Success
Story

Medical Software
Company Expands
with Switchvox

CHALLENGES

A software company headquartered in St. Louis, Missouri
needed a phone system that would be reliable and easy to
use for remote workers.

Although FormFast had the expertise to develop their own
custom phone system, their team decided to forgo the
tedious process, instead opting for a turnkey UC solution.
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THE CUSTOMER

FormFast is the leading developer of software for automating
medical documentation and streamlining workflow for
hospitals and medical clinics.

They also provide consultation services to help users
implement and maximize their software, including technical
assistance, form design, conversion, and training.
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SOLUTIONS

With Switchvox, FormFast was able to quickly and efficiently
implement the new system with remote employees.

New capabilities and advanced call center features helped
improve call recording, while their SIP trunks allow them the
ability to handle extra call volume.




BUSINESS CHALLENGES

FormFast has 45 employees working from their call center
headquarters in St. Louis, Missouri, as well as a growing network of
more than 100 remote employees across the Midwest. It was this
expansion in remote access, along with the need for a more
streamlined system of connecting these employees, that triggered
their search for a more advanced, budget-friendly Unified
Communications (UC) solution.

“The work of our remote representatives involves telephone
conversations and the recording of business transactions, so they
need more than a cell phone for this job," says FormFast systems
analyst Mark Ratliff. “In order to prevent our having to go into every
home we set up with our system, we were using these devices called
MCK telecommunications adapters. These modules convert analog
phone lines into digital signals that connect our remote operators to
the [system] in St. Louis. They often did not work correctly, and they
were overly sensitive. The slightest jiggling of a wire and the
employee could not connect, which presented us with many
challenges.’

Ratliff says he spent an extraordinary amount of time troubleshooting
problems over the phone and shipping and receiving the
non-working MCKs.

FormFast realized they could not grow with the limitations of their
existing phone system, so they began searching for a new solution.
For several months, they researched their options for a business
communications system that would meet their needs.

According to Matt Rygelski of PhoneWire in Fairview Heights, lllinois,
FormFast is a highly technical company with the resources and skills
to implement a customized solutions with the Asterisk open source
toolkit. At first glance, it made sense to replace their 15 year old
digital Nortel system with a custom Asterisk solution.

Ultimately, FormFast decided not to reinvent the wheel. While
Asterisk would have given them the features and capabilities they
needed, the process would be too time consuming.

“The truth is, we are heavily a tech company, and | was familiar with
Asterisk. But | am not a telephone guy,’ says Ratliff.

Once FormFast decided against building their own custom solution,
they began looking into proprietary systems.

“We had four companies come in and do presentations or bring in
demos,’ says Ratliff. “We started working with the Switchvox web
interface and saw our ability to customize things, to program the auto
attendant, IVR and Caller ID, reviewed all the mapping functions, and
realized the option of adding our own applet. Switchvox nailed the
decision for us”

100 Renfrew Drive, Suite 100, Markham ON L3R 9R6 Canada | +1(256) 428-6000 or 1(877) 344 4861 (toll free in N. America)

Sangoma.com © 2022, Sangoma Technologies Inc. Sangoma Technologies is a registered trademark of Sangoma Technologies Corporation.
Every effort has been made to ensure the accuracy of this document. However, Sangoma reserves the right to make changes without notice.

THE SOLUTION FROM SANGOMA

“Switchvox was built for a company just like ours — one that wants all
the features and functionality of an Asterisk-driven system but is
preconfigured and packaged at a bundled price, making it
significantly more affordable than any of the big box brands,’ says
Ratliff.

Cost and expandability were selling points of the Switchvox system.
“We didn't have a dollar figure for a budget, but Switchvox definitely
saved us money,’ he says. “The other systems were triple the cost of
Switchvox for the same features, and we really like the ability to
expand. We were tapped out with the existing setup, but we had 45
expansion slots at the top end with the Switchvox. At the time of the
switchover, we purchased 100 licenses. Since implementation, we
have added 25 more, and there have been no problems with
Switchvox keeping up with the growth!” Since then, FormFast has
doubled from 75 to 150 USB wireless headsets.

In addition to the main Switchvox server, FormFast was also able to
buy and preconfigure a cold spare for emergency backup and
redundancy. “If we were to lose our entire phone system, | could have
us back up and running within thirty minutes,’ Ratliff says.

THE RESULTS

FormFast especially enjoys the ease of setting up softphones
remotely, which is significantly easier than troubleshooting MCK
adapters. “We do not have to go into any of our employees’ homes at
all. Instead, we simply log into the Switchvox web-interface and from
there we can set up the user, set up voicemail to email, build our own
rules, etc’

It was also important for FormFast to be able to integrate with
Salesforce, their primary CRM software. “FormFast employees were
not anticipating the extent of the detailed information from Salesforce
that could be accessed through the Switchvox system, which is a
huge help to the representative while on the phone with a customer,’
says PhoneWire's Rygelski. “It was like night and day for them to be
able to read past notes and make notations on customer records. In
the past, everything was manual, done by hand, which included a lot
of human error. Now all the records are right there in front of the
representative, and the caller has no idea the calls are not coming
from an office or a call center”’

With the power of Switchvox, this medical software company now
has a call center call queue for technical support and complete
administrative call control of a dispersed team of employees.

THE PARTNER

PhoneWire is a telecommunications reseller that specializes in
business phone systems, helping organizations throughout the U.S.
with a network of local technicians.
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