
there are so many other ways to interact with customers online,” said Thatcher Young,
director of call centers at New Era Tickets. “Not only do customers want to contact us
via email and web chat, but these methods tend to offer cost savings for the business.”

However, New Era Tickets’ existing contact center solution from Avaya did not offer this
multichannel functionality. “We could respond to emails but we couldn’t place them in a
gueue, and we didn’t have chat capability at all,” Young said. New Era Tickets operates
three call centers: a center at its Exton, Pa. headquarters, a customer service center,
and a client support team.

At the same time the company was looking to expand touch-points for its customers,
New Era Tickets also wanted to upgrade its contact center solution to take advantage of
new technologies. “The older Avaya platform wasn’t SIP-based and didn’t enable us to
add features such as presence management,” Young said. “Our sales and client support
teams are often on the road and they need to be reached at the same phone number. In
short, we needed a solution that would help us move into the 21% century.”

Initially New Era Tickets sought multiple vendors for the various capabilities it required,
such as a chat system. “We were not impressed with what we found,” Young said. “It
was clear that a single-vendor solution that combined all of our required features would
be far more efficient and cost-effective.”

In addition to a single-vendor solution, New Era Tickets wanted it delivered as a hosted
offering. “That’s our own business model,” Young said. “Since we provide outsourced
services ourselves, we know the value they offer. As a company that provides ticketing
for sports and entertainment venues, we experience frequent peaks and valleys in
customer interaction volume. We were looking for a hosted contact center service that
offered flexible pricing to correspond with these cycles.”

New Era Tickets also needed ongoing support outside of normal business hours. “Most
of our clients’ events take place in the evening or on weekends,” Young said. “Many
vendors don't offer a lot of support at these times. It was important to find a hosted
service we could rely on during these peak ‘off-hour’ periods.”



This document requires Adobe Reader version
6.0.1 or later. To view this document, please
download Adobe Reader from:
http://www.adobe.com/



http://www.adobe.com

	psl: 
	dfa2faff-53f5-de11-a64c-005056a916a7: 
	b2eaf29d-5ac4-dc11-bd7d-00508dc01b01: 
	b3eaf29d-5ac4-dc11-bd7d-00508dc01b01: 
	b1eaf29d-5ac4-dc11-bd7d-00508dc01b01: 
	b0eaf29d-5ac4-dc11-bd7d-00508dc01b01: 
	b9eaf29d-5ac4-dc11-bd7d-00508dc01b01: 
	b4eaf29d-5ac4-dc11-bd7d-00508dc01b01: 
	baeaf29d-5ac4-dc11-bd7d-00508dc01b01: []
	bbeaf29d-5ac4-dc11-bd7d-00508dc01b01: []
	command.0: 
	command.1: 


	psl: 
	h: 
	fsu: TiteD9bYJFQGf2l9CpVciCjg8qYyO60wEGCoQU0U38g=
	fsp: GznK6ljjlpoWrNo9+IppGQ==
	fse: true
	feh: 


	psl: 
	lm: 
	dfa2faff-53f5-de11-a64c-005056a916a7: 
	fm: This document requires Adobe Reader version 6.0.1 or later. To view this document, please download Adobe Reader from: http://www.adobe.com/
	fm_lb: 



	psl: 
	lp: 
	dfa2faff-53f5-de11-a64c-005056a916a7: 
	fp: 





