
A provider of business-to-business and business-to-
consumer services, Bolder Calls has been delivering 
successful client acquisition and direct sales campaigns 
since 1992. Their team of customer contact professionals 
works with companies in the financial services, publishing, 
insurance, hardware and software, telecommunications, 
nonprofit, eCommerce and environmental consulting.

CHALLENGE
Bolder Calls was facing an interesting challenge with their legacy telephony 
systems, including onerous limits to concurrent calls. With a main focus on 
generating leads for customer companies, and a new identified revenue 
stream in warm transfers, Bolder Calls did not have the line capacity to support 
demand or to match staff availability. 

The cost to add additional hardware to support the current infrastructure 
was substantial. Telephony costs with the legacy platform were increasingly 
difficult to control and connect rates were only 60-70 percent. Metric reports 
also showed that answering machine detection was inaccurate; creating a 
significant need for an alternative solution that would improve efficiency and 
productivity.

OPPORTUNITY
LeGrand Bonnet, Director of Operations for Bolder Calls has a longstanding 
position in the industry and had examined alternate dialer options. In looking at 
a minimum of 10 different companies, he brought in the short list of providers, 
including Connect First, for technical demonstrations. One alternate solution 
could not be launched successfully within the Bolder Calls environment; others 
presented solutions with technology that offered little advantage. 

“We considered a number of strong competitors, but many lacked the newer 
technology I knew we had to have to meet our growing needs,” said Bonnet. 
“Connect First was the only contender with a proven platform that incorporated 
the newer technology that we believed could meet our demand. Plus, they 
didn’t have the history of outages that had tarnished the reputation of one 
contender. This helped to quickly place Connect First in the lead.” 
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Connect First provides you with the 
flexibility to handle multiple jobs at the 
same time, while maximizing your effort 
to reach the greatest number of people. 
There are not a lot of upfront costs, 
enabling a company to move to this 
solution as quickly as possible. And, 
given the very real and measurable 
benefits, I would recommend that move 
as soon as possible.

~ LeGrand Bonnet,
Director of Operations for Bolder Calls

Hosted Call Center Solutions



SOLUTION
To meet the need for a powerful solution that would allow for both flexibility 
and scalability, Bolder Calls selected the Connect First platform. Bonnet 
was impressed with the newer technology and the way the dialer could be 
customized according to the Bolder Calls environment. “The technology gains 
realized with the Connect First platform are significant and you truly cannot 
move fast enough to accommodate the benefits,” said Bonnet. 

Bolder Calls faced an interesting challenge with the implementation of the 
Connect First dialer. The technology was so new that the internal IT team 
needed help to learn the platform and streamline integration. While this step 
of the process was outsourced to a skilled provider, Bonnet refers to the 
experience as smooth and very positive. 

“We have been aggressively migrating over to the Connect First dialer, 
canceling our old T1s and moving over larger projects,” said Bonnet. 
“Customer service reps left on the old dialer during this process are frustrated 
as they see the performance their colleagues are able to achieve with the new 
dialer. They’re anxious to make the move.”

RESULTS
Bolder Calls enjoyed immediate benefits once the implementation of the 
Connect First dialer was complete. The company was able to instantly increase 
its connect rate and accurately identify answering machines. Plus, the 
Connect First dialer allowed agents to penetrate the lists more deeply, instantly 
generating more sales. And, the company is using fewer lines to connect more 
people, immediately generating a reduction in telephony costs. 

One large warm transfer project for a priority client had proved too challenging 
on their legacy platform to match the desired performance. Once migrated to 
the Connect First platform, Bolder Calls was instantly able to generate more 
leads with fewer hours invested and better customer service. Agents are able 
to fulfill their quotas as a higher performance level, and Bolder Calls is now 
enjoying a lower cost per minute for outbound calls. 

“We have definitely seen big improvements in our telecom costs,” said Bonnet. 
“And, we can now perform better with less. As a result, we’re getting more out 
of the current dialer, maximizing our investment and enjoying the immediate 
positive results.

RESULTS
> Deeper List Penetration
> More Leads Per Hour
> Lower Telecom Costs
> Greater Productivity
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Quick to deploy, full featured and fault tolerant, 

the Connect First platform is suited for inbound, 

outbound, and blended contact centers 

serving a range of industries including BPO, 

telemarketing, education, insurance, collections, 

and more. Geared for single or distributed 

contact centers in the 50 to 500 seat range, it 

offers advanced features found in on-premises 

systems costing millions of dollars, while at the 

same time delivering the flexible deployment 

options that only a SaaS offering can deliver.


