
SUCCESS STORY: TEACHERS MUTUAL BANK

Teachers Mutual Bank  
supports growth, improves customer service 
standards with PureConnect

About Teachers Mutual Bank 
Teachers Mutual Bank is one of the largest 
mutual banks in Australia. Formerly known as 
the New South Wales Teachers Credit Union, 
the financial institution has more than 186,000 
members and assets of $6 billion. 

An ongoing journey 
Teachers Mutual Bank initially deployed the 
Genesys PureConnect  solution in 2010 to 
support its growing membership base. During 
the past six years, the platform has become  
instrumental in supporting the organisation’s 
daily business operations.

Following recent mergers, the bank currently 
operates three brands across Australia:  Teachers 
Mutual Bank, as above; UniBank (formerly known 
as Unicredit) for the tertiary education sector; 
and Firefighters Mutual Bank (formerly known 
as Fire Brigades Employees Credit Union) for 

the fire brigade and emergency services sector, 
The multibrand Teachers Mutual Bank Limited 
is a market leader in member advocacy in the 
Australian banking sector. 

“We have enjoyed a sustained period of strong 
organic and acquisitive growth and the 
PureConnect solution from Genesys has enabled 
us to accommodate the increased workload 
seamlessly,” said Teachers Mutual Bank Senior 
Manager Digital, Gerard Smith. “It is  integral to 
our contact centre capabilities which is the hub of 
our operations.”

Customer: Teachers Mutual Bank
Headquarters: Homebush,  
New South Wales
Industry: Financial services
Users: 502 staff

Challenge: 
To deliver ongoing improvement to 
customer service levels and remove  
paper-based business processes

Solution: PureConnect

http://www.genesys.com/platform/cloud/pureconnect
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Streamlined business 
processes 
Smith said during the past six years, Teachers 
Mutual Bank has gradually taken advantage of 
the portfolio of features and functions within 
the PureConnect solution. Each has helped to 
increase the efficiency of contact centre staff 
and improve services for members.

“One of the most important features for us has 
been the call recording capabilities offered by 
PureConnect,” he said. “This has allowed us 
to streamline the way we obtain and act upon 
authorisations from our members.”

For example, rather than having to send a paper 
loan agreement form by post to a member, 
authorisations can be taken verbally during a 
phone call. This can reduce the processing time 
from more than a week down to just 30 minutes.

Improved voice 
communications 
The telephone remains the most popular channel 
for members interacting with the bank and 
the contact centre handles more than 35,000 
calls each month. Smith said the PureConnect 
solution helps the 502 staff deal with all these 
calls efficiently.

Interactive Voice Response (IVR)  capabilities 
within the system allow members interested in 
a particular service or product to have their call 
automatically routed to the most appropriate 
agent. Calls can be queued during peak times 
and members can opt to be called back if they 
are unable to wait.

As each call is answered, details relating to that 
member are automatically displayed on the 
screen of the agent. This streamlines the process 
and shortens overall call times.

Evolving channels 
Teachers Mutual Bank is also utilising the 
PureConnect capability to support web chat . 
This feature is currently being used in areas such 
as loan enquiries where contact centre agents 
can respond to chat questions and provide 
guidance and further information.

“It is early days for us with chat, but we expect 
usage numbers to continue to rise,” said Smith. 

“Other growing channels include mobile, which is 
proving very popular.”

Smith said the bank is also considering  utilising 
other digital channels through the platform to 
interact with its member base, to further improve 
service levels and member service expectations.

Maximising Staff-Customer 
Interactions
Managing a modern contact centre means 
striking the best balance between staffing 
levels and customer requirements. Having too 
many agents means resources are wasted 
while too few results in longer wait times and 
frustrated members.

To meet this challenge, Teachers Mutual 
Bank is making use of Optimiser. This module 
automatically forecasts call volumes and 
estimates the number of staff that should be 
rostered on at all times.

Smith said the software is able to ‘drop in’ calls 
to agents who are free. Rather than needing 
to press a button, calls are automatically sent 
to them and relevant details displayed on 
their screen.

“This may sound as though it wouldn’t make a lot 
of difference but, for us, using call drop in saves 
five full-time equivalent staff members each 
day. This translates into a significant saving for 
the bank.”

http://www.genesys.com/solutions/customer-engagement/inbound/intelligent-voice-response
http://www.genesys.com/resources/Genesys-Chat-Product-DS.pdf
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RESULTS

Improved contact centre 
efficiencies, better 
customer experience
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Ongoing improvements 
With the introduction of PureConnect version 
4.0 to the contact centre, Smith said there 
are opportunities to make even better use of 
the platform.

The organisation is already using SMS for 
callback notifications and for proactive 
notifications.  

Another example is the outbound dialling 
capabilities, which staff will use to assist in the 
bank’s on-boarding program. Scripts within the 
system help ensure a consistent approach is 
taken and results are monitored so progress can 
be tracked and reported.

Smith said the bank is also looking at ways of 
making use of popular social media platforms 
as another way to communicate with members. 

“People tend to have a communication channel 
that works for them and they stick with it, 
however we do have early adopters who are 
enthusiastically using things like social media. It’s 
certainly something we are monitoring.”

Future expansion 
With the PureConnect solution an integral part 
of the bank’s contact centre, the IT team is now 
examining ways in which its capabilities can be 
used more widely within the organisation.

Smith said the ability the platform provides to 
streamline workflows and remove paper trails 
means it is likely to add significant value in other 
parts of the business.

“We will continue to find new ways to put Genesys 
technology to work,” he said. “The value it 
provides means it will remain a key foundation for 
our entire operation.”

“We will continue to find new ways to put Genesys technology to work,” 
he said. “The value it provides means it will remain a key foundation 
for our entire operation.”
Gerard Smith, Senior Manager Digital, Teachers Mutual Bank


