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CAPITAL Card Services  
gets performance boost with  
all-in-one communications software 

The challenge 
As a servicer of credit card accounts, CAPITAL 
needed reliable, flexible and full-featured contact 
center communications—not only for their 
business users but for the financial institutions 
they service. CAPITAL was delivering quality 
service on legacy equipment; they saw an 
opportunity to enhance their contact center 
systems and pave the way for future growth 
and digital contact channels, such as email 
and web chat.

CAPITAL has 200 contact center agents at 
two South Dakota sites that received a total of 
500,000 inbound calls a month. They handled 
both inbound and outbound calls, and provided 
self-service through IVR. To manage their contact 
centers, CAPITAL used multiple incompatible 
telephony systems that created ongoing 
challenges with upgrades and expansion into 
new channels.

“We had a telephony solution in place, but we 
wanted one that was fully integrated instead of 
several separate products,” said Jill Point, Senior 
Vice President of Card Services at CAPITAL. 

“Separate products required more effort to get 
them working together. It was also a challenge  
to pull data and reports.”

Having disparate telephony products made it 
difficult for CAPITAL to scale, open an additional 
contact center or bring in agents to address 
future growth. “To expand, we needed an easier 
way to manage our contact center operations,” 
said Doug Scheid, Senior Director of IT at 
CAPITAL. “We had separate products for every 
function, and we needed to consolidate them.”

The existing PBX system at CAPITAL came from 
Mitel, and their team had developed an internal 
solution for IVR. The company also had solutions 
from Avaya, Active Voice and TASKE.

In addition to a need for an integrated contact 
center solution, CAPITAL also required certain 
telephony features that Mitel and other vendors 
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could not provide on a single platform. “We did 
not have call recording, and we needed it for 
agent coaching and training,” said Point. “The 
old system made it difficult to listen in on calls, 
and prospective clients increasingly required 
recording capability for validation purposes.”

The Mitel solution had limited call-routing 
functionality, so the system could not support 
the addition of a third contact center. “We knew 
that down the road we’d want to route not just 
calls, but email and web chats,” said Scheid. “We 
needed a future-proof platform.”

The solution
CAPITAL wanted a new contact center solution 
that had the following features: multichannel 
routing and queuing, IVR functionality, recording 
and monitoring capabilities, sophisticated 
reporting features and an outbound dialer 

—all built on an IP telephony platform. They 
considered solutions from Mitel, Avaya, 
Aspect, Nortel and Cisco. They also reviewed 
Genesys PureConnect, a standards-based, 
all-in-one IP communications software suite. 
Scheid was familiar with PureConnect from a 
previous position.

It became clear that the other vendors could not 
offer an IP-based contact center solution that 
runs on a single platform and has all the features 
that CAPITAL required. Genesys PureConnect 
was the only one to offer a unified solution 
with its single-platform software architecture. 
PureConnect gave CAPITAL the benefits of 
interoperability with third-party systems and 
flexible options to expand both agents and 
functionality. PureConnect also offered  
additional features that CAPITAL needed to 
remain competitive, such as multichannel 
recording and quality monitoring.

“In addition to meeting everything on our list  
of requirements, PureConnect was the most  
cost- effective solution,” said Scheid. “The 
Genesys contract included upgrades to the 
solution, which is something most companies 
didn’t want to include.” 

The benefits
“From a coaching perspective, the ability to record 
and monitor calls has been a tremendous benefit,” 
said Point. “PureConnect is so easy to use, line 
supervisors can spend more time working with 
the agents and giving performance feedback. By 
listening to more calls, we’ve further improved 
training and performance.” 

The recording capability also enabled client 
quality checks. “Our clients like to hear how 
agents are interacting with their customers,”  
said Scheid. “They realize they’re getting great 
service from us, giving us a lot of credibility.”

Thanks to PureConnect reporting features, 
supervisors can easily identify ways to improve 
performance. “The reporting functionality enables 
us to see activity at a single site or across the 
entire organization” added Point.

With a single solution for all contact center needs, 
CAPITAL can continue to roll out new capabilities 
to both contact centers—without integration or 
hardware headaches. “From an infrastructure 
perspective, PureConnect is very configurable 
and meets all our business needs,” said Point.

“With its unique centralized event-processing 
engine, PureConnect makes it easy for us to 
migrate to new functionality—no matter the 
communications channel,” said Scheid.  

“The bonus is that Genesys has been totally 
responsive to our needs. It’s nice to work  
with a company that delivers on innovative 
technology, but also listens to and incorporates 
customer feedback.”

About CAPITAL Card Services
CAPITAL Card Services, Inc. is a leading servicer 
of MasterCard and Visa accounts for financial 
and non-financial institutions nationwide. The 
company serves approximately 500,000 
cardholders and manages more than $145 
million in outstanding card receivables for its 
clients. CAPITAL provides turnkey account 
acquisition services, underwriting strategies, 
marketing, customer service, collections 
and portfolio management services. It was 
established in 1998 and is headquartered in 
Sioux Falls, South Dakota.

www.capitalcardservices.com

“PureConnect is so easy to 
use, line supervisors can 
spend more time working 
with the agents and giving 
performance feedback. 
By listening to more calls, 
we’ve further improved 
training and performance.”

Jill Point 
Senior Vice President of Card Services

http://www.capitalcardservices.com
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“The bonus is that Genesys has been totally responsive to our needs. 
It’s nice to work with a company that delivers on innovative technology, 
but also listens to and incorporates customer feedback.”
Doug Scheid, Senior Director of IT

RESULTS

Simplifies rollout
of new capabilities with a  
single solution

Frees supervisors
to work with agents and give 
performance feedback

Provides visibility
to easily identify ways to  
improve performance


