
SUCCESS STORY: ELECTION PROTECTION

Powering 866-OUR-VOTE 
to Support Advocacy and Education  
during U.S. Elections
How Election Protection relies on cloud contact center platform 
from Genesys for flexible routing to meet variable demand

The national, nonpartisan Election Protection 
coalition was formed to ensure that all voters 
have an equal opportunity to participate in the 
political process. Led by the Lawyers’ Committee 
for Civil Rights Under Law and made up of more 
than 100 local, state and national partners, 
Election Protection works year-round to advance 
and defend the right to vote. Election Protection 
provides Americans from coast to coast with 
comprehensive voting information on how they 
can make sure their vote is counted through a 
number of resources including: 1) a suite of  
voter helplines: 866-OUR-VOTE (led by the 
Lawyers’ Committee for Civil Rights Under Law), 
888-Ve-Y-Vota (led by the NALEO Educational 
Fund), and 888-API-VOTE (led by APIAVote & 
Asian Americans Advancing Justice-AAJC); 
2) voter protection field programs across 
the country; and 3) digital tools including 
866ourvote.org, @866ourVote, and facebook.
com/866OurVote. Through the 866-OUR-VOTE 
hotline, the agent volunteers who work in the 
legal profession and are trained on voting rights 
issues to answer a range of voter questions, like 

where to vote, whether an individual needs ID 
to vote or respond to problems like a voter who 
doesn’t show up on the voting rolls.

With Genesys powering their contact center as 
a service 365 days a year, Election Protection 
has the assurance of a stable, flexible platform 
designed to withstand unpredictable call 
volume during voting season and support 
the organization’s goal to ensure all eligible 
Americans have an equal opportunity to cast a 
ballot that counts.

Contact Center Flexibility to 
Exceed Demand During 
Voting Season
In 2001, Election Protection initially relied on 
a remedial automatic call distributor (ACD) 
infrastructure to handle call routing. While the 
hotline received only 1,500 calls on Election 
Day between 2001 and 2003, volume soared 
unexpectedly to 100,000 calls in 2004, inundating 
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Challenges: 
• Unexpected spikes in call volume 

inundating the system
• Inability to shift call flows on the fly  

to meet demand
• Unbalanced routing queue had some 

agents overwhelmed with calls  
and others underutilized

• Long call wait times and would-be  
voter frustration
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the system. The organization had to make call 
routing decisions weeks in advance and was 
unable to shift call flows on the fly to meet 
demand. This unbalanced routing queue resulted 
in scenarios where agents were overwhelmed 
with calls in some parts of the country, while 
others were underutilized and idle while waiting 
for the next call.

To improve the process for the 2006 election, 
Election Protection chose Genesys to upgrade 
the hotline’s infrastructure and performance and 
deliver flexibility to route calls to available agents 
regardless of the location.

Since Election Protection changes how they 
route calls every major election—due to shifting 
resources, regulations and potential high-demand 
states—the cloud-based platform makes it easy 
to ramp up new contact centers and to quickly 
change how they distribute calls based on 
actionable trend data analysis.

Over the last decade, Genesys has enabled 
Election Protection to be forward thinking in how 
they manage the hotline and analyze data to best 
serve a growing number of voter inquiries. On the 
heels of a busy primary season with higher-than-
expected call volume, Genesys will also play a 
critical role in the 2016 presidential election.

Primary Goal: Flexible 
Call Routing
The Genesys contact center delivers great 
flexibility for Election Protection, providing 
innovative methods for efficiently creating 
smart routing strategies. With the Genesys 
routing engine, Election Protection has access to 
capabilities like area code mapping, which routes 
calls based on phone numbers to different call 
centers, to manage call influx in larger states 
or regions. They can respond to shifting voter 
needs more efficiently than ever before. The 
organization monitors call volume in real time; 
they’re now able to re-route calls seamlessly at a 
moment’s notice with just a few mouse clicks.

Over the past few years, Election Protection 
has greatly increased awareness of the free 
voter hotline by promoting it through media and 
partners. Election Protection is preparing to 
handle a large turnout this fall, anticipating over 
100,000 calls the day before and on Election 
Day in 2016.

Although the Election Protection call volume 
has stayed more or less the same year to year, 
call volume across their 22 US contact centers 

is variable. In 2012, for instance, Hurricane 
Sandy displaced voters and made many polling 
places in New York and New Jersey unavailable, 
generating a spike in calls. Due to the storm, 
some call centers based in New York could not 
operate and forced Election Protection to add 
two new call centers and expand capacity by re-
routing calls to different locations.

The March 15, 2016 primary resulted in a similar 
scenario. Election Protection set up call centers 
in Ohio, Washington D.C., and North Carolina to 
accommodate the five states that were voting. 
When North Carolina’s new voter identification 
law caused confusion and long lines at polling 
places, calls streamed in from voters unsure 
of what identification was required, inundating 
telephone lines at the North Carolina call center. 
Election Protection took advantage of the skills-
based routing to send some of the overflow calls 
from North Carolina to the Washington D.C. site. 
By adjusting routing on the fly, voters weren’t 
waiting on hold and agents were working in a 
less stressful environment.

“Voters were able to speak to us and get the 
information they needed,” said Rosemarie 
Clouston, National Coordinator for the Lawyers’ 
Committee for Civil Rights Under Law. “Plus, 
agents didn’t feel they had to rush while on the 
phone with a voter. They could take their time and 
provide full assistance without losing callers.”

The best part, Clouston said, was that she was 
able to make the routing change to the system 
by herself, from the D.C. office, because the 
platform is easy to use.

Analytics and Reporting to 
Support Voter Advocacy
Data, analytics, and reporting are paramount to 
the ability to paint a clear picture of each election. 
As a nonprofit, they need to demonstrate results 
to their stakeholders to ensure the goals of the 
program are being met as expected. In addition, 
high call volume can be a partial indication of 
lack of information or a potential problem. If 
issues are consistently arising in a certain 
location, Election Protection can use the reports 
it collects to help remedy the problem, escalating 
it to the appropriate election officials.

“Data is part of the story we tell in terms of 
how well an election is being run, so our 
ability to report on hard numbers is important,” 
said Clouston.

 

Solutions:
• Genesys Premier Edition
• CX Analyticst

Benefits:
• 100% Uptime
• Greater flexibility allowing for smart 

routing strategies
• Ability to manage call influx in larger 

states, efficiently responding to shifting 
voter needs

• Real-time call monitoring and instant call 
rerouting to multiple locations

• Ability to analyze data and adjust staffing 
during unexpected spikes in call volume

• Ability for agents to receive instant 
feedback from voters

• Capability to route voicemails to volunteer 
emails for efficient response times
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Created 
a steady 
call stream 
by gathering historical data through 
Customer Service Anlaytics

Route calls 
more effectively 
and efficiently 
and voters receive the information 
they need

Genesys CX Analytics and related reporting 
capabilities allow Election Protection to capture 
details related to the calls and report a range of 
statistics, including state-bystate comparisons. 
Along with up-to-the-minute press releases 
issued on election days, the organization also 
publishes a report about the issues that occurred 
during each major election.

Data gathered through CX Analytics also helps 
Election Protection to better inform planning for 
training and allocation of calls. Historical data 
on the number of calls the hotline received for 
previous elections offers a numerical basis for 
estimating 2016 call volume. 

“I can take that baseline and apply some 
qualitative factors to allocate which call centers 
will take calls from which states and how many 
agents and lines we will need,” said Clouston. 

“Without those numbers, I would be flying blind.” 
Assigning a single call center to a state that has 
heavy call volume in the morning and a state 
that has more calls in the evening, for example, 
smooths out the peaks and valleys to create a 
steady stream of calls throughout the day.

Call center captains, who provide many kinds 
of support to agents, are also pleased with the 
intuitive cloud contact center dashboard that can 
be accessed anywhere. With a transparent view 
of metrics such as how many calls are waiting 
and abandon rate, they can quickly adjust staffing 
by calling in more volunteers, such as colleagues 
trained as agents in nearby offices.

Helping Voters Make Sure 
Their Votes Are Counted
100% uptime is paramount and Genesys partners 
with Election Protection to deliver it. “We see this 
as a mission-critical platform,” said Clouston. 

“If we have even 15 minutes of downtime on 
Election Day, it’s detrimental to us and to 
thousands of voters calling in that time period. 
The Genesys team is invested in the success 
of the hotline and has been a great partner in 
helping us to innovate and provide this resource 
to voters.”

Voters continue to provide agents with feedback 
about how much they appreciate the service.  
One New Yorker who was marked as “inactive” 
called the hotline because he didn’t think he  
was able to vote. The agent explained that he 
was still registered, it was OK for him to vote, 
his ballot would be counted and once he voted, 
his “active” status would be reinstated. He said 
he would not have voted if he hadn’t talked to 
Election Protection.

Clouston said, “That’s just one example of 
thousands of how the hotline makes a difference 
in whether people vote.”

“The Genesys team is invested in the success of the hotline 
and has been a great partner in helping us to innovate  
and provide this resource to voters”
Rosemarie Clouston, National Coordinator, Lawyers’ Committee for Civil Rights Under Law


