PoLITICAL ADVOCACY

Ohio AFL-CIO WGﬂ-rcio

Since merging the state's craft and industrial unions in 1958, the Ohio AFL-CIO has been working to promote
public policy issues that benefit working families, and educate our members on labor-related issues. The Ohio
AFL-CIO represents 800,000 union men and women through 48 international unions and 1,600 local unions.
Polling, fundraising, and political and legislative action are crucial functions for the organization. Often
operating at a grass-roots level, staying in touch with members to represent their interests is at the heart of its
programs. The Noble Contact Center Suite (CCS) helps them manage their campaigns and membership

activities.

Jason Perlman, Communications Manager, was a part of the tfeam that selected the CCS platform. “Ohio did
not have a system in-house, and often outsourced their activities,” Perlman observes. “Sending work out-of-state
to contact our members wasn't very efficient. | had experience using an automated system and wanted the

flexibility and control that owning our own solution would bring. We looked at several systems and found CCS to

be the best fit for our needs.”

and member-to-member communications, as well as for outreach campaigns
to the general public fo highlight issues. The integrated IVR (interactive voice
response) tool is used for both inbound and outbound calls to handle more

contacts with fewer resources.

One of the key benefits to the CCS platform is its ease of use. Perlman states,
“The system is very easy to use, but also very feature rich. | am not a
technical person. | just know what | want to do, and the system lets us do it.
It is easy fo manage. We can have multiple locations calling off of the
same lists, capturing the same data in a consistent manner, rather than
gathering it in different ways at each site and then trying to put it all

together. And, we can do more with the same number of people.”

“The system is also very easy for our agents to use,” says Perlman. “Most of
our calling is done on a volunteer basis, so we need something that makes
it very easy for people to come in and get on the phone. The dialer makes

them feel much more productive, since it screens out non-connect and they
spend time talking to people and not dealing with busy signals, disconnects,

or answering machines.”

Periman continues, “An example of this is that we had a group of volunteers

come in that were all older and did not have a lot of experience working with

The Ohio AFL-CIO uses CCS’ outbound dialing and inbound blending platform to manage multiple programs for
the membership base, including surveys, “patch thru” calls from members to other offices, political campaigns,
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PCs. After just a few minutes, they were making calls and talking fo members, and all of the
data was being captured as they falked and updated automatically. The system removes
the stigma of working on a phone bank, so that they are more willing to come back and do

it again.”

Anofther favorite feature for Ohio AFL-CIO is the system’s capacity to support Remote Agents.
Periman explains, “We are a statewide organization, so the ability to take the system ‘on the
road’ is a huge plus. We can set-up offices locally in different areas and talk to people within
the community — giving us greater visibility and a local connection. This really helps our
grassroots communication efforts. We can take it anywhere we need it, from city to city, and

don’t have to pay someone else who is somewhere else to do it.”

Should an issue arise, the CCS Support Team is just a phone call away for assistance. “The
support group is always very helpful. They are patient in understanding the question and its

impact on your business and in working through the process to resolve it,” says Perlman.

With the help of the CCS platform, Ohio AFL-CIO is able to support its membership with more
programs and better communication. “Everything that we do is easier and more productive
than doing it the old way. You can see the results within 15 minutes of getting on the system.
Periman concludes, “The system has really helped us improve the image of our organization,
and we couldn’t be happier. In fact, we just added several additional seats, and we are

anticipating more than doubling our number of stations within the near future.”

“ Everything that we do is
easier and more productive. |
am not a technical person. | just
know what | want to do, and
the CCS lets us do it. It is also
very easy for our agents to use
and makes our volunteers feel
much more productive. The
system has really helped us
improve the image of our
organization, and we couldn’t

be happier. ”

Jason Perlman
Communications Manager
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