COMMUNICATIONS

Time Warner - MidSouth Division

Time Warner Cable is part of Time Warner Entertainment, the world’s largest

entertainment company. The Midsouth Division partnered with Noble Systems to

implement a contact center technology suite to deliver high-performance

management of its collections and customer service programs.

Time Warner Cable is the first cable system in the
United States to launch "WeatherScan," a program
that provides weather every two minutes and
"SmartNet," which allows customers complete real-
time access to their accounts. Time Warner also is
the first cable provider to offer "Transpoint,” an

online e-billing service.

Time Warner Cable owns and manages the
world’s most advanced cable television
operation from Maine to Hawaii serving
more than 13 million customers. Time
Warner operates completely on a fiber
optic network. The company created
"Roadrunner,” a high speed Internet
access system and offers digital quality
music channels. Dean Deyo, President

of Time Warner Communications, Mid
South Division, said, “These things mark

the continuation of our respective roles

as technology leaders and shows our
renewed commitment to creating

unique local services for our customers.”

The Mid South Division, operating in three
states, has more than 200,000 customers in
the cable business unit. CRM (Customer

Relationship Management) is at the heart of the
call center operation supporting these states. Time

Warner Cable needed a high speed automated

outbound dialing system to accommodate several of
these CRM campaigns. Although Time Warner has
been using predictive dialers for several years, the
existing system became outdated. Noble Systems
Corporation offered Time Warner a technology

solution for existing and future call campaigns.

Elaine Richards of Time Warner’s IT group explained,
“The predictive dialer from Noble Systems is better
than the old system because of pacing and the high

speed. This is important when measured against
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unique calling programs.
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calls, disconnect calls and

collection calls are all part of

the program running on the Noble dialer. Noble operates
at a new standard, handling more than 20,000 calls per
month. “The Noble dialer is a good sound system,” says

Richards.

Noble is designed with features for call centers requiring
real-time access and intelligence. Contact centers need
immediate flexibility and a user-friendly structure. Noble
Systems gave Time Warner all of this. Time Warner Cable
makes constant use of the scripting software as well as
the reporting features. The managers leverage these
real-time decision making tools to maximize campaign
results. Richards added, “The real-time reports and
statistics are the basis of our operational success. The

dialing system gives us everything we need to have.”

Plans are underway for many new calling campaigns at
Time Warner Cable. These include constructive CRM
calls, aggressive selling programs and new products or

service introductions. Time Warner and Noble Systems will
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continue to assemble the skill and talent and create

enhancements to the CRM systems.

Time Warner is confident it will continue to hold the
premier ranking as a cable operator and Internet
provider through its proven CRM strategy and

operations.

NOBLE 5

4151 Ashford Dunwoody Road, Suite 550
Atlanta, GA 30319-1462
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