
Your credit union’s call center is critical to member satisfaction. Ensuring members 
have an exemplary, positive, memorable service experience is essential to fostering 
their credit union relationship and to your institution’s success.

Providing remarkable member service requires continued investment, improvement, 
and innovation. Contact Center Advanced is the cost-effective, flexible solution that 

will help build loyalty and exceed member expectations.

HOW IT WORKS

In the competitive financial services market, providing high-touch, exceptional services 
is a key differentiator. Contact Center Advanced uses the latest tools and technology 
to deliver responsive, intuitive service to members. 

Contact Center Advanced fields calls such as fraud notifications, lost/stolen reporting, 
activation requests, and mobile wallet authentication, all of which are handled by 
seasoned member service professionals. The credit union can also use Contact Center 
Advanced as an option for after hours or 24/7 support, call overflow, or disaster 
recovery purposes.

As a comprehensive solution, Contact Center Advanced uses a natural language 
interactive voice response system (IVR), along with advanced authentication to 
streamline workflow. 

Full-Featured Solution

With credit unions of varying member size, asset size, and field of membership, the 
Contact Center Advanced bundle is flexible to meet varying needs. It includes event 
and complaint tracking, performance and authentication reporting, and post-call 

synergentcorp.com

C O N TA C T  C E N T E R  A D VA N C E D

RIGHT TIME. RIGHT PLACE. RIGHT SOLUTION.

 PROGRAMMING

 TECHNOLOGY

 MARKETING

PAYMENTS

The Contact Center 
Advanced bundle is 
a high-quality, cost-
effective, scalable 
solution that enables 
credit unions to provide 
member-first service 
experiences.

•	Provide responsive, 
intuitive service to 
members

•	Access cost effective 
support after-hours or 
24/7/365

•	Minimize fraud

•	Foster member loyalty

BEHAVIOR

REPUTATION

KNOWLEDGE

IDENTITY
VERIFICATION

REAL-TIME DECISIONING
IN THE IVR

FOR MORE  
INFORMATION

800.341.0180

Payments 

ARM@synergentcorp.com



synergentcorp.com RIGHT TIME. RIGHT PLACE. RIGHT SOLUTION.

surveys. It also provides additional features, such as configurable IVR authentication, 
support for additional call types, follow-up reporting, and cardholder notifications.

WHAT’S INCLUDED:

KEY BENEFITS

•	 Elevate your credit union brand with simple, exemplary service

•	 Meet cardholder needs and exceed expectations

•	 Minimize fraud losses through enhanced security and authentication

•	 Foster loyalty and increase retention through personal interactions

•	 Reduce overhead expenses

•	 Provide cost effective after-hours or 24/7/365 support

•	 Agilely adapt to ever-changing call volume

LEARN MORE

Contact Center is available to all Synergent Fiserv EFT credit unions. For additional 
information on implementing Contact Center at your credit union, please contact your 

Account Relationship Manager, or email ARM@synergentcorp.com. 

47% of consumers will 

stop doing business with 

a company if they have a 

negative contact center 

experience?* 

*Source: Wakefield Research Survey

Contact Center Advanced Features  

•	 Dedicated Toll-Free Number

•	 Step Up Authentication

•	 Enhanced Authentication with 

Identify Verification

•	 Intelligent Call Routing

•	 Call Tracking via eNotes in  

Card Management

•	 Call Listening Sessions  

(additional fee)

•	 Supported Primarily By Onshore 

Footprint

•	 IVR Transaction Inquiry

•	 Advance Bundle Reporting Package

•	 Client Level Expanded 

Performance 

•	 Client Level Post Call Survey 

•	 Client Level Authentication 

•	 Client Level Identity Verification

 

Included Call Types

•	 Basic Call Types

•	 Lost/Stolen

•	 Activation  

•	 Fraud Notifications

•	 PIN Select

•	 Yellow Path Authentication 

•	 Expanded Call Types 

•	 CardValet

•	 Transaction Risk Override

•	 PIN Counter Resets

•	 Limit Adjustments

•	 Digital Wallet Tokenization

•	 Travel Exceptions

•	 Card Production Inquiries

•	 Damaged Card Replacement 

•	 General Inquiries

•	 3D Secure
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