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Shift to a Cloud Contact Center Solution 
Supports Innovation and  
Improves Customer Experience 
Healthcare education company embraces a cloud-based solution to focus on innovation, free 
up IT resources and double network capacity in weeks instead of months. 

The Challenge 
VMS BioMarketing provides training and 
support for patients on how to use therapeutic 
medications and equipment from Fortune 500 
pharmaceutical and biotech companies. VMS 
BioMarketing has both field-based and at-home 
educators; their customer experience center 
manages inquiries from educators, doctors’ 
offices, pharmaceutical sales representatives  
and patients. 

VMS BioMarketing already used Genesys 
PureConnect , an all-in-one customer 
engagement suite, when Michael Rudicle 
joined healthcare education company as Chief 
Information Officer. The customer experience 
center used this on-premise deployment of 
PureConnect to manage inbound and outbound 
calls for 100 in-office and 800 field-based 
healthcare educators.

“I’d heard amazing feedback from the technology 
community about PureConnect,” said Rudicle. 

“Because it was based on open standards, 
we could easily integrate with Passport, our 
proprietary technology for managing interactions 
with patients and educators.”

One of the first projects Rudicle undertook was 
to streamline VMS BioMarketing technology 
environment and reduce the burden on the IT 
team. “I wanted to shift most of our IT resources 
to Passport, so I was very interested in cloud 
solutions to offload general infrastructure 
management,” said Rudicle. “I also wanted a 
better plan for dealing with catastrophic failure 
or disaster.”

Customer: VMS BioMarketing
Website: www.vmsbiomarketing.com
Industry: Healthcare Education
Headquarters: Indianapolis

Challenge: 
Streamline technology environment and 
reduce burden on IT team, while increasing 
focus on developing innovative services for 
customers.

http://www.genesys.com/platform/cloud/pureconnect
http://www.vmsbiomarketing.com
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The Solution 
PureConnect Cloud offered the opportunity to 
take the customer experience center to the cloud. 

“Scalability is a big thing for us,” said Rudicle. 
“When our customers launch a product, we might 
need to create a new network that will operate 
for a few months or several years. For this kind of 
flexible scalability, the cloud was the logical path.”

VMS BioMarketing also wanted to more 
effectively use its IT resources. “Our resources 
had been focused on supporting infrastructure, 
instead of leveraging capabilities,” said Rudicle. 

“PureConnect Cloud would enable us to focus on 
innovation, instead of spending time managing 
upgrades and troubleshooting.”

Because PureConnect Cloud uses the same code 
base as PureConnect on-premise, the migration 
from one platform to the other was relatively 
easy. “Very few vendors offer an on-premise and 
cloud solution based on the same platform. The 
beauty of our migration was that we didn’t have 
to rewrite apps or undergo forklift upgrades.” 

VMS BioMarketing currently uses PureConnect 
Cloud for skills-based routing, ACD, IVR, 
multichannel recording, predictive dialing, unified 
communications, web chat and callback.

The Benefits 
Prior to moving to the cloud, it was difficult for 
the IT team to manage their infrastructure; they 
never had time to make proactive improvements, 
such as building tighter integration to Passport. 

“PureConnect Cloud gave us back the time we 
needed to build screen pops, which has created 
a much better experience for our agents and 
callers,” said Rudicle. “Now, when an inbound 
call gets transferred to an agent, they can 
simultaneously see all the previous conversations 
in a single screen. The agent can also access 
scheduling information and training modules 
from Passport.”

With more time to innovate, the IT staff has 
taken full advantage of the PureConnect Cloud 
functionality, such as adding new contact 
channels. “While the majority of inquiries are via 
phone, people are increasingly asking for other 
channels like email, web chat and texting ,” said 
Rudicle. “The cloud has enabled us to roll out 
these services quickly in a cost-effective manner, 
while maintaining integration with Passport.” 

The scalability of PureConnect Cloud also 
enabled VMS BioMarketing to more quickly 
increase capacity. “We launched a large initiative 
involving full-time, field-based educators 
dedicated to a specific client,” Rudicle said. 

“Because we were cloud-based, we were able 
to double our network capacity in just a few 
weeks—instead of months. The process went 
much smoother than when we had to manage it 
ourselves.”

PureConnect Cloud helped VMS BioMarketing 
focus on their customers. “Our move to the 
cloud has given us the freedom to really dig 
into functionality and improve the customer 
experience,” he said. 

“Our resources had been focused on supporting infrastructure. 
PureConnect Cloud would enable us to focus on innovation, instead of 
spending time managing upgrades and troubleshooting.”
Mike Rudicle, CIO, VMS Biomarketing

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

http://www.genesys.com/platform/cloud/purecloud
http://www.genesys.com/solutions/customer-engagement/digital
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from connecting employee and customer conversations on any channel, every day. Over 10,000 companies in 
more than 100 countries trust our #1 customer experience platform to drive great business outcomes. Genesys 
on-premise and cloud solutions are built to be fluid, instinctive and profoundly empowering. Combining the best of 
technology and human ingenuity, we work the way you think.

Visit us at genesys.com or call us at +1.888.436.3797
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About VMS BioMarketing 
VMS BioMarketing is an Indianapolis-based 
entrepreneurial, service-oriented biomarketing 
organization focused on empowering patients 
and healthcare professionals to improve patient 
care. Their nationwide network of more than 800 
clinical educators and team of 80 experienced 
professionals have produced more than 300,000 
programs and reached more than one million 
patients and professionals on behalf of its clients. 
For more information, call 317-805-6600.

“Because we were cloud-based, we were able to double our network 
capacity in just weeks—instead of months. The process went much 
smoother than when we had to manage it ourselves.”
Mike Rudicle, CIO, VMS Biomarketing

RESULTS

Gained time 
to launch new features, such as building 
screen pops.

Web chat 
texting and other new contact 
channels added.

2× capacity 
of network for new customer in weeks--
instead of months.


