CUSTOMER CASE STUDY

ACCEPTANCE INSURANCE IMPROVES CUSTOMER EXPERIENCE &
LOWERS COSTS WITH XO® INTERACTIVE HOSTED IVR SOLUTION

Acceptance Insurance, a rapidly growing business headquartered in Nashville, Tennessee, offers customers non-standard auto
insurance. Because insurance regulations vary from state to state, it’s critical to connect inbound callers with agents who

understand the insurance regulations for the customer’s state.

The Challenge

Routing calls from toll-free numbers to the appropriate local office

When business for Acceptance Insurance spread beyond eight states, April
Khoury, Telecommunications Manager, decided it was time to find a new way to
route customer calls from their toll-free numbers. The existing solution, which
required customers to pick their state from a list, was becoming unwieldy. Khoury
said, “Our growth mandated a new solution; we couldn’t accommodate the number
of states we kept adding.”

Khoury began searching for a new solution that would:

o Route calls internally to the right geographic location
o Shorten the time customers had to interact with prompts
o Provide flexible options that would support future growth

The Solution

Replacing the existing system with a hosted Interactive Voice Response (IVR)
solution from XO Interactive

In May 2003, Khoury contacted XO Communications to ask about possible
solutions. She discovered that a hosted IVR solution with area code routing would
enable calls to the toll-free numbers to be routed to the appropriate local office
transparently, without requiring customer input or time-consuming, manual
redirection of the calls by an operator. Plus, because XO hosts and manages the
IVR, no additional capital equipment was required.

Acceptance Insurance also added ZIP Code routing to support a new toll-free
number that automatically routes calls from anywhere in the country to the closest
local office, something they had thought about for a while. “We actually tried to
add this type of toll-free number with other companies, and none of them could do
it — until XO came along,” said Khoury. The service also helps capture geographic
information about new business.

Other key features of the new solution include:

o Automatic reporting with customizable options

o User-friendly web site to request changes

e Hosting on the fully redundant and highly reliable XO network, which is capable
of scaling to meet all IVR capacity needs

o Support from a full staff of XO technical support personnel — 24 hours a day,
seven days a week, 365 days a year
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Executive Summary

ACCEPTANCE INSURANCE

e Industry: Insurance

e Location: Nashville, Tennessee
and other states

BUSINESS CHALLENGE

e Quickly connecting customers to
the appropriate local office

¢ Improving customer experience by
shortening interaction with prompts

o Keeping pace with rapid growth

SOLUTION

¢ Hosted IVR solution with area
code and ZIP Code routing from
XO Interactive

e Easy-to-use interface that enables
quick implementation of changes

RESULTS

e Improved customer experience
¢ Annual cost savings

e Shortened customer hold time
o Easily scalable system

¢ Improved reporting

e Excellent service
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The Results

Improved Customer Experience

The time callers spend responding to prompts has been reduced from half a
minute to 10 seconds. Plus, calls can be transparently forwarded to appropriate
agents in the home office when a local office is too busy or temporarily
out-of-service.

Annual Cost Savings

While many benefits of the IVR solution came in the form of soft costs — such as
improved customer experience, time savings, and increased productivity from not
having to answer and redirect calls manually — hard costs were also reduced.
Khoury states, “The total we saved by switching, including both hard and soft
costs, is probably $30,000 to $50,000 per year.”

Increased Performance

Khoury indicated that the new IVR solution shortens the time that calls are in the
queue, reducing the time the customer is on the phone. This solution also makes
it easier to track the number of calls from each state and each area code.

Easily Accommodates Growth

“When we started with this solution, we had about 100 offices in 8 states. Now we
have almost 500 offices in 13 states, and it was very easy to add the new offices,”
states Khoury.

Increased Productivity

“We’re now able to do more reporting,” said Khoury. “In the past, we used a
separate reporting system, so | had to run reports manually and search for data.
Now XO customizes reports, generates them automatically, and emails them

to me.”

Excellent Service

Khoury commented, “We deal with a lot of phone vendors in 13 different states,
and XO is by far my favorite. If we have any problems, XO is very quick to
respond.” Khoury particularly likes the fact that XO takes ownership of issues and
is accountable, something that she finds extremely important for any vendor.
Khoury also likes the proactive service she gets from the IVR team. In fact, she
said, “If there is a problem, my IVR contact usually notifies me before we even
notice it.”
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“We deal with a lot of
phone vendors in 13
different states, and XO
is by far my favorite. If
we have any problems,
XO is very quick to
respond.”

APRIL KHOURY
Telecommunications Manager
Acceptance Insurance
www.firstacceptancecorp.com

About XO®

XO Communications, a
subsidiary of XO Holdings, Inc.,
is a leading nationwide provider
of advanced communications
services and solutions for
businesses, enterprises,
government, carriers and service
providers. Its customers include
more than half of the Fortune
500, in addition to leading cable
companies, carriers, content
providers and mobile network
operators. Utilizing its unique
combination of high-capacity
nationwide and metro networks
and broadband wireless
capabilities, XO offers customers
a broad range of managed
voice, data and IP services with
proven performance, scalability
and value in more than 75
metropolitan markets across the
United States.

For more information,
visit www.xo0.com

X0

CUSTOMER CASE STUDY

®



	0BACCEPTANCE INSURANCE IMPROVES CUSTOMER EXPERIENCE & LOWERS COSTS WITH XO® INTERACTIVE HOSTED IVR SOLUTION
	1BThe Challenge
	2BThe Solution
	3BThe Results



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


