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Protocol Global Solutions Case Study

State Department of Corrections reaps multiple benefits
through interface with Protocol Case Management System.
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Project Scope

Services performed for 36,000 cases utilizing a Web-based Case Management
application, IVR Telephone Reporting System and Data Entry Services.

Protocol provides 24 hour assistance to Department of Corrections personnel and
offenders utilizing 150 trained and background checked operators. Protocol
centralizes data for this Agency by allowing Parole Agents to dictate case contacts,
leave messages, and requests warrants to operators 24x7. This eliminates data
processing by Agents and provides real time case management information.
Protocol also interfaced an IVR telephone reporting system that allows offender to
do daily, weekly, and monthly check ins. The operators are available 24/7 to
decipher IVR exceptions, receive general calls from the offenders, and any
movement needed for electronic monitoring. All information received by the 24
hour facility is relayed real time to the Agents to include exceptions and messages
to name a few as well as any other data captured by the facility. Additional services
provided to the Department of Corrections by Protocol also include: Warrant
processing, Electronic Violation Reports, Filing of Arrest reports, Automated Day
Reporting Attendance Tracking — follow up provided for Non-Compliant Offenders,
and Track Registrant Information for Sex Offenders/Arsonists/Child Murders and
Offenders with Violent Crimes on Juvenile Victims.

System Approach

The implementation of our services for the Department of Corrections was part of
a multi-phase process. Protocol worked with the Agency to design and create an
outline for the software that would be used and IVR line options. In addition, there
was also a script created to determine how our live operators would handle any/all
call scenarios that were received. The next phase was the development of the
software and IVR line which was developed and met within the requested
timeframe. After development completion we ran through multiple tests of both
the software and IVR and sample phone calls to be sure we were ready to fully
launch the project. The final phase consisted of both Statewide Training of all
Agents and staff, as well as internal training of all operators at Protocol. Once
completed the roll-out on both sides was highly successful and completed within
all deadlines set.

Throughout the entire above listed process and for continued projects after the
roll-out, Protocol has a dedicated Account Manager that coordinates all efforts,
timelines, training and meetings. The Account Manager is sure to keep all parties,
including the Agency, IT Personnel, Protocol Operations, and any other
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designated party, up to date at all times and continually provides updated
versions of documents, timelines, and other necessary information. In
addition, the Account Manager will also develop training materials and
outlines to be utilized and referenced by any and all agencies involved with
the project. The Account Manger will also be available for travel to the
Agency to provide on-site training and to attend meetings as needed and/or
requested by the Agency.

Results and Benefits

For the Department of Corrections there was no charge for any development
or ongoing development of their Web-based system that Protocol developed
and continues to maintain. This has been a major benefit to the Agency to be
able to custom create a system that handles of their needs and continue
adding to it each year without budget concerns for programming and
programming time. All deadlines were met and have continued to be met for
each new project we continue to complete for this Agency.

Since starting service with Protocol, the Agency has been able to pull all of
their data into one centralized database. Agents are able to retrieve data
quickly that allows them to effectively manage their caseloads. Increased
productivity has been a noticeable benefit for their Agents and this has been
proven through the ability to manage larger caseloads and a higher percentage
of Agents meeting case standards set by Administrative staff prior to our
services. Protocol has also helped parole to decrease their response time to
serious incidents by having quicker escalation time from the 24 hour real
time escalation and documentation provided by our facility. Agents also have
the additional benefit of accessing the system at any time via PDA or cellular
laptop and also by calling into a live operator 24/7 for any assistance needed.

To discover how Protocol can add value to your customer
relationships, call 1-888-251-1854 or visit
www.ProtocolCorrections.com.
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