Contact Solutions offers secure, cloud-based, Software-as-a-Service (SaaS) Interactive Voice Response (IVR) solutions, enabling state entities to easily implement world-class IVR functionality and expertise affordably without having to acquire and maintain any new technology of their own. Our robust, flexible, highly-reliable, and scalable environment removes operational and technical burdens that can represent a significant challenge for agencies using legacy and premise systems. As a trusted provider of hosted IVR (also known as ARU or VRU) solutions for various programs in 43 states, we have a clear understanding of how to engage constituents to meet their self-service needs.
The areas of distinction that separate Contact Solutions are our key platform capabilities of: 
· Highly secure private cloud that exceeds PCI, HIPAA and SSAE-16 standards
· [bookmark: _GoBack]Massively scalable, peak-neutral, hosted IVR platform that has processed billions of constituent conversations with 100% uptime since 2004
· A rich set of multimode communication options, including touchtone and speech recognition, 2-way SMS, email-on-demand, fax-on-demand, surveys, outbound notification, text-to-speech and CTI integration with third-party call center systems
· Geographically diverse distributed cloud environment with hosting facilities in Virginia, Texas and California
· Redundancy for all IVR equipment, supporting services and telecommunications infrastructure at each hosting location
· Seamless integration with CRM and other back-end systems
· Business intelligence infrastructure that synthesizes detailed data about caller interactions to provide highly personalized self-service that improves constituent engagement and enables continuous improvement of call containment rates
· Multi-layered, fraud management tools to predict, detect, and stop fraudulent activity through automated processes within the IVR
· Proprietary personalization technology that delivers in-depth reporting insights, dynamic, preference- and behavior-based self-service driven by real-time analytics
· Support for virtually any language for spoken prompts and speech recognition
· Continuous analysis of application performance and constituent interaction with recommendations for opportunities to improve containment, reduce IVR/agent call lengths and improve constituent experience
Typical Interactions
Self-Service Features
· 1-way and 2-way SMS
· Outbound email/fax
· Secured voice messaging
· Multi-lingual
· Mobile customer care
· Robust analytical reports
· Call routing
· Transaction processing
· Surveys
· Outbound notifications
· Identity authentication/verifications
· Pay-by-phone
· Call deferral/call back
· Appointments
· Application status
· Authentication
· Beneficiary information inquiries
· Bill processing
· Case worker requests
· Claims/cases
· Deposit/balance
· Disbursement/deposits
· Eligibility and enrollment 
· Fee/ticket payments and collections
· Help desk
· Information requests
· Life change updates/status
· Password reset
· Plan availability
· Provider searches
· Provider, broker, payer support 
· Registration/enrollment/activation
· Reminders/information/alerts
· Satisfaction surveys 

