
While other financial services firms are cutting back on support, Albridge 
Solutions’ Client Services & Support is raising its investment to deliver world-
class support to clients. Our dedicated team of Client Service Professionals 
have over 200 combined years of financial services experience, enabling them 
to respond properly and promptly to issues affecting clients. 

Our People Know Your Business

With CFPs and CFAs staffing our Client Services & Support teams, our 
clients benefit from receiving assistance from experts knowledgeable in the 
financial services industry. The team’s focus on delivering service excellence 
and continuous improvement resulted in a “Center of Excellence” designation 
from Purdue University’s Center for Customer-Driven Quality™ (CCDQ) and 
BenchmarkPortal. Awarded in 2006, the honor recognizes the Albridge Client 
Services & Support team as one of the most efficient measured.

Proven Processes to Deliver Superior Service

Albridge is a member of the American Society for Quality and follows their best 
practices for efficiency and service. Our implementation of standard operating 
procedures has enabled us to develop proven processes with checks and 
balances throughout the service request lifecycle. Whether via our Level 1 
Support that supports advisors directly or 
our Level 2 Support that works with the 
client’s internal support team supporting 
their advisors, our clients benefit from our 
exclusive eService Center, which allows 
clients to submit and track service requests 
with real-time status.

Technology at the Core

Albridge employs several technology tools 
to provide the foundation for a world class 
service team that now services over 160 
different financial institutions representing 
over 75,000 financial advisors.  Listed 
below are some of the technology 
applications that have enabled us to 
accommodate substantial scalability and 
provide the highest level of client service. 

Call Routing
Albridge employs Avaya Switch/ ACD technology, which enables calls to 
be routed to the proper area of client services and announces the name of 
the financial institution contacting Albridge. This allows Albridge to act as a 
seamless extension of our clients.  It also permits calls to be prioritized, and 
delivers skill-based routing and real-time reporting.

Albridge Client Services

KEY BENEFITS

2009 Winner for Best Contact 
Center (Small) and Best 
Technology Innovation at the 
ContactCenterWorld.com Top 
Ranking Performers Awards

2008 Winner of Best in Class 
Call Center (under 50 agents) at 
the IQPC Call Center Excellence 
Awards

Center of Excellence Designation 
From Purdue University

Over 200 Combined Years of 
Financial Services Industry 
Experience

Certified Financial Planners and 
certified Financial Analysts Staff 
the Albridge Call Center

Six Sigma Focus to Ensure the 
Highest Quality Service

Client Satisfaction Surveys 
Automatically Generated After a 
Service Request is Completed

ContactCenterWorld.com 2009 
Best Contact Center and Best 
Technology Innovation

Measured against top contact 
centers in North and South 
America, Albridge recently captured 
the ContactCenterWorld.com 
2009 Top Ranking Performers 
Award for Best Contact Center 
(Small), making it the second 
consecutive year that Albridge has 
been named best contact center 
in an international competition.  
Albridge also took home the Best 
Technology Innovation award for 
the application and use of the 
Albridge e-Service Center. 
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Service Requests
Siebel CRM technology allows Albridge to manage all contacts and workflows 
between internal departments and external partners in an easier, automated 
fashion. We are also able to generate automatic email notifications when certain 
actions take place.  

Client/Vendor Portal
A sub-set of clients and partners can now enter service requests directly into 
our award winning Siebel eService Center and track real-time status.  This 
replaces the need to first contact us via phone or email.  Almost 45% of all 
service requests year-to-date have entered our system through this portal, up 
from 25% three years ago.  

Online Knowledgebase
Albridge’s Online Knowledgebase allows Client Service Professionals to use 
online search capabilities to find standard operating procedures as they are 
handling contacts.  It also allows them to search and view training materials, 
release notes and workflows in a much more efficient manner.  Maintenance 
of these materials are controlled in one place, eliminating the need for manual 
updates and documentation audits.

Web Self-Services
The Web Self-Services feature enables clients to correct certain issues 
themselves through our site. Those implemented to-date have reduced contact 
center volume for related issues by 10%.

Automated Call and Screen Recording
The Wygant automated call and screen recording technology allows more 
effective and efficient call monitoring and feedback sessions through automated 
call recording and screen playback.

Contact Satisfaction Survey
The contact survey is integrated within Siebel and is automatically generated 
real-time whenever a call, email or service request is completed.  Logic 
prevents surveys from being sent to those who have opted out or completed 
a survey in the past 60 days.  Results of completed surveys are automatically 
stored in Siebel and linked at the Contact level.  Response rates are 
approximately 15%, which has provided us with excellent feedback for 
improvement and employee recognition.

Voice-Over IP
Voice -Over IP technology at Albridge allows calls to be transferred to remote 
locations for disaster recovery.  It also allows reps to work from home, if 
needed, at full capacity.

For More Information

Albridge Solutions
877-252-9963
info@albridge.com
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