
SUCCESS STORY: SECURUS TECHNOLOGIES

Securus 
A correctional industry success story

Securus Technologies, Inc., a Dallas-based 
provider of inmate communications services, 
delivers call management and communications 
services for correctional facilities, along with a 
variety of payment services for inmates, their 
friends and family members. Securus migrated 
from a traditional on-premise IVR platform to 
the Genesys Cloud cloud-based CX solution, 
boosting automation by 50%. Additionally, 
Securus continues to grow its business and 
increased automation through the Genesys 
Cloud CX solution, which has resulted in an 
increase year over year in collecting funding via 
inbound and outbound services.

Challenge
Launched in 1986, Securus provides 
communications services to approximately 2,200 
correctional facilities and over 850,000 inmates 
in 44 states. In 2006, Securus first explored 
cloud-based services, working with Genesys 

Cloud on a few select IVR services. By 2009, 
Securus executives decided to revamp outdated 
IVR and call center platforms. The prior systems 
had grown costly to maintain and/or upgrade. In 
addition, on-premise IVR platforms couldn’t keep 
pace with user requirements or allow analytics 
needed to track system performance. Ultimately, 
rising call center labor costs, along with less than 
satisfactory IVR call containment led Securus to 
seek alternatives.

Solution
Securus selected Genesys Cloud to replace its 
call center/IVR systems in 2009 because the 
Genesys Cloud customized cloud-based IVR 
service provided a cost-effective, upgradeable 
replacement for the company’s premise-based 
IVR platforms. Together Genesys Cloud and 
Securus implemented a cloud-based IVR service, 
which went live in February 2010. Securus 
wanted both the ability to quickly implement 
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RESULTS

50% reduction 
in call center labor costs

Improved 
analytics 
that helped pinpoint opportunities for 
new services, while ensuring regional 
regulatory compliance.

Increased 
revenue 
by offering a better customer experience

“Genesys Cloud cloud-based services has had a real impact on our  
bottom line, not only decreasing call center labor costs, but also 
increasing revenue by enhancing the customers experience”
Michele Hughes, Director of Call Center Operations

changes, and to maintain 24X7 call center 
services. The Genesys Cloud cloud-based IVR 
service features high security, including PCI 
compliance, which Securus needed to protect 
personal customer information. Also, the 
Genesys Cloud elastic scalability has allowed 
Securus to embrace the instant surge in 
customer demand once online payment services 
went live. By migrating to Genesys Cloud cloud-
based services, Securus reduced call center labor 
costs by half, as the number of call center reps 
required has decreased since 2009. At the same 
time, call volumes into the IVR doubled from 1.8 
million calls per month in 2009 to more than 3.2 
million calls per month in 2013.

In addition, call containment has improved. 
Prior to working with Genesys Cloud, IVR call 
containment was approximately 70%. This has 
improved through a series of enhancements,  
including service refinements and new call 
sequences, to 83% as of January 2013.

New efficiencies led Securus to implement 
additional outbound dialing services, working 
with Genesys Cloud to help keep individual 
customer’s payment platform funded. Prior to 
implementing Genesys Cloud outbound dialing 

services, Securus had access to 50 ports on its 
previous IVR platform for outbound dialing, and 
very little analytics to track funding rates. Now, 
leveraging the Genesys Cloud service, Securus 
uses 200 ports and can analyze whether every 
call is answered, or if a voice mail message is left, 
and especially how many customers fund the 
Securus payment platform.

Securus continues to grow its business and 
increased automation through the Genesys 
Cloud CX solution, which has resulted in an 
increase year over year in collecting funding 
via inbound and outbound services. And 
Genesys Cloud solutions have enabled Securus 
to relatively quickly ramp up new capabilities, 
usually in six to eight weeks. Securus 
executives view Genesys Cloud as a strong 
partner. “We build requirements, which we can 
give to Genesys Cloud to have translated into 
meaningful upgrades to our services. Genesys 
Cloud makes suggestions, and we are now able 
to make informed decisions, based on specific 
analytics,” said Michelle Hughes, director of call 
center operations for Securus.
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