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The Functionary is a leading provider of business 

process support services to consumers, small 

business, mid-market, and enterprise customers. 

Responsible for the day-to-day operations of the contact 

center that handled all calls related to COVID-19 testing for a 

large state in the U.S., The Functionary needed a solution 

that could rapidly adapt to meet the growing demand for 

requests to schedule the tests and to check on test results. 

Poor Call Metrics 

The previous solution could not adequately handle the 3,000 

calls per day it received. The average wait time could reach 

30 minutes on a typical day, and there were often hundreds 

of calls in queue. These delays created a poor customer 

experience. Also, the time it took to handle each interaction 

did not meet expectations.  

Limited Monitoring and Reporting 

Monitoring and reporting are critical to the success of any 

contact center, but the previous solution provided very little 

information. In particular, the inability of supervisors to 

monitor live calls was a significant weakness. The 

Functionary needed a solution that would provide easy 

access to listen in to calls in progress. 

Restrictive Teleworking Capabilities 

Connectivity presented an additional challenge, as many service representatives needed 

teleworking capabilities. However, their computers were highly secured and could not run a 

contact center client application. Calls could be transferred to personal mobile devices but it 

limited reporting; supervisors could not see if a call was answered, who answered it, or how 

long the call lasted. Also, since there was no login/logout mechanism, representatives had no 

control over when they received calls. 

  

CASE STUDY  
DELIVERING A WHITE GLOVE SOLUTION FOR 
COVID-19 SUPPORT  

O R G A N I Z A T I O N  
S N A P S H O T  

• Vertical: Business Support 

• Location: United States 

• Objective: Improve call 

handling metrics and service 

representative performance 

with flexible scaling to adapt 

to changes in call volume 

• Solution: Mavenir Mobile 

Business Contact 

I M P A C T  

• Decreased Average Handle 

Time by 12% 

• Reduced Average Speed of 

Answer by 15% 

• Improved Call Wrap-up time 

by 17% 

• Used live call monitoring 

capabilities to improve quality 

of interactions and increase 

customer satisfaction 

• Enabled teleworking access 

for service representatives 
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SOLUTION AT A GLANCE 

The Functionary partnered with Mavenir to implement the 

Mobile Business Contact platform, a cloud-based, 

omnichannel Contact Center as-a-Service (CCaaS) 

solution, for the COVID-19 hotline. 

Improved Customer Experience 

Implementing Mobile Business Contact provided immediate 

results to call metrics: 

• Average Handle Time for calls reduced by 12% 

• Average Speed of Answer for calls reduced by 15% 

• Average Call Wrap-up Time reduced by 17% 

Advanced System Monitoring 

Mobile Business Contact provided a robust set of 

monitoring capabilities, allowing The Functionary to see 

a 24-hour view of calls and representative statuses and 

to listen in to live calls to ensure representatives were 

performing satisfactorily. 

The Functionary used the live wallboard to see daily 

metrics such as the average speed of answer, average 

handle time, and calls in queue. The wallboard also 

allowed supervisors to see a detailed report on the 

performance of individual representatives – calls 

handled, calls abandoned, and time spent actively 

handling calls. 

Mobile Customer Service Experience 

Due to the security restrictions in place on the representatives’ laptops, The Functionary 

utilized Mobile Business Contact’s unique Computerless Representative feature to enable 

intelligent call routing to their mobile devices. Each representative’s number was configured in 

the system. By dialing a special campaign number, each representative could log in and log 

out of the system. This feature provided representatives teleworking capabilities and control 

over when calls were delivered to their mobiles.  

All of the calls remained anchored in the system, even when routed to mobile devices. This 

““The Mobile Business Contact 

solution has given us better 

insight into our overall metrics 

as well as specific programs. 

The ability to monitor calls in 

real-time has helped improve 

the quality of our calls, and we 

are seeing higher customer 

satisfaction.” 

Sam Darwish, CEO 
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preserved the critical reporting data. Supervisors could see all available representatives and 

call metrics – which representative answered it, how long it took to answer, and how long the 

call took.  

 

 

 

 

 

For more on Mavenir Solutions please visit our website at www.mavenir.com 

About Mavenir 

Mavenir is building the future of networks and pioneering advanced technology, focusing on the 

vision of a single, software-based automated network that runs on any cloud. As the industry's 

only end-to-end, cloud-native network software provider, Mavenir is transforming the way the 

world connects, accelerating software network transformation for 250+ Communications 

Service Providers in over 120 countries, which serve more than 50% of the world’s subscribers. 
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