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Global Professional Services Firm
A leading global professional services and consulting firm that specializes in application management 
services (AMS) to maintain and continuously improve client application portfolios now uses Angel as a 
multi-faceted Virtual Call Center solution. The firm supports a number of public and private sector clients, 
managing everything from SAP and Oracle implementations to custom development environments.  

THE CHALLENGE 
Early in 2011, the firm’s executives realized its freestanding server cluster used to deliver IVR support for 
a limited number of clients was outdated, and costly to maintain and/or upgrade. A new client opportunity 
arose, but only served to exacerbate the challenge. As the professional services firm set out to meet the 
client’s requirements, it became painfully clear the legacy infrastructure in place simply wouldn’t meet 
the client’s minimum requirements. The firm was also hampered by an inability to quickly ramp up, or 
efficiently manage surges in daily operations, much less any of the disaster recovery or continuity planning 
requirements that were vitally important to its prospective new client.  

In dire need of another option, the firm’s executives soon realized upgrading the aging server and software 
platform was simply out of the question. The cost quoted to upgrade solely the hardware and software 
totaled just under $1million, and didn’t include internal support costs or the building of an offsite backup/
recovery center. “The numbers came in so high I thought I was being punked,” said Steven Brunger, 
Technology Delivery Manager for the professional services firm.

Luckily, the firm had already begun leveraging cloud-based SaaS solutions for a few internal applications, 
which led Brunger to explore the possibility of a hosted IVR cloud service to help clients scale call center 
services without the need for costly hardware and software infrastructure investments. 

THE SOLUTION
After shortlisting potential suppliers, Angel quickly topped the list, proposing a customized cloud-based IVR 
service at a cost much below anything the professional services firm had seen with on-premise providers. 
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Together Angel and firm set up a statement of 
work and a full implementation that was ready to 
accept customer calls - in under a month. 

Despite setting a land-speed record for 
implementing a cloud-based IVR solution, the 
IVR service has run flawlessly, routing calls 
efficiently for more than 18 months. 

Six months after the first IVR service launched, 
one of the firm’s largest clients faced a 
bankruptcy scenario that required the quick ramp 
up of a call center to route calls from suppliers 
seeking information on the restructuring, along 
with how/when they could expect payment 
for services rendered. With Angel’s help, the 
professional services firm was able to set up that 
call center implementation in a mere seven days 
over the 2011 Thanksgiving holiday weekend, 
accepting supplier calls on the Monday after the 
holiday, and for weeks afterward.

With no equipment to install, and costs that are 
dramatically lower than traditional server-based 
call center implementations, Angel’s Virtual 
Call Center delivered the dedicated resources 
required for each client, including a phone 
number, routing queue, and ongoing support 
services to meet each client’s ongoing call center 
maintenance requirements. 

In 2012, the professional services firm further 
streamlined its call center operations to deliver 

up to quadruple the number of customer service 
representatives per client, improving both the 
quality and speed of services delivered. Working 
with Angel’s cloud services account team, the 
firm now integrates up to four clients’ call center 
operations onto a single VCC instance, cross 
training call center representatives to deliver up 
to four times more representatives to answer 
customer calls. This has cut call wait times and 
reduced the time it takes to resolve customer 
issues, along with shrinking the number of 
abandoned calls as well. In all the firm’s 37 reps 
now handle approximately 50,000 calls  
per month. 

ADDITIONAL RESULTS
Because the Angel VCC solution functions 
without the need for a time-consuming and 
costly equipment implementation or ongoing 
maintenance fees, the speed of turnaround for 
ramping up new clients is game-changing for 
the professional services firm. “It now typically 
takes half as long to ramp up the IVR and call 
center solutions than it does to bring on the staff 
required to run each new client engagement,” 
Brunger explained.

By removing the technological implementation 
bottleneck from the firm’s client acquisition 
process, Brunger’s team can quickly implement 

new IVR and call center solutions for clients 
based on each client’s changing operational 
requirements.  And because each hosted IVR 
service is truly virtual, labor costs are reduced 
and job satisfaction rates among U.S. customer 
service representatives is much higher than 
typical industry standards. The firm has 
dramatically lowered its employee turnover or 
‘churn’ rate for call center reps from a standard 
20%+ to low single digits. “We can keep the 
agents happier, longer because all they need is a 
phone extension and internet access to work on 
the Angel platform,” Brunger explained. 

Reducing geographical restrictions in its call 
center operations has also helped expand 
the professional services firm’s business 
opportunities, especially when it comes to 
reaching global clientele. A large portion of its 
traditional client base comes from U.S. federal 
agencies, which are mandated to use U.S.-
based call center operations. Now about 70% 
of new client opportunities are international, 
which is a direct result of the ability to extend call 
center operations abroad to areas that are more 
geographically and socially tied to the clients the 
firm now supports.  “Based on client needs, we 
can expand specific call center services without 
working within previous limitations faced by 
our workforce and infrastructure restrictions,” 
Brunger said. 

Angel is a leading provider of cloud-based Customer Experience Management (CEM) solutions for Interactive Voice Response (IVR) and 

Contact Centers. These solutions enable mid-market and enterprise organizations to quickly deploy voice, SMS, chat, mobile, and Business 

Intelligence (BI) applications that all put the Customer Experience (CX) First. Angel’s solutions are built on an on-demand, software-as-a-

service (SaaS) platform and require no investment in hardware, software, or human resources. More than 1,000 customers worldwide turn to 

Angel’s CEM solutions to delight their customers and their bottom line. For more information, visit us at www.Angel.com.

It now typically takes half as long to ramp up the IVR and call center solutions than it 
does to bring on the staff required to run each new client engagement. Based on  
client needs, we can expand specific call center services without working within  
previous limitations faced by our workforce and infrastructure restrictions.

Steven Brunger, Technology Delivery Manager

“ ”


