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Nonprofit deploys cloud  
customer engagement solution  
to help service reps with disabilities  
better serve customers

The Challenge 
InspiriTec offers IT vocational training services  
to disabled people, as well as commercial 
contact center services to government, nonprofit 
and for-profit corporate customers. Their 
contact centers are staffed by customer service 
representatives (CSRs) with such disabilities as 
spinal cord injuries and blindness. “We believe 
that people with disabilities can achieve personal, 
social, and financial independence,” said John 
Connolly, president and CEO of InspiriTec.

InspiriTec used an on-premise TeleVantage  
PBX system to support its contact centers.  

“We realized we needed a contact center solution 
with more features.  We also wanted to work with 
a vendor that would help make the system more 
accessible to our CSRs who are blind or visually 
impaired,” said Peter Johnson, senior telephony 
engineer at InspiriTec.

InspiriTec specifically wanted a solution  
that could easily integrate with JAWS, a screen-

reading software application for the blind  
from Freedom Scientific. 

“CSRs who are blind were using standard desktop 
phones to answer calls, make transfers, create 
conferences, and so on,” Johnson said. “We 
wanted to integrate our contact center with 
JAWS so calls coming into the CSR’s PC could 
be read aloud to the agent for navigating and 
accessing Web pages and screen content.”

“We wanted a cloud solution from the get-
go,” Johnson said. “Our phone system was 
overloaded with calls, and limited in the number 
of CSRs it could support. We didn’t want to worry 
about deploying new software, then upgrading 
it when we needed new features or increased 
scalability. And we didn’t want our engineers 
worrying about redundancy and maintenance. 
We wanted them to have time for more mission-
critical projects.”

In addition, the new solution had to be quick 
and easy to set up at other contact center 
locations. “In the future, if we decided to partner 
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with other agencies–for instance, if we won a 
large contract–we wanted to be able to get those 
CSRs up and running fast,” Johnson said. 

The Solution
InspiriTec considered proposals from several 
cloud contact center vendors. “One vendor’s 
pricing was by the queue, which meant costs 
would’ve been exorbitant,” Connolly said.

InspiriTec narrowed its choices to two: a 
cloud solution from Avaya and PureConnect 
from Genesys.

The price point and features of PureConnect 
won over InspiriTec, as well as the willingness 
of Genesys engineers to help integrate their 
cloud solution with JAWS. “We didn’t think Avaya 
would invest the same kind of time to guide us 
through our integration the way Genesys would,” 
Johnson said.

InspiriTec deployed PureConnect Cloud 
to support more than 40 CSRs across two 
contact centers, along with home-based CSRs. 
Today, PureConnect provides these CSRs with 
interactive voice response (IVR), skills-based 
routing, call recording and scoring. 

The Benefits
The PureConnect and JAWS integration  
enables CSRs who are blind or visually impaired 
to listen to a caller from one side of a headset, 
while hearing screen commands and instructions 
from the other side for faster access to  
relevant information.

“The tools enable me to do my job efficiently 
and accurately, giving customers the answers 
they need and solving their problems,” said 
Irma Mitchell, a long-time CSR who is blind and 
winner of the SourceAmerica President’s Award. 
The award is given each year to a U.S.-based 
employee with significant disabilities who’s 
exhibited outstanding leadership and exceptional 
character. “When callers say, ‘Thank you for 
helping me,’ it makes my day,” Mitchell said.

The decision to go with Genesys was affirmed 
after it detected some issues with the 
PureConnect and JAWS integration. “Some 
dropdown menus couldn’t be read aloud by the 
JAWS product,” Connolly said. “Genesys was 
terrific. Their support engineers came to our 
office immediately and fixed the issue.”

“The way Genesys approached this problem says 
a lot about their collaborative attitude,” Johnson 
said. “It’s not just about how good a vendor is 
in the beginning–it’s about how they respond to 
problems throughout the life of the partnership.”

As a cloud-based solution, PureConnect has 
also helped us save time and money otherwise 
spent on managing an on-premise product. 

“PureConnect has all the features we need, and  
we never have to worry about upgrading,” 
Connolly said. “It’s also saved us network 
resources. It lets us focus on what we do best, 
which is providing customized contact center 
services delivered by smart, talented CSRs  
who happen to have disabilities.”

About InspiriTec
InspiriTec is an award-winning, Inspired Social 
Entrepreneurship organization that adds value 
to the lives of disabled persons, the destinies 
of its corporate partners, and the careers 
of its employees. This 501(c)3 organization 
uniquely blends professional information 
technology capabilities and compassionate 
empowering human services to establish and 
operate IT-related business ventures such as 
contact centers, software development, LAN 
administration, and assistive technologies. 
InspiriTec’s primary business focus is on 
designing and implementing customized,  
turnkey contact centers for clients, including 
government agencies, nonprofits, and 
commercial organizations. InspiriTec was 
founded in 2000 and is headquartered in 
Philadelphia, Pa. with locations in Wyomissing, 
Pa., Ft. Knox, Ky., and Newark, N.J. InspiriTec 
employs more than 260 people, of which  
more than 80 percent are individuals with 
significant disabilities. For more information,  
call (877) 430-5143.

www.inspiritec.org

“The tools enable me 
to do my job efficiently 
and accurately, giving 
customers the answers 
they need and solving their 
problems.”

Irma Mitchell 
Customer Service Representative

http://www.inspiritec.org/
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“PureConnect has all the features we need, and we never have to worry 
about upgrading. It also saved us network resources. It lets us focus 
on what we do best, which is providing customized contact center 
services delivered by smart, talented CSRs who happen to  
have disabilities.”
John Connolly, President and CEO

RESULTS

Integration 
with JAWS screen reading solution  
helps CSRs who are blind or visually 
impaired more effectively respond 
to callers.

Saves Time
and money with cloud-based 
delivery model

Quickly
resolves challenges through close 
collaboration with Genesys


