


Solution OverviewEDS Contact Center and Customer Services

CONTACT CENTER SERVICES

EDS helps government and commercial entities build customer value and loyalty 

through its Contact Center Services. Our solutions add value and revenue potential 

through a high-quality multichannel, multilingual contact center environment that 

provides a seamless customer view throughout the life cycle. Using our Best Shore® 

delivery strategy, we identify the best locations to support contact center migrations 

and consolidations. Centrally located customer and product data is available across 

the organization, making information accessible in real time to all customer-facing 

channels and providing the customer one-touch service. EDS’ best practices and tools 

are used throughout the organization to provide a consistent customer experience. 

Advanced analytics improve the ability to target, reach and service customers and to 

turn service requests into sales.

EDS improves service, increases sales for FranklinCovey

EDS’ expertise in contact center services helped FranklinCovey, a provider of time 

management training and assessment services for organizations and individuals. 

FranklinCovey’s success in marketing productivity solutions led to inefficiencies of 

its own. Rapid growth had overwhelmed its IT infrastructure, and its burgeoning 

product line required extensive warehouse and call center operations. Outsourcing 

gave the company access to EDS’ global infrastructure and economies of scale 

while improving delivery and service times. Contact center agents have been 

able to significantly reduce wait times while leveraging up-sell opportunities that 

have increased the average number of items per order by 36 percent. EDS helped 

reduce IT support costs by more than 30 percent.

CUSTOMER SUPPORT SERVICES

EDS offers superior customer support services for complex, high-value customer 

transactions. We focus on end-to-end business transactions that align to and integrate 

with critical customer-facing sales and service business processes. Our customer 

support services enhance the customer experience, increase loyalty and grow revenue 

while managing costs. Our specialists deliver a consistent, high-quality experience for 

inbound and outbound customer interactions via multiple channels, including tele-

phone/IVR, e-mail, Web, kiosk and fax. By combining the best people, processes and 

technology, EDS creates a positive, consistent customer experience. We streamline 

operations and turn customer interactions into customer loyalty experiences. 

BUSINESS PROCESS OUTSOURCING

Government and commercial entities have enough to worry about without spending 

valuable time and energy managing non-core processes that could be handled by 

other specialists. EDS Business Process Outsourcing improves their ability to focus 

How we can help
Edge device technical support•	

Web and phone order processing•	

Product specs, usage and returns, •	

management	

Billing support and account  •	

management	

Telemarketing campaigns	•	

Order processing with cross-sell •	

and up-sell	

Client sales for administration•	

Consumer credit cards	•	

Consumer loans	•	

Auto insurance	•	

Health and life insurance	•	

Online and phone banking  •	

technical support

Student loans		 •	

Citizen taxes		 •	

Government tourism•	

Medicaid and Medicare services•	

Welfare and state pension•	

Life science consumer  •	

telemarketing campaigns

Product event marketing•	

Automotive parts suppliers•	

Automotive dealers (sales, service)•	

Automotive independent repair •	

facilities

Consumer technical support•	

Airline passenger reservations•	

Airline cargo reservations•	

Automotive roadside assistance•	

“EDS has repositioned its cus-
tomer management services to 
win complex, large-scale CMS BPO 
engagements, including those with 
a greater emphasis on cross-selling 
and up-selling, multi-vendor man-
agement requirements, and contact 
center technology transformation 

elements.”

John Willmott,
NelsonHall
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“EDS’ strength lies in its deep domain 

expertise across a broad range of 

vertical markets. Much more than a 

technology company, EDS delivers 

improved business results, growth 

and customer satisfaction.”

Michael DeSalles  
Frost & Sullivan

EDS PROVIDING CALL CENTER  
SUPPORT TO VETERANS 
AFFAIRS

In May 2008, the U.S. Department of 

Veterans Affairs (VA) selected EDS 

to provide outbound calling services 

and inbound callback support to 

facilitate the Combat Veteran Call 

Center outreach and education 

campaign to make combat veterans 

more aware of health care services 

and benefits available from the VA. 

The call center increases awareness 

of the extension of health care and 

benefits eligibility for veterans of the 

war in Iraq and Afghanistan. The call 

center, once fully operational, made 

120,000 calls each month to veterans, 

informing them of the extension of 

their benefits by the President and 

Congress and following up to ensure   

they receive information and assistance 

if requested.

and maneuver while increasing productivity, cost control and enterprise respon-

siveness. We provide solutions, strategies, services and products designed to solve 

complex business issues and achieve results. By coupling our IT management and 

business process outsourcing services with in-depth, industry-specific knowledge, we 

provide business-focused solutions tailored to your strategic goals.

EDS increases efficiencies, enhances service for Westpac

Westpac, one of Australia’s leading banks, wanted to enhance customer service, 

improve efficiencies and reduce cost associated with its mortgage processing 

operations. But the bank’s processes were paper-based and not backed by the best 

available technologies. EDS assumed responsibility for the bank’s mortgage pro-

cessing operations. We upgraded the technical environment, changed fixed costs 

to variable ones and built a partnership based on mutually aligned interests. As a 

result, Westpac cut costs for mortgage processing and reduced capital expendi-

tures — all while dramatically increasing efficiencies. Customer expectations are 

met or exceeded 90 percent of the time. 

SALES AND MARKETING SUPPORT SERVICES

EDS helps accelerate sales productivity, capture additional market share and 

strengthen customer relationships. Our professionals become an extension of a sales 

organization, interacting with up to 10 times as many customers. The result: up to a 

50 percent increase in sales. EDS’ proven, sales-centric staff and services help enti-

ties turn their customer interactions into top-line growth. We combine our complex 

integration expertise and recognized high-quality delivery to manage end-to-end, 

high-value customer sales and service contact center interactions — the types of 

interactions that enable client growth and increased revenue, customer satisfaction 

and retention.

TECHNICAL SUPPORT SERVICES

A leader in providing superior-quality, complex technical support, EDS helps clients 

significantly increase customer satisfaction while reducing operational support costs 

by at least 20 percent. EDS specialists deliver these services through multiple chan-

nels, including telephone/IVR, e-mail, Web, kiosk and fax. Our highly trained agents 

use knowledge management and contact center capabilities to diagnose and track 

technical issues and resolutions. Through our unique delivery models, EDS provides 

exceptional technical support services to cover every situation — from resolution of 

simple issues such as logging off a computer to complex support requiring engineer-

ing or programming assistance. 



Eds selected for USA 
Contact IDIQ 

In 2008, EDS was one of nine 

companies awarded the U.S. Gen-

eral Services Administration’s USA 

Contact multiple award indefinite 

delivery/indefinite quantity (IDIQ) 

contract vehicle. USA Contact gives 

federal agencies easy access to 

a broad range of contact center 

services and facilitate citizen access 

to official government informa-

tion on a daily basis and in times of 

emergency. EDS will provide a wide 

range of automated and manual cus-

tomer support services for contact 

center solutions, including answer-

ing telephone and e-mail inquiries, 

establishing automated responses, 

and enhancing Web capabilities.
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Contact

David Ensor
EDS
13600 EDS Drive
Herndon, VA 20171
e-mail: david.ensor@eds.com
phone: 703.842.9573

“EDS offers a broad portfolio of 
business & technology solutions to 
solve business problems; it really 
understands client needs. One of its 
sweet spots is the transformation of 
customer interaction across multiple 

touch points.”

Stephen Loynd,
 IDC

THE EDS DIFFERENCE

EDS demonstrates its commitment to quality, productivity and security by globally •	

implementing and deploying key standards and methodologies, such as Customer 

Operations Performance Center, Lean Six Sigma, ISO 9001:2000 standard for  

quality management, Active Operations Management, eSourcing Capability Model  

for Service Providers and Payment Card Industry Data Security Standard

We provide extensive industry domain experience in customer-facing processes in  •	

all eight industries and 29 industry segments

EDS’ 26,000 contact center professionals deliver CRM services on behalf of more  •	

than 450 clients from 155 locations in 26 countries in 48 languages 

Our 155 global contact centers are supported by EDS’ Best Shore delivery strategy, •	

which provides a full range of high-quality, cost-competitive services from targeted 

off-shore, near-shore and on-shore locations

Our proven enterprisewide account start-up process methodology drives efficient •	

contact center transition and transformation

Named a leader in Outsourcing Services for the fourth consecutive year by CRM •	

Magazine in its 2008 Service Awards.

Selected as a 2008 Top CRM services provider on a list of the world’s premier out-•	

sourcing service providers established by the International Association of  

Outsourcing Professionals (IAOP)

Ranked as a leader in the 2008 Contact Center Services Market Leadership Grid  •	

by IDC

Received the 2007 Managed Services Partner of the Year award from Genesys•	

Ranked No. 2 in North American Hosted Contact Centers by Frost & Sullivan in 2007•	

EDS received Frost & Sullivan’s 2006 North American Contact Center Services  •	

Customer Value Enhancement Award

Ranked on the “Short List” in Datamonitor’s 2008 Contact Center Outsourcing  •	

Decision Matrix

EDS handles 45 million credit card accounts (68 million cards) and more than  •	

5 billion merchant transactions annually in 18 countries

EDS ranked No. 1 on the “Top 50 Best Managed Global Outsourcing Vendors” list  •	

compiled by the Brown-Wilson Group for The Black Book of Outsourcing

We deliver HR services to more than 25 million participants worldwide•	


