
SUCCESS STORY: FORUM CREDIT UNION

All-in-one communications solution 
replaces disjointed  
infrastructure at credit union

The challenge 
With four vendors supplying various components 
of the FORUM Credit Union hardware-based 
contact center infrastructure, technology 
decision makers faced challenges not only in 
vendor management, but also in updating and 
customizing contact center features. At the 
time, FORUM used Avaya for PBX, voicemail 
and contact center solutions; Mercom for call 
recording; Maxxar for IVR; and LivePerson for 
online web chat. 

Because the leasing contract that FORUM had 
with Avaya was coming to an end, it seemed like 
the perfect time to explore the benefits of an all-
in-one solution.

“Avaya was a very closed system,” said Cameron 
Piercefield, Vice President of Technology at 
FORUM Credit Union. For example, when the 
credit union looked to add outbound dialing, 
Avaya couldn’t provide a dialer that would work 
with existing hardware at FORUM.

In addition, any changes or customizations 
to existing systems required costly onsite 
service from the vendor. “We knew we wanted 
screen-pops to make it easier for agents to have 
customer information at their fingertips as they 
began a call,” said Piercefield. “But we couldn’t 
find a cost-effective way to do it with Avaya, and 
there was no way to scale the system for growth. 
It would have required new hardware, and even 
our recent hardware purchases would have 
been lost.”

Customer: FORUM Credit Union
Website: www.forumcu.com
 Location: Indiana, USA
Members: 100,000

Challenges: 
• Replace multiple vendors with an all-in-

one contact center solution to eliminate 
a dependence on legacy hardware-
based systems. 

• Enable the ability to incorporate in-house 
feature customization.

http://www.forumcu.com/
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The solution
To avoid the cost and complexity of managing 
solutions from multiple vendors, FORUM sought 
an all-in-one contact center system from a 
single vendor that includes IVR, outbound dialing, 
recording and Web chat—and a solution that 
could be customized in-house.

“We wanted a single point of contact instead of 
dealing with multiple vendors,” said Piercefield. 

“We were also looking to break our dependency on 
hardware systems and wanted an open system 
that we could customize.” 

FORUM considered contact center solutions 
from about a dozen vendors, but narrowed down 
the search to three: Avaya, Cisco and Genesys. 
They ultimately selected PureConnect from 
Genesys because the single-platform, all-in-one 
software architecture.

“We favored PureConnect immediately because it 
gave us all the features we needed running on a 
single platform,” said Piercefield. “Genesys totally 
redefined communications by building an open, 
unified software solution from the ground up, 

instead of acquiring components from different 
vendors and trying to integrate them all together.” 
 
FORUM uses PureConnect for outbound, blended 
dialing and campaign management; multichannel 
recording and quality monitoring; IVR; web 
chat; desktop softphone; faxing; and unified 
messaging. The credit union also developed a 
speech-enabled IVR solution using PureConnect. 

“Because PureConnect is an open, software-based 
solution, we were able to customize the IVR to 
meet the unique needs of our customers,” said 
Piercefield. “We were able to move away from the 
proprietary, closed IVR solution, which was very 
expensive to maintain. This further enhanced the 
return on investment.”

“Avaya was a very closed 
system. We knew we 
wanted screen-pops to 
make it easier for agents to 
have customer information 
at their fingertips as 
they began a call. But 
we couldn’t find a cost-
effective way to do it with 
Avaya, and there was no 
way to scale the system 
for growth.”

Cameron Piercefield 
Vice President of Technology

Solutions:
• Genesys PureConnect
• Digital
• Inbound
• Self-service
• Outbound
• Workforce optimization
• Omnichannel desktop
• Collaboration
• Analytics

“Using PureConnect to consolidate our multi-vendor solutions, we’ve 
been able to save 20% annually in costs associated with managing 
and maintaining the system.”
Cameron Piercefield, Vice President of Technology
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The benefits
“Using PureConnect to consolidate our multi-
vendor solutions, we’ve been able to save 20% 
annually in costs associated with managing and 
maintaining the system,” said Piercefield. “And 
that doesn’t include the time savings associated 
with simplified vendor management.”

Feature-wise, the ability to use screen-pops 
across multiple database systems has improved 
customer service. “Our Avaya system couldn’t 
pull information from different databases,” said 
Piercefield. “Now our agents  have information 
from our CRM and collections databases, so 
they’re able to serve customers faster and 
more effectively. We only needed to create the 
integration once, instead of creating separate 
integrations for each system.”

FORUM also integrated PureConnect with 
FOCUS, their proprietary member relationship 
management (MRM) tool, to further improve 
customer service. “The numbers for our quarterly 
member satisfaction survey continue to climb,” 
said Piercefield. “In a recent survey, 93% of 
members said they were either satisfied or 
extremely satisfied with our service.”

Because of the PureConnect implementation, 
FORUM Credit Union can take advantage of the 
cost savings and other benefits associated with 
remote agents. “Out of 25 agents, eight are now 
working from home and we expect that number 
to rise,” said Piercefield. “We couldn’t have done 
this with our previous hardware-based solution.”

Agents aren’t the only ones reaping the benefits 
of PureConnect. Nearly 300 business users 
at FORUM Credit Union take advantage of the 
unified communications solution. “Everyone 
loves getting faxes, voicemail and email—all 
delivered to their inboxes,” said Piercefield.  “It’s 
really added to productivity.”

About FORUM Credit Union
FORUM Credit Union has 12 branch locations, 
offering anywhere access via the web to their 
more than 100,000 members throughout central 
Indiana. FORUM offers a full suite of financial 
services, including home mortgages, auto loans, 
free checking, rewards checking, business 
checking, health savings accounts, investment 
planning and insurance products. 

“We favored PureConnect immediately because it gave us all the 
features we needed running on a single platform. Genesys totally 
redefined communications by building an open, unified software 
solution from the ground up, instead of acquiring components from 
different vendors and trying to integrate them all together.”
Cameron Piercefield, Vice President of Technology

RESULTS

20% reduction
in system maintenance costs 

Reduced time  
and money 
spent on vendor management

Unified messaging
 increased enterprise-wide productivity


