
SUCCESS STORY: FRASER HEALTH

Genesys all-in-one customer engagement  
platform helps healthcare services organization 
modernize disparate contact center operations
Open, all-in-one architecture enables contact centers to consolidate, standardize and automate  
systems and processes to increase efficiencies, improve productivity and improve the customer experience. 

Fraser Health provides primary healthcare, 
community home care, mental health and 
addiction services, as well as acute medical  
and surgical services. It is one of six publicly  
funded healthcare regions operating within 
British Columbia, and is one of Canada’s  
largest and fastest-growing health authorities. 
Fraser Health operates 12 hospitals, including 
Level 1 and 3 Trauma centers, as well as the 
province’s first state-of-the-art outpatient  
care and surgery center.

The Genesys PureConnect Platform enabled 
Fraser Health to consolidate, standardize and 
automate contact center systems and processes 
to increase efficiencies, improve  productivity  
and create a better customer experience.

Using the open, all-in-one multichannel customer 
engagement platform positions Fraser Health 
for rapid and cost-effective growth, while 
empowering the healthcare services organization 
to deliver faster, more accurate services that 
contribute to life-saving procedures.

Challenge
Legacy systems and disparate  
architecture created inefficiencies
The Fraser Health Switchboard contact 
center—one of three centers operating within 
the authority—employs about 60 agents, also 
called operators, who field about 1.5 million 
calls per year. These agents are responsible for 
transferring a multitude of call types to one of  
12 hospitals. The switchboard also takes code 
calls, which are calls that involve potentially  
life-threatening incidents. 

Switchboard relied on Nortel and NEC Systems 
for PBX and ACD functionality. As these systems 
reached end-of-life, Fraser Health looked to not 
only modernize functionality, but also consolidate 
and standardize across their two Switchboard 
sites in Surrey and Chilliwack.

Company: Fraser Health 
URL: http://www.fraserhealth.ca/
Headquarters: Surrey, British  
Columbia, and Canada
Year Founded: 2001
Industry: Healthcare services
Number of employees: 25,000,  
which includes 2,600 physicians  
and 8,000 volunteers
Number of PureConnect contact centers: 3
Number of PureConnect users: Approx 60
Number of customers / geographies served: 
More than 1.8 million throughout  
British Columbia

http://www.genesys.com/platform
http://www.genesys.com/platform
http://www.fraserhealth.ca/
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“Our existing ACD was near its end of life,” said 
Thomas Quigley, Contact Center Manager for 
Fraser Health.

In addition, because the two Switchboard sites 
ran independent of each other, they had to call 
their telco to manually switch lines from one site 
to the other in the event of a disaster. At the time, 
the contact centers also had no way to balance 
workloads across the two sites, which resulted  
in staffing and scheduling inefficiencies. 

“Our two sites were running different PBXs,  
which made it difficult to amalgamate data,” said 
Quigley. “We couldn’t get accurate call and agent 
performance data across sites, let alone accurate 
data about individual agents. As a result, we had 
limited insight into how to more efficiently staff 
and more effectively serve customers.”

Manual processes hurt productivity and 
caused errors
Switchboard agents used print directories to  
look up numbers and manually transfer calls  
to the appropriate hospital, which was an  
error-prone process.

“Our agents used printed directories containing 
hundreds of pages to look up phone numbers,” 
said Quigley.  “This slowed down transfers and 
sometimes led to errors.  In the case of a code 
call, this is absolutely unacceptable.”

Lack of integrated recording impeded 
accountability and visibility 
Prior to integrating the Genesys PureConnect 
Platform, Switchboard used medical dictation 
and physically tapped phone lines to record calls. 
In addition, they had no way to determine what 
the entire customer journey looked like. 

“With the new technology, we can measure how 
efficient and effective we are, something we  
were not able to do previously,” said Quigley.

Solution
Open, all-in-one platform leads to success 
One of the biggest selling points of the  
Genesys PureConnect platform was that it  
could receive calls that were routed from a  
variety of PBXs—a key requirement in a 
heterogeneous telecom enviroment.

“The unique open, all-in-one PureConnect 
architecture meant we could take calls from 
multiple PBXs, plus we could use our own  
off-the-shelf hardware,” he said. “In addition,  
we would have one instance supporting multiple 
divisions, thus eliminating the need to replicate 
applications. This also had implications for 
more cost-effective disaster recovery and 
increased uptime.”

The Genesys sales and support teams also 
impressed the Fraser Health team. “The  
Genesys staff really engaged with us,” said 
Quigley. “They answered all our questions, gave 
us live demos and suggested ways we could  
use PureConnect that we hadn’t thought of.”

The extended Genesys team of reseller partners 
I3Vision Technologies and Blue Kite Consultants 
sealed the deal. 

“Having expert local partner and consultant 
support gave us the peace of mind that we  
would get a reliable system tailored to our  
needs for maximum value,” said Quigley.   

Challenges:
• End-of-life ACD and multiple siloed 

systems cause inefficiencies
• Manual, paper-based processes hurt 

productivity and created errors
• Lack of integrated recording or reporting 

results meant no accountability and 
visibility into performance 

Solutions:
• PureConnect (on-premise) 

“Using PureConnect, we can 
evaluate calls for training 
purposes and immediately 
resolve any issues. This is 
important to improving the 
customer experience.”

Thomas Quigley 
Contact Center Director for Fraser Health

http://www.genesys.com/platform/cloud/pureconnect
http://www.i3vision.ca/
http://www.bluekiteconsultants.com/


SUCCESS STORY: FRASER HEALTH

Customized features transform call handling
A critical PureConnect capability for Switchboard 
was flexible customization. “We immediately 
began tapping the expertise of I3Vision and Blue 
Kite to automate our manual directory process, 
create new call routing schemes, tailor our agent 
and supervisor desktop interfaces and much 
more,” said Quigley.

The Switchboard paper-based binder method was 
digitized using SharePoint as the repository. The 
directory of numbers was migrated, along with 
the code calls for each hospital. Key numbers for 
the most critical departments  
were also migrated at each hospital. An  
extreme priority-routing scheme was also  
created to eliminate delays when answering  
code calls and to better use resources.

Other customizations included tailored agent and 
supervisor desktop interfaces for improved ease 
of use and increased productivity.

“The customization that I3Vision and, particularly 
Trish Paterson at Blue Kite, did for us was truly 
remarkable,” said Quigley. “Trish used her  
20-plus years of project management experience 
to help us get even more out of PureConnect than 
we imagined. She also helped us apply critical 
change-management best practices, so moving 
forward we’re assured of reliable and consistent 
processes across all our contact centers.”

“Thomas Quigley and his team brought an 
enthusiasm and desire to go beyond the status 
quo that was incredibly energizing,” said Trish 
Paterson, President and Principal Consultant  
at Blue Kite.

“Working with I3Vision on the implementation 
was equally satisfying. They listened to what we 
wanted and made it so. Simply put, ‘no’ was not 
part of their vocabulary,” said Quigley.

Server configuration enables superior 
disaster recovery
An important part of the Switchboard deployment 
was to migrate two sites onto a single system. 
Before Fraser Health tackled that, however, they 
had to address a broader configuration challenge.

Years before the Switchboard deployment,  
the other two authority contact centers—Work 
Place Health and Home Health—replaced their 
Avaya systems with PureConnect. At that time, 
theprimary and backup PureConnect servers 
were offsite and located on adjacent racks, so 
they were not geo-separated. These servers 
were also located in another health authority’s 
security zone.

“Unlike the other two centers, we’re a 24/7  
contact center,” said Quigley. “As such, the 
existing PureConnect configuration didn’t  
meet our availability needs.”

To create geo-separation, Fraser Health physically 
relocated one of the PureConnect servers, which 
included failover. Media gateways were installed 
at the two Switchboard sites and security zones 
were shifted to Fraser Health.

Results
Automating directory look up contributes to  
life-saving procedures
Now, when a code call is presented, a SharePoint 
page pops up on an agent desktop with that site’s 
procedures, numbers, and log. Creating electronic 
directories ensures that agents are dialing the 
correct numbers and can update them quickly 
and easily.

Implementing automation reduced call-handle 
time for Switchboard, but the real benefit was 
being able to better adhere to procedures.

“We’ve reduced our average call-handle time  
by about 15%.  When we’re dealing with 45 
second handling times, small efficiencies  
make a huge difference.  Our agents absolutely 
love the one-click transfers,” said Quigley. “More 
importantly though, the technology reduces 
chances of errors which is critical when a life is 
potentially at stake.”

Automating directory look-ups also enables 
agents to more quickly dispatch other 
emergency services.

“One of our biggest internal 
requests was to distribute  
calls more evenly as they 
need to be picked up within 
seconds. We’ve accomplished 
that with the customization  
of PureConnect.”

Thomas Quigley 
Contact Center Director for Fraser Health

“In an emergency situation  
like an evacuation, we can now 
complete a telco switchover 
in a matter of minutes or less. 
This dramatically reduces  
the chance that we’ll miss  
a code call.”

Thomas Quigley 
Contact Center Director for Fraser Health
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“Before PureConnect, if someone pressed 
an elevator emergency button within one of 
our hospitals, we knew where the hospital 
was, but not the elevator,” said Quigley. “With 
PureConnect doing DNIS and ANI lookups, and 
running all variables through the system, we 
can now identify where the elevator is for faster 
emergency response.”   

Customized call routing accelerates 
time to answer

“Switchboard adopted an extreme priority-routing 
scheme. So if all agents are busy when a code 
call comes in, the code call bumps the other 
calls and rings all phones. If a code call comes 
in and an agent is available, it rings that phone. 
If the agent doesn’t pick up, the call rings all 
phones again.”

“One of our biggest internal requests was to 
distribute calls more evenly as they need to be 
picked up within seconds.   We’ve accomplished 
that with the customization of PureConnect.”

Call recording optimizes agent performance
Switchboard now has integrated recording and 
reporting, so the contact centers can track calls 
from origin through wrap-up codes.

“Using PureConnect, we can evaluate calls for 
training purposes and immediately resolve 
any issues. This is important to improving the 
customer experience.”

Revamped configuration improves disaster 
recovery and creates efficiencies
The new PureConnect configuration across all 
three Fraser Health contact centers has vastly 
improved their disaster recovery efforts.

“In an emergency situation like an evacuation, we 
can now complete a telco switchover in a matter 
of minutes or less. This dramatically reduces the 
chance that we’ll miss a code call.”

Merging Switchboard sites also had benefits. 
“Using PureConnect to support both our sites 
means we can move agents across workgroups 
regardless of location,” said Quigley. “We can 
load-balance for increased efficiencies.”

Futures
Because of the success of the PureConnect 
deployment, Fraser Health plans further 
expansions. “We want to add features like email 
and fax,” said Quigley. “But I’m really excited about 
the idea of expanding to support other lines of 
business. The beauty of PureConnect is that we 
can configure it to use a subset of our existing 
agents to support, for example, our mobile 
dispatch healthcare group. With some additional 
training, we can cost-effectively support the 
growth of Fraser Health and improve services.  
It’s a great feeling.”

“We’ve reduced our average call-handle time by about 15% and our 
agents absolutely love the one-click transfers. More importantly 
though, the technology reduces chances of errors which is critical 
when a life is potentially at stake.”
Thomas Quigley, Contact Center Director for Fraser Health 

RESULTS

15% reduction 
in call handle time with automation of 
paper-based directory look up; fewer  
errors improve life-saving procedures

 Critical calls 
answered in seconds ensured by 
customization for extreme priority routing

Fast resolution 
and improved agent performance with 
integrated recording and reporting 

3 minutes  
or less  
(down from 30) for disaster  
recovery switchover; load  
balancing increases efficiencies

http://www.genesys.com

