


In my spare time, | might have Talkument up at my desk and I'll
be playing a call in the background and critiquing the call. We
use that for a variety of things, [such as] to incentivize those
people if they get a high grade on a call, we might give them a
gift card,” Gwin said.

Gwin also explained that the Talkument solution has allowed the
team to eliminate any unnecessary burden on customers when
obtaining their information. “We have had situations where
we're speaking with a customer and we'll get disconnected, and
we haven't captured their phone number yet, or we were
entering their information and our [CRM] system went down
temporarily, and we lost what we entered. Before, we couldn’t
recoup that. All we have to do now is pull up the call and listen
to it as if we were having the initial conversation and we don't
have to call the customer back and let them know what
happened,” explained Gwin.

Talkument’s ability to provide full insight into an interaction has
helped Stanley Steemer to effectively resolve any customer
issues that arise. “You get all the detail and you get the tone and
inflection. With complaint resolution, you can hear every call
regarding the topic, so anyone listening has the exact same
information. That is critical in resolving customer concerns,” said
Gwin.

Gwin believes the Talkument solution has contributed to the
continued financial success of Stanley Steemer’s San Diego
operation, saying, “I think quality of service has increased. If it
gets us repeat business because of the way we resolve a
customer concern, that’s worth its weight in gold. If training is
better, service is better; you'll have more customers and they’ll
come back.”

Another unexpected benefit of the solution that has impressed
Gwin was presented by Talkument’s unique call visualization
feature, which displays all activity that has occurred during a call.
“l can go on to the Talkument system and follow a call through. |
can trace a call from the time it hit my phone until the
conclusion, and how long it took to get from point A, to point B,

to point C and every person it touched along the way,” said Gwin.

Gwin was extremely thorough in her research and
understanding of Talkument before deciding to purchase the
solution. In fact, Gwin took advantage of the free web-based
training tools OAISYS provides to learn more about the solution
and to ensure that it would fully meet the needs of her business.
“I went online [and completed] the Talkument training so that |
would be familiar on the usage of the system before we made
the decision to buy. | wanted to seeis this user friendly for me,
can I learn it quickly, can someone else learn it quickly, and is the
system going to do exactly what | want it to do!

So, | invested the hour and at the end, | said ‘this is the one—I
don't care what phone system we buy, we have got to have this
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Talkument system,” shared Gwin.

Talkument has made a positive impact not only with Gwin, but
also the entire organization. “I'm not alone in my joy of having
the Talkument system available to us. The owner, he says, ‘this is
the best thing that’s happened to us in a long time. It's my
favorite part of the phone system, and other managers mirror
that as well. So, it’s not just me, it’s all of the users and actually
our other staff who are involved with listening and hearing
themselves—they like it too,” Gwin said.

“We enjoy the product, we like everything about it, and |
encourage others to use it. If they’re undecided if they want to
use Talkument, they can call me and I'd be happy to speak with
them,” concluded Gwin.
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