CA S E STUDY

Melco Embroidery
Embroidery hardware and software manufacturer

The Organization
Melco is an embroidery machine and software company with history
in the apparel industry dating back to 1972. All of Melco’s embroidery
equipment is engineered and developed in the United States and their
corporate headquarters are located in Westminster, Colorado. Melco believes that training and
support are vital to the business owners who purchase their equipment as their business models
often depend on the machines and software running efficiently.

Motivation for Change
Melco is committed to providing the best possible customer experiences for their customers
and their technical support team is a dedicated group of experts ready to help customers via
phone, internet and their growing social network, MelcoWorld. Typically customers call this
support line for technical issues related to the machine or software such as the network interface
or installation challenges to troubleshoot
on their computer, and/or to diagnose a
broken part. The phone support is designed
specifically for newer products under warranty
or extended warranties. To ensure that their
technical support staff spent time on the
appropriate types of calls, Melco wanted to find
a way to filter callers according to whether the
product they were calling about was covered
by warranty. Those with products under
warranty would be transferred to a technical
support representative and those with products
outside of warranty would be directed to the
appropriate source for assistance. Sorting
through these callers was taking up valuable
time and resources for the technical support team.

Desired Solution
Melco sought a solution with a built-in Interactive Voice Response (IVR) that could integrate
with their ERP system to identify callers by looking up the serial number of their product and
automating the call treatment.

Why Aspect
Ultimately, Melco selected Aspect’s cloud contact center solution, Aspect® Zipwire™ for its
industry-leading built-in IVR functionality, scalability and support of remote representatives. In
addition, Zipwire had the capability to support customers across multiple channels should Melco
decide to use those features in the future.

The Results
Since implementing Aspect Zipwire, Melco Embroidery has seen a dramatic decrease in their
average hold time due to Aspect integrating Zipwire with Melco’s ERP system. Now, when a
customer calls the technical support team they are prompted by the IVR to input the serial number

of the product they are calling to service. If the customer’s product is in warranty they are passed
to a technical support staff member. If the product is out of warranty, the customer is directed to
Melco’s online knowledge base. Prior to this all customers came into the call center in one queue
and it often resulted in longer than ideal hold times as technical support representatives had to
vet the calls.

important to us to have a call center software that we can rely on. Many
“Itofisourreally
customers’ main business operations rely on Melco’s embroidery machines

and software. When they have an issue with one of our products, we need to
get them running at full capacity as quickly as possible so they can get back to
managing their own business. With Zipwire we have a strong backbone to support
our technical support team’s communications with customers. We have confidence
in Zipwire to keep us running at all times.

”

– Dan Sweeney, Technical Support Manager at Melco Embroidery

The team has been especially pleased with Zipwire’s ease of use and friendly technical support
representative interface. They now see the caller ID and complete caller history right on
their screen. In addition, the team has the capability to login remotely as-needed and add
representatives in times of high volume. The process to remote-in is seamless and the call
quality excellent.
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About Aspect
Aspect is on a mission to simplify and improve customer engagement. Our enterprise software is used by millions of agents
every year and supports billions of consumer interactions around the world. Our best-of-breed contact center and workforce
optimization applications help companies keep agents engaged while providing exceptional customer service experiences.
Our flexible, highly scalable solutions for self-service and live interaction management and workforce optimization are
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