
Melwood Turns to a Cloud Contact Center 
to Conquer Budget Limitations
Maryland-based Melwood is a not-for-profit organization dedicated to finding employment 
opportunities for persons with disabilities. Its Employee Support Services is designed to  
provide career exploration, assessment, and guidance that lead to informed employment 
choices. They provide training programs providing the knowledge and skills needed to enter 
into the competitive employment. Their current workforce includes more than 1,900 people 
with disabilities working at more than 70 contract sites around the Washington, D.C. region. 
Reception, custodial, grounds keeping, and store stocking are among the growing number of 
occupations available for Melwood trained workers.

Driving Efficient Donations 
Vehicle donations are a chief source of revenue for Melwood; the organization in previous 
years has raised more than $12 million through the charitable donation of used vehicles. 
Melwood employees and volunteers field phone calls concerning donation inquiries, 
completing the necessary paperwork, and making arrangements for vehicle pickup.

 
Ron Farrin, Melwood’s director of vehicle donations, said the organization’s previous phone 
system had become a limiting factor. As the vehicle donation program grew, an upgrade to an 
in-house system was beyond the non-profit organization’s budget.

 
“Our legacy system was designed for a much lower call volume and a smaller number of 
representatives,” said Farrin. “After the expansion of our program the past couple years, we 
realized an upgrade was badly needed. But at a quoted cost of $150,000, a new and 
expanded in-house solution would not fit our budget. That’s when I discovered Genesys and 
recognized the advantage of a cloud-based solution.” 
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Successful Trade-in to the Cloud
Genesys helped Melwood implement the Genesys Premier Edition - Virtual Contact 
Center (VCC) that replaced their previous in-house contact center system at a fraction 
of the cost. Equally important to Farrin was the ease of setup and quick implementation 
of the cloud-based solution.

“I sat down with my Genesys account representative and he built the system right in 
front of me as I described what features I needed and how it would be used,” said 
Farrin. “He then tested and deployed the program that same day,” said Farrin. “And, 
since it’s a solution in the cloud, I don’t have the extra expense of maintaining in-house 
call management software. For an organization with tight resources, those are 
significant benefits.”

The Genesys Premier VCC system allowed Melwood to keep pace with the fluctuations 
in their donation calls. The result is a more efficient vehicle donation process that Farrin 
said may allow the organization to expand its donation effort beyond vehicles.

“More than 70 percent of all donation calls are from people who have never called us 
before,” said Farrin. “We experience heavy call volume in the evenings and during tax 
season, so it’s vital for us to have a system that scales with our needs.

“The Genesys Virtual Contact Center has been instrumental in maximizing the value and 
return of our vehicle donation campaign, and I envision us expanding the program soon 
to take advantage of this new found efficiency.”

RESULTS
• Built, tested and deployed a 

new contact center solution in 
one day

• Allowed for instant scalability 
during peak contact center  
traffic and empowers expansion 
of program

• Deployment costs were $0 
compared to $150,000 quote 
for new hardware-based system

“I sat down with my Genesys account rep and he built the 
system right in front of me as I described what features I 
needed and how it would be used. He then tested and 
deployed the program that same day.”  
Ron Farrin, Director of Vehicle Donations  
Melwood
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