
About the client

The client is a cloud-based payroll provider that serves 
more than 200,000 businesses nationwide. Its online 
people platform helps companies automate and simplify 
payroll, benefits, and team management. It processes 
billions of dollars of payroll each year and provides 
employee benefits like health insurance and 401(k) 
accounts. It has offices in Denver, San Francisco, 
and New York.

Requirements

The client had challenges with their existing contact 
center solution, specifically with voice quality, frequent 
multi-hour outages, poor connectivity, and support 
challenges. To improve call handling and ensure a best-

in-class customer experience, the client required a CCaaS 
platform with contact flow scripting capabilities to route 
contacts to the designated individuals correctly.

Solutions
Servion’s contact center migration solution included:

•  Migrated the existing contact center to NICE CXone
to support 1,750+ agents in the United States and
the Philippines

•  Self-service IVR integration with Salesforce and
equipped with out-of-the-box reports and dashboards
for in-depth customer journey analysis

•  A CTI screen pop (using the CXone Agent for
Salesforce) that provided customer information, 
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interaction history, wrap up, and other useful 
information that provided a 360° view of the 
customers 

•  Softphone (WebRTC) integration that enabled agents
to attend incoming and outcoming calls using a
browser on their laptops/desktops

Benefits

Besides better agent productivity and call handling,

the cloud migration brought about several tangible 
benefits for the client, including:

•  Consolidated all contact center applications under one
roof (NICE CXone), with the potential to add solutions in
the future

•  Migrated 1750+ agents to work from home on the new
platform without compromising on customer experience

•  Improved first call resolution by empowering agents with
screen pop that provided 360° view of the customers

For more than 25 years, Servion has been trusted by 
customer-centric brands for designing, building, running and 
optimizing Contact Centers and Customer Experience (CX) 
solutions. Our 1100 CX professionals apply their passion 
and deep domain expertise to the entire design-build-run-
optimize solution lifecycle. For more information, 
visit https://servion.com/.

Servion is a registered trademark worldwide. The mention 
of other product and service names might be trademarks of 
other companies. This document is current as of the initial 
date of publication and may be changed at any given point 
of time.
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