
OVERVIEW

Education
INDUSTRY

Regent University is a global, Christian University 
offering graduate and undergraduate programs 
online and on campus 

COMPANY PROFILE

To improve upon custom built workarounds, screen 
pop and future plans to become a blended 
multi-touchpoint contact center

GOALS

Integrating Microsoft and Avaya using Contact
Canvas for out-of-the-box functionality to support 
their growing contact center

SOLUTION

A reliable contact center, an approximate growth 
rate of 30 percent for over two years and simplified 
workloads on agents

BENEFITS

Growing University Needs
CTI to Support Increased

Call Volume & Move Towards 
a Truly Blended Contact Centert

Regent University + Contact Canvas
Regent University is a global, Christian University offering 
graduate and undergraduate programs both online and on 
campus. The university recently reached a milestone: reaching 
10,000 students enrolled. Their contact center is divided into five 
different departments: enrollment, advising, financial aid, business 
and IT helpdesk and employs approximately 380 agents. The 
agents primarily handle outbound calls, averaging roughly 40,000 
calls per week to leads who may be interested in more information 
about degree programs; however, they also receive a fair amount 
of inbound calls from students needing application assistance, 
technical support, etc..

As Regent University, experienced growth with enrollment, the 
organization needed a contact center that could support its 
increasing calls and leads. Management quickly noticed the 
workarounds they were using needed to be addressed and 
improved upon. 

The intricate process Regent was currently using to push call 
related activities into Microsoft Dynamics CRM was too complex. 
The process worked with a custom web service running on timers 
that involved querying the contacts, collecting data and then 
doing a separate push. The organization was looking for a simpler 
approach. 

The organization was also looking for screen pop. Although they 
could implement with their previous process, it would involve 
developing custom queries to match ANIs with their CRM: an 
overcomplicated approach. Lastly, the organization noted 
challenges presented by manual dialing including slow call 
handling time, inaccuracy, accidental 911 calls and forgetting 
leading access numbers. They began looking for soft phone 
functionality. 

 

CASE STUDY
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“Click to call functionality and the integration of notes/ 
call activities automatically pushed into Microsoft CRM 

are pretty valuable pieces that really simplify the work on 
the agent and automates, which reduces human error.”

Shawn Tiedemann
Director of Network Engineering, Regent University

Why AMC Technology?



The organization knew they had plans to become a blended 
multi-touchpoint contact center in the future and Shawn Tiedemann, 
Director of Network Engineering at Regent explained, “Having a CTI 
product that can adapt and change to our environment. With the 
business constantly changing and improving processes, we needed 
something we could implement, update and expand capabilities as 
needs change.”

Regent University implemented Microsoft Dynamics CRM and Contact 
Canvas simultaneously. Because Contact Canvas Agent for Microsoft 
Dynamics sits inside the CRM, the university was able to provide agents 
with a single application for their agents. In addition, Contact Canvas 
provided out-of-the-box functionality that would have otherwise been 
overly complicated for pushing call related activities into Microsoft 
Dynamics immediately. Providing screen pop by searching the ANI 
within CRM and displaying matched records with the phone number 
and dialing within the softphone made the user experience more 
intuitive. 

As Regent morphs into a true omni-channel blended contact center, 
utilizing inbound and outbound calls, email, webchat, SMS and text 
messaging, AMC’s Contact Canvas can provide omni-channel 
functionality to the university. 

Regent University has grown at an approximate 30 percent rate over the 
past two and a half years, which is significant because several other 
universities have seen decreases in enrollment and/or funding. 
Tiedeman believes this is attributed to the changes Regent has made in 
their recruiting process by transforming to a more sales-based 
methodology. By following this new approach, the university needed a 
more reliable system to handle loading purchased leads into CRM, 
aggressively contacting potential students and keeping better track of 
caller activities such as if the lead was contacted and what information 
they are seeking. Tiedemann shared, “Click to call functionality and the 
integration of notes/ call activities automatically pushed into Microsoft 
CRM are pretty valuable pieces that really simplify the work on the 
agent and automates, which reduces human error.”

“Having a CTI product that can 
adapt and change to our 

environment. With the 
business constantly changing 
and improving processes, we 
needed something we could 

implement, update and expand 
capabilities as needs change.”
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AMC TECHNOLOGY, LLC.

ABOUT AMC TECHNOLOGY
AMC Technology is a global leader in contact center and CRM 
integration with a vision for improving the customer experience 
through increased agent efficiency and personalization capabilities. 
Founded in 1995, AMC Technology leads the market in providing 
contact center integration expertise and best practices. AMC powers 
contact centers and customer interactions for companies around the 
globe through its certified platform – Contact Canvas™ and 
unparalleled expertise. AMC products are certified by technology 
partners and allows businesses to more effectively manage all types of 
customer relationships while delivering superior levels of customer 
service and improving productivity.
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Director of Network Engineering, 
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