" Minnesota Mutual provides numer-

.ous financial services including insur-- -
ance; ennuitles, mutual'fu"nds, and -
e pension plans. The company’s most -
~ The company serves 10 million customers
 through 4,000 associates located through-

- out 87 general agencies, 39 regional sales

commonly. used method for dissemi-

.. hating information to its.customers
“was the telephone. Customers would
" call in and wait on hold, sometimes for
extended periods of time, to receive. .
information conc‘ém'ing their life
insutanee policy, pending claim, or .

_investment- balances. Minnesota

~ Mutual not only needed a mote effec-
tive way to handle customer inquiries,-
* but they needed a system that would go .-
i beyond traditional financial ﬂpphcaf

tions and allow it fo generﬂte more
business by offering additional finan-

' ci;il services ditectly over the telephone.

“The
. Syntellect _
- Solution - Minnesota Mutual

"evaluated the Syntellect solution both

technically and financially and decided

. to-install Syntellect's Premier 030 SY5-

tem. to manage their volume of calls
and create value-added services. The
* company selected Syntellect because of

 its solid reputation for product suppott,
"quality, and reliable system perfor-
mance. They also chose Synieﬂect‘ ;
because of the ease of programlning : '
o anl, interfacing with their ex1st1ng'

: 3270 IBM system. :

Llfe Insurance

‘Giant And

Syntellect Teain .
Together To Meet
Customer Serwce

- Challenge

" With more than $112 illion of life msur-'

ance in force, the anesnta Mutual Life '
Insurance Company is the tenth Iargest
mutual life insurance company in America, -

nﬁlces, and. th.e natmnal headquarters in

Si. Paul.

“When ploglamm'mg voice response,

you have to break down programming - |
“to minute steps which can be compli-
cated,” said LYﬂdﬂ Asher, Mirnesota :
Mutual’s Telecommunications Leadgr.
: “Syntellect helps with that pracess.
. They-have a list of everything, and we
just pick antd chose what we want to do.”

Asher added, . “When we looked at

_ maintenance, putchase pice, and ease .
- of programming arid divided it by the
‘number of ports, Syntellect outper— .
- formed on price aswell. '

By installing a Premier 030,

' Minnesota Mutual was able to increase
- their caller volume from 24 to as much

4s 200 percent and eli_mi-ﬁate two. and

half support b.osi.tions at a savings of
- $40,000.a year for the company. ~*
Ga]lers:‘ Wﬂiting on hold for }ong -l

- periods of time, only to hang up in "

frustration without receiving the infor-

. mation they need, is now a thing of the -
. past, Since installing the system, cus- . - .
* tomers are provided with the financial

information they seek quickly and ez}si'—

Ty, with overall satisfaction ratings run-
. ning as high-as 95 percent. _

‘Applieatlons ]
Mutnal answered their custome1 sneeds
by using their Syntellect system to devel-
* op eight vew'Lfniqug-app_lications. The_ée' v

: applications allowed customess to access '
fraditional financial services like:
‘ account balances, loan information,

. and thei"aﬁ]re requests s well és ACCRSS
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and act on more sophjsn(:ﬂted mfmmav i

" tion with just the use of their telephone,

And, with the addition of marketing -

" seripts to most of the applications,
Minesota Mutual's field sales group
. was able to demonstrate the added-

value services on these applications to
potential clients with very little effort.

‘Now when one of our sales people :

is out we aresstill able fo respond,” Asher

said. * Ou1 call volumes have incréased &

at least one hundred and foty peltent s




‘ thtéﬂa:t’s Premier 030 system allo-

7 cates applications based on telephone

traffic. Lines are automatically routed to -

 those applications experiencing hjgher
call volumes. This is an important fea-
ture since the system receives mote than
43,700 calls per month or almost 2,000
calls per day. Customers access the sys-
tern’s menus by following a directory of

p optmns using thejrtouch-tone telephone.’

- PSP/IRA: Infonnatmn Addresses

the needs of Minnesota Mutual's ass0-
ciates and retirees who wanted updates .

©on account balances, loan and transfer
information, and profit $hating,
.Group Claims Informatmn

Ta1gets financial institutions and
drsabﬂrty claimants which dceess the -

system by claim number to obtain
-~ information about the status of a
* claim, payment values and data,fbene—
tit dates, and filing 'Lnsm]ctitms

University of Minnesota -
Informatmn Assists Un1ver51ty of
" Minésota Pension Plan partlmpdnts in
' accéssing information abbtit_gelre_rél :

account jriferestrates total, source and
fund account balance, a.nd loan and
transfer mformatron :

Annuity Servrce Addresses the
. needs of its individual annuitants who-
- need access to general account interest

rates, account balances, and loan and
transfer information,

AccuTrak Service: Provides - -fi
AccuTrak participants information on-

" interest rdfes, account balances, and
fund descriptions for their pensions:

MIMLIC Sales Service: Assists |
clients in accessing current and net assef . -

_ values on annuities and mutual funds

" and iriformation on stgrement requests, .

-~ transaction processing information as
well as recording literature requests.
. Pension Value: Gives corporate

. pension customers access to rates.of |

return on funds as well as assists
them in obtaining, financial strength

information, annual reports, and

d'Es_cr'iptions‘ of funds.
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Policy Services Service: Directed

-~ totard individual general agents and

agenfs, it provides contract information,
stafus, premiums paid to date,-and thieir

values. It also allows agents to access

premium, dividend, and loan informa-

. -tion as.well as lets them order current
- policy information.

'Planning ;

For The

'Future  Minnesota Mutual plans
to automate th_EII' Conference Room -
and Tréimrrg Resource Sche'duling in
the near Future. With-an-extensive in-.

house training and development %5

: department, and an extremely high
demand for their 35+ conference -

roorns, the company has determined "

- that the process would be fmuch more
- effective if automated. “Riglit ri(}w, s

. when you need a conference room, you - -
have to call a contact who has to refer

':to nuimerous paper calendars to-com- -
‘piete the process. It's highly ineffi-
- cient,” Asher said. By automating. this -

i procéss,'Asherhsajd the company will be

able to reduce administrative expendi-

" tures by approximately $32,000 2 year.

‘Summary
- Mutual, the tenth largest mutual
life insurance compariy in America
serves more than 10 million cus-

Minnesota,

tomers. The company wantéd a ‘
system that would go beyond tradi-
tional voice response app.hcanqns_

- and pravide more sophisticated -

financial Services that ifs customers

could access over the phone.

“We took a global approach

early on and that has proved to be

the ey to our success,” Asher -
said. “Since we tend Lo be véry

_application driven, we took a .-
strategic look at how we could use .

Syntellect’s s‘ystém. And my expef‘
riente s that it can do-anything,”
“We' are delighted with
Syntellect’s Premier 030 system
because our customets are call- '

ing and getting the information :
- they need when they need it,

which is something they weren't '
able to do before,” Asher said.
The Syntellect system manages

-eight differént company applica-

tions which field anywhere from
800 to 20,000 calls per month o

almost 2,000-calls per day,
| Y%Increase  Calls- e
‘ ey Calls © . InGalls Capmred Satrsfactiarr

Application - " Per Month ~ Handled Rate Rate
Anmuity Service . 20000-- - 200% 51% . .87%_ :
Group Claim 12,000 52%: 8% . 90%
Pensiorr Value 3,200 45% ° - - 100% 92% .
AccuTrak Service | - 1900 200%+ .~ 100% 9%
U of MNInformation | 1,600 100% 6% 75%
Policy Servicé : 1500 . 54% 100% - n/a
MIMLIC Sales Service | 3400~ 24% - 52% - 95%
PSP/IRA Information. | - 800 -~ 101% - 98% - 90%
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