IP telephony solution meets !a "anska Banka’s
growing business needs

Case Study

After a rapid expansion phase, Ca¢anska
Banka found that its existing telephone
system was no longer able to support its
growing communication requirements.

In switching over to an IP based telephone
system with the help of Algotech, the bank
has benefited from many value-added
features that have addressed its growing
business needs and raised overall
productivity. And that’s not all: Ca¢anska
Banka also slashed its telephone bill by
80% as a direct result of switching over

to the new system, meaning a quick return

on investment.

MOVING OVER

TO AN IPT SOLUTION

For Cacanska Banka, as well as for
every other financial institution,
the ability to conduct business is
completely dependent on the
reliability and security of the
communication technology they
use. Banks operate in a very
competitive business
environment, and having top
communication and IT systems is
a must in order to accommodate
both their present needs and
their future business goals.
Having expanded its network
dramatically over the last few
years to 28 branch offices and
sub-branches in 24 towns all over
Serbia, Ca¢anska Banka’s
management decided in 2008
that its traditional telephone
system had to be replaced. In
doing so the bank decided to
switch to an IP based telephone
system which could deliver the
features and capabilities the
bank needed. The solution was

O algotech

delivered by Algotech, the first
regional integrator of contact
center solutions in CEE.

MAKING THE BANK

MORE DYNAMIC

Cacanska Banka's strategic
business plan is mainly oriented
towards increasing the level of
cooperation with small and
medium enterprises, developing
new services, and expanding the
number of branch offices.
Therefore, the new IPT solution
had to bring about a faster
exchange of information within
the bank, in order to increase
employee efficiency and
improve call management.
“Ca¢anska Banka’s major
motivation to change to IP
telephony was a necessity to
reduce the total cost of
operation, increase productivity
and its range of services
simultaneously,” says Slobodan
Petrovi¢, Sales Manager of
Algotech Serbia.

Value created

« 80% reduction in cost of
telecommunication services

« Faster exchange of
information within bank

« Easy access to names and
phone numbers from any
phone set

« Average call handling time
decreased

« Caller identification based on
telephone number

« Quick and easy scalability

Solutions delivered

+ Avaya Communication
Manager 5.0

« Avaya 58300 Media Server

« Avaya G450, G350 and G250
Media Gateways

« Avaya 96XX and 16XX series IP
Telephones

More information on call
centers, contact centers and IPT
is available at www.algotech.eu




“We have succeeded to
cut our expenses by
80%. It can be seen very
easily that investment
in such a solution pays
back very quickly.”
Milan Deli¢,

Director of IT Division,
Cacanska Banka

DELIVERING THE SOLUTION
The project started in early 2008
and lasted a year. “We are
extremely satisfied that there
was practically no testing
period, as the complete
application started working fully
and perfectly right after it was
completed,” recalls Milan Deli¢,
Director of the Information
Technology Division at
Cacanska Banka.

During the first phase, Algotech
installed Avaya Communication
Manager 5.0 on the Avaya
Media Server 58300 and Media
Gateway G450 platforms at a
central location in the town of
Cacak, as well as Avaya Media
Gateway G350 and G250, and
Avaya IP phones at 13 different
locations. Avaya
Communication Manager was
used in the project because it is
an open, scalable, highly
reliable, and secure telephony
platform that organizes and
routes voice, data, images, and
video transmissions. It provides
functionality and application
integration to both users and
system management. During
the second phase G350 and
G250 Avaya Media Gateway and
Avaya IP phones were installed
at 11 more locations across
Serbia.

ENHANCED PRODUCTIVITY
This system enables the bank'’s
employees to utilize “powerful
dialling’, which saves time when
dialling local and international
numbers. It also has special call
and message management
features. A voice messaging
system is another feature
enabled by the implemented
solution. Thanks to the
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integration of voice mail and e-
mail, employees now have easy
access to both their business
and private messages, from
within Serbia and from abroad.
Since all voice mail messages are
stored in the database, users are
able to quickly and easily attach
them to e-mails or embed them
into other documents.
Employees can also receive and
send faxes from their computers,
as well as log on to any IP phone,
then personalize it with their
own telephone number,
personal set-up and directories.
For example, executives
attending meetings at another
bank within the group can log in
to a phone in the conference
room and use their personalized
message access button to
retrieve messages from the
voice mail system, just as if they
were in their own office. They
are also able to participate
directly in decision making
through video conferencing
calls, which allows them to
respond more quickly to urgent
business matters.

COST SAVINGS

IPT solutions have enabled
savings for Ca¢anska Banka in
almost all areas, from
implementation, management,
and maintenance to telephone
services. Consolidation of voice
and data networks and using
fewer connections to the public
telephone network significantly
reduces expenses, while IP
infrastructure enables simpler
and faster adjustment, as well as
adding new users. With
traditional PBX systems, moving
an employee within the system
took much longer and cost

About Ca¢anska Banka

Cacanska Banka has been
operating as a renowned
financial institution for 53
years. It covers all parts of
Serbia, and is a market leader in
Central and Western Serbia.
Cacanska Banka strictly
adheres to all banking
procedures while efficiently
offering high level banking
services, which is why its
successful business operation
continues even in such a
competitive environment.

Cacanska Banka is oriented
towards improving its
cooperation with medium and
small enterprises, micro clients
and the Serbian public. It offers
all types of banking services
such as providing loans and
credit, accepting deposits,
issuing Visa and Dina payment
cards, carrying out domestic
and foreign currency
transactions, as well as
electronic banking.

Cacanska Banka operates
according to high standards
and continuously invests in
development and the quality of
banking services, which is
approved by the 1SO9001:2000
Certificate for the development
and quality of banking services,
issued by Swiss company SGS.

Tradition, trust, security, quality,
efficiency, competence, team
work and devotion to each and
every client, are values that
position Cacéanska Banka as a
reliable business partner.

more, whereas with IPT each
user has a personal profile
which means that it is
unimportant where he or she is
located during office hours.
Thanks to the fact that all
branches are now connected to
one unified system,




Modern IP telephony
systems have intuitive
browser-based
management
interfaces, allowing
companies to manage
the entire system —
from switches to voice
mail, automated
attendant, and desktop
applications — from
anywhere on the
network.

the IP solution further reduced
telephone expenses, primarily
by eliminating the previously
expensive calls made between
Serbian cities.

“Before IPT was introduced,
Cac¢anska Banka set aside
almost €90,000 annually, i.e.
between €3,000 and €4,200 per
branch office for traffic
generated in the fixed-line
network. Today, besides the

mitigation of call restrictions, we

have succeeded to cut our
expenses by 80%, as they are
now are lowered to €18,000. It
can be seen very easily that
investment in such a solution
pays back very quickly,” says
Milan Deli¢.

EASY MANAGEMENT

Modern IP telephony systems,
like the one deployed by
Cacanska Banka, have intuitive
browser-based management
interfaces, allowing companies
to manage the entire system -
from switches to voice mail,
automated attendant, and
desktop applications - from
anywhere on the network.

The management interface
makes adding a new user
nothing more than a few clicks,

papers you may also find
interesting are available at
www.algotech.eu/en/

downloads
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and automatically updates
every switch and directory
feature, including the dial-by-
name, number attendant and
online directory.

In addition to managing the
system itself, managing users
and MACs (moves, adds and
changes) are simplified
tremendously. Employees can
make most of the changes to
their profiles without even
bothering the IT staff.

“For several reasons IPT

is a technology of the future
which is available today, and
positive results of this transition
have been known for some time
now,” concludes Slobodan
Petrovic.”IPT solutions enable
flexibility and interoperability,
call-transfers among branches
as well as integration with
desktop applications. Savings in
business operations are
significant and clients are more
satisfied because the service is
faster and more efficient”

Milan Deli¢ mentions that in the
telecommunications domain, it
is certain that IPT platforms are
prevailing over classical systems
and this trend is not going to
stop. “There are several
important and justified reasons
for the implementation of IPT
and we can only recommend
implementation of such a
project to every single
company.’

About Algotech -

Algotech is the first regional
integrator of contact center
solutions in Central and Eastern
Europe. Algotech delivers
complex but flexible
telecommunications and
customer service solutions which
enable businesses to handle
customer interactions in an
effective and profitable manner.
Understanding the local needs of
companies, Algotech is aiming
to secure the leading position in
Central and Eastern Europe.

Algotech has entered into
alliances with the best vendors in
some specialised fields, and now
works in close cooperation with
Avaya, Altitude Software,
Autonomy eTalk, Extreme
Networks, LifeSize, Nice, PerSay,
Teleopti and Witness. Algotech is
Avaya's first regional Platinum
Business Partner in Central and
Eastern Europe, and Avaya’s Best
Business Partner in Serbia, the
Czech Republic and Slovakia.

Algotech employees have
participated in setting up more
than 200 contact centers. In
Europe, Algotech has delivered
telecommunications solutions to
organisations such as American
Express, Citibank, EFG Eurobank,
Global Payments Europe, ING,
Provident, Raiffeisen Bank, Avon,
BAT, DHL, E.ON, First Data
International, GTS, Interoute,
Lufthansa, Michael Page
International, Telecom Serbia,
Telenor, Ticket Online, TNT,
UNICEF and UPC.

For more information, see
www.algotech.eu
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