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Industry Consumer Products

Applications Telemarketing

Solutions Fortress Solution, PDS, Dynamic 
Campaign Builder (DCB™), Dynamic 
Center Manager (DCM™), Dynamic 
Center Reporter (DCR™), Digital 
Recording System (DRS) 

Features Outbound Predictive Dialing, Blended 
Inbound Processing, Call Recording, 
Answering Machine Screening, 
Automated Messaging, List 
Management, Real-time Reporting
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contact center solution,” says Crouthers. “We liked
the functionality of the system and the high-level of
support offered with the product.”

“"We had three related goals in purchasing a new
solution,” Crouthers explains. “We were looking to
increase the number of people our agents were
talking to, make more sales, and generate more
revenue.” The Noble solution gives Wellquest the tools
to meet those goals. Noble's predictive dialer is a full-
featured product, with standard functionality that
screens out calls that can lower an agent's
productivity. By filtering busy signals, no answers,
disconnects, and answering machines, the system
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Wellquest International is a successful importer
and manufacturer and has been in business
since 1999. Wellquest is dedicated to bringing its
customers quality "as seen on TV" products at
affordable prices. The company's professional
staff and state-of-the-art warehouse facilities
are committed to processing and delivering
orders in a safe and timely basis. 

Based in Newbury Park, California, Wellquest
utilizes direct response marketing through
television infomercials to offer new and
exciting products to consumers. Its
product lines include health and beauty
items, as well as magazine subscriptions.
In addition to fulfillment of incoming
calls, the company contacts its existing
customers to offer new products or
subscriptions.

To improve productivity and comply
with growing industry regulations,
Wellquest needed to address
concerns with its call center
technology. Doug Crouthers, Call
Center Manager, states, “We were
running off of an automated dialer
with outdated technology and a
vendor who was making a lot of
promises, without delivering results. We
knew we needed a better solution that
would help us grow.”

Wellquest chose the Noble Contact
Center Suite from Noble Systems. “We were

connected to Noble Systems through other
people in our industry, who spoke highly of their

Wellquest International is a marketer of exciting new consumer products.

With direct response marketing through infomercials and telemarketing to

existing clients, Wellquest manages blended inbound and outbound

programs using the advanced technology of the Noble Contact Center

Suite from Noble Systems. 

Wellquest International



only sends live connects to
agents, so they spend more
time talking with customers
and less time handling bad
numbers.  

Noble also offers blending of
inbound calls, allowing
Wellquest to manage both its
inbound customer calls and
outbound telemarketing
programs with the same
resources. Agents can be
assigned to inbound,
outbound, or blended services,
maximizing their time by
allowing them to make
outbound contacts while
waiting for incoming calls. And,
the system's advanced pacing
automatically adjusts dialing
for fluctuations in inbound call

volumes.

The Dynamic Campaign Builder (DCB) is Noble's
integrated scripting tool. DCB allows managers to build
custom scripts and applications with advanced features
– including branching, payment processing, required
fields, and screen pops from the customer database –
without requiring sophisticated programming
knowledge. Wellquest can use DCB to create scripts for
both inbound and outbound calls, modifying them for
different products or customers.

Noble's Dynamic Center Manager (DCM) and Dynamic
Center Reporter (DCR) tools allow Wellquest to manage
agents, lists, campaigns, and center resources and to
report on real-time results with standard and custom
queries from the integrated database. The Digital
Recording System (DRS) records calls for  verification,
quality assurance, and training.

“We really like the monitoring capabilities,” observes
Crouthers. “We can monitor our agents' performance by

“ Noble helps us

meet our goals for

more contacts, more

sales, and more

revenue. We really

enjoy the monitoring

capabilities. And, we

have better list

penetration, more

control over our

programs, reduced

wait times, and high

productivity. ”

Doug Crouthers
Call Center Manager
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listening to live calls from anywhere on the floor with our
remote handset. We can also view their screens on a
manager's station. And, the reporting features let us see
agent status and performance results on-screen, so we
always know what is going on with everyone in the
center.”

Wellquest's turn-key solution from Noble Systems included
user training and installation assistance, to help transition
from the old system to the new one. Crouthers says, “The
entire process was smooth from the beginning to the
end. Training went well, and installation and
implementation was a breeze.” Noble Systems was able
to work with Wellquest to minimize downtime and get the
company up and running on the new system quickly.

Wellquest has been achieving outstanding results with
the Noble solution, seeing growth in key areas and
improved performance. “Noble is helping us reach our
goals,” states Crouthers. “We have better list penetration,
more control over our programs and resources,
increased revenue, less wait time, and higher
productivity.”
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