
SUCCESS STORY: MOHELA

Education loan servicer  
improves borrower experience with 
omnichannel customer engagement

The Challenge 
As a nonprofit organization that helps people 
manage their education loans, MOHELA has 
different standards for success than a collection 
agency. “We’re focused on keeping borrowers 
from going into default, as opposed to simply 
collecting on a debt,” said Don Bertier, CIO at 
MOHELA. “Our goal is to keep our loan portfolio 
in good standing and ensure that borrowers 
know what options are available.”

In addition to outbound calls to delinquent 
borrowers, MOHELA launches outbound 
campaigns to alert borrowers of changes in 
their payment plans. They also field inbound 
calls from borrowers who have questions about 
their accounts.

To manage the steadily growing loan portfolio at 
MOHELA, the company has increased in staff—
from 200 people in 2010 to 550 in 2017, including 
350 customer-facing agents. As the number of 
agents at their headquarters grew, it taxed the 

legacy contact center that was comprised of 
technologies from several vendors.

“We had a PBX from Avaya, a dialer from Aspect, 
an IVR from Syntellect and other components 
from multiple vendors,” said Bertier. “Managing 
capacity was inefficient and we had to deploy 
manual processes to move agents regularly 
between inbound and outbound calling.”

Keeping disparate systems up and running 
was also time consuming. “Getting support 
to change the IVR options was painful,” said 
Bertier. “Operations needed IT as the primary 
vendor interface. We wanted a platform that gave 
contact center staff direct ownership of the IVR 
experience and implementation. I don’t believe 
the IT department needs to maintain the keys to 
the kingdom for all business implementations.”

A new solution was also needed to help MOHELA 
meet its growth objectives. 
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Challenges: 
• Faced difficulty keeping up with 

demand for services and growing staff 
numbers with fragmented, multi-vendor 
contact center 

• Wanted a single platform contact center 
solution that offered the ability to scale for 
a blended call environment
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“We wanted to support a five-fold increase in calls 
and staff, and we knew that a loosely integrated, 
hardware-centric system was not the way to get 
there,” said Bertier. “Everything needed to be on 
a single platform designed to scale in a blended 
inbound and outbound environment.”

The Solution
MOHELA considered contact center  
solutions from its existing vendor, Avaya,  
along with solutions from Cisco, Genesys, Mitel 
and ShoreTel.

Because MOHELA had a history with Avaya, it 
was tempting to choose them. “But, candidly, 
we were concerned about the viability of Avaya 
and the overall ability to deliver a highly blended 
solution,” said Bertier.

Genesys and its unique and proven architectural 
approach—with an all-in-one multichannel 
engagement platform, PureConnect—impressed 
MOHELA. “We saw Genesys as a more viable 
long-term partner. PureConnect also felt like a 
good fit with our view of how a contact center 
solution should be architected—a single-platform, 
software-based solution to streamline operations 
and reduce hardware dependencies.”

MOHELA chose PureConnect, deploying 
predictive and blended dialing, workforce 
management for forecasting and scheduling, 
recording, quality management, customer 
feedback surveys, and CRM integration. 
PureConnect also provides business 
communications across MOHELA. 

The Benefits
After implementing PureConnect, MOHELA can 
reach more customers.  “Thanks to PureConnect, 
we’ve seen more than a threefold increase in 
our capacity to make outbound calls, which has 
improved our borrower outreach effectiveness,” 
said Bertier. “Having a blended environment 
without a lot of additional overhead has delivered 
significant improvements in resource utilization 
and efficiency.”

MOHELA also found value in the self-service 
capabilities of PureConnect. “Providing 
borrowers with self-service and pay-by-phone 
capabilities is essential to 24/7 servicing,” said 
Bertier. “PureConnect IVR improved our speech-
recognition capabilities, so more customers are 
making payments and receiving information 
without needing to speak to an agent.”

Recording and quality management helped 
MOHELA improve customer service. “We use 
the PureConnect recording and monitoring 

application to coach agents,” said Bertier.  
“We’ve dramatically improved the quality of calls 
and the borrower experience, which is important 
to our success.” 

And by integrating the existing MOHELA 
 CRM system with PureConnect, screen popups 
deliver customer information to the agent as 
the call connects.  “If you listened to a call three 
years ago compared to now, you can hear that 
the caller experience is of much higher quality,” 
Bertier said. 

PureConnect feedback surveys, which deliver 
post-call questionnaires to customers, have 
helped improve the MOHELA customer 
experience. The company also receives survey 
results afterward, to further manage quality.  

Because PureConnect is easy to implement, 
MOHELA shifted many contact center functions 
out of the IT department. “We’ve been able to 
push some application-management functions 
directly to the contact center,” said Bertier. “It’s 
the biggest transformational step we’ve 
taken. Contact center managers now have 
direct ownership of IVR call flows and dialing 
capabilities, so they can respond to changing 
business needs more effectively.”

MOHELA also saw new business opportunities 
after installing PureConnect. “We had an 
opportunity to rapidly deliver a new contact 
center solution for an existing customer with 
an urgent business need,” said Bertier. “With 
PureConnect, we were able to turn around a 
working phone number and auto-attendant 
in less than 24 hours. Shortly thereafter, we 
received an ongoing contract with the customer. 
This shows the power of PureConnect to quickly 
and effectively address evolving customer needs.” 

About MOHELA 
The Missouri Higher Education Loan Authority 
(MOHELA) is a nationally recognized leader in 
student loan servicing and higher education 
finance. MOHELA gives informative and 
responsive service to ensure borrowers have a 
positive experience. MOHELA is headquartered in 
Chesterfield, Missouri with about 550 employees.  

“Thanks to PureConnect, 
we’ve seen more than a 
threefold increase in our 
capacity to make outbound 
calls, which has improved 
our borrower outreach 
effectiveness.”

Don Bertier 
CIO, MOHELA

Solutions:
• Genesys PureConnect™ 
• Self-Service
• Inbound
• Outbound
• Workforce Optimization
• Omnichannel Desktop
• Analytics
• Integration

http://www.genesys.com/platform
http://www.genesys.com/platform
http://www.genesys.com/platform/cloud/pureconnect
http://www.genesys.com/solutions/customer-engagement/inbound/intelligent-voice-response
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“PureConnect IVR improved our speech-recognition capabilities, so 
more customers are making payments and receiving information 
without needing to speak to an agent.”
Don Bertier, CIO, MOHELA

RESULTS

Threefold increase 
in outbound call capacity. 

24/7 servicing 
enabled by improved self-service  
and pay-by-phone capabilities.

Call consistency 
and quality improved by call recording.

Application 
management 
functions shift from IT to contact  
center with PureConnect modularity.

New business 
opportunities supported with 
PureConnect flexibility and rapid 
deployment capabilities.


