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CXone Lets OES Achieve
Consistent Uptime and
Deliver Business Insights

Online Education Services’ (OES) was
looking for a world-class software
solution to support timely student
engagement and growth in online
enrolments. Transitioning to NICE CXone,
supported by the Optus network, let OES
achieve a greater level of availability,

as well as uncover valuable insights into
operations and streamline workforce
management to deliver exceptional
student experiences.
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CUSTOMER PROFILE

ABOUT OES is an online education enabler that provides a market-leading
range of tailored solutions for online learning, partnering with
universities, training institutes, and professional bodies worldwide.
OES was established in 2011 by SEEK Limited and Swinburne
University of Technology to give people a chance to change
their lives through online education. For over a decade, global
partnerships have been formed to develop and enable immersive
online, on-campus, and blended learning experiences and solutions.

INDUSTRY Education

WEBSITE https://oes.edu.au/

LOCATION Headquartered in Melbourne, Australia

SIZE 53 agents

GOALS Transition to cloud-based contact center solution

Achieve streamlined processes and simplified agent onboarding

PRODUCTS

FEATURES Contact center teams can more easily manage workflows

and shifts

More comprehensive insights into call volumes and trends



https://www.nice.com/products/digital-self-service/interactive-voice-response-ivr
https://www.nice.com/products/workforce-engagement/workforce-management/nice-iex-wfm/automate
https://www.nice.com/resources/nice-cxone-agent-salesforce
https://www.nice.com/products/workforce-engagement/call-recording/air-and-engage
https://www.nice.com/products/workforce-engagement/quality-management
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THE BEFORE

Improving contact center
operations

With a rapidly growing student cohort, OES needed

to transition to a more flexible solution that would

help support students throughout their studies. OES
also needed to migrate to a solution that delivered
more insights into operations and deliver more
comprehensive and accurate reports to university
partners to ensure service agreements were delivered.

DESIRE TO CHANGE
Modernizing the contact center

After using an existing contact center solution for
close to four years, OES recognized it needed a new
platform to meet its changing needs, including the
ability to source valuable insights from the platform
such as details on schedule adherence to report on
standard KPIs and metrics on a daily or weekly basis,
for example.

OES needed to transition to a cloud-based contact
center solution that would deliver the level of
redundancy and availability required and enable a
remote workforce to operate seamlessly. OES reached
out to its solution partner Optus, to help identify the
right CX solution that would meet the organization’s
needs today and into the future.

THE SOLUTION

Comprehensive analytics
support for greater insights
into student needs

After evaluating several potential solutions with the
support of its five-year relationship with Optus, OES
identified NICE CXone as the standout cloud-based
platform. One of the most appealing features of

the CXone Contact Center-as-a-Service (CCaaS)
platform was the comprehensive analytics tools it
offered as well as the strong workforce management
features. CXone makes it simpler for OES’s teams to
add and remove service experts without the need to
engage IT support directly.

After initially undertaking a trial offering with the solution,
which let OES test the system with 20 service experts, OES
validated its decision to implement the CXone platform.
This was achieved with the support of the NICE team

and Optus as the implementation partner. From an OES
perspective, both the IT and contact center teams were
engaged in the rollout, which highlighted the solution’s self-
service capabilities.

THE RESULTS

Reduced outages for
improved uptime

Since implementing NICE’s CXone CCaasS solution, OES

has significantly reduced outages and downtime. This has
helped OES to significantly improve overall availability for
its partners and their students. This proved essential during
the COVID-19 lockdowns in Australia when employees
pivoted to a remote work environment.

CXone’s general interface and user experience was a
significant improvement over OES’s incumbent platform.

It is now easier for OES’s teams to navigate and manage
workloads effectively. The intuitive design and layout also
allow OES’s contact center service experts more clearly see
who has picked up a call and track lost calls if they occur.

OES can also leverage CXone to deliver more customizable
and comprehensive reporting for both its team and
university partners. Since transitioning to CXone, OES

has significantly increased the level of customer insight

to benefit partners and executive teams. OES can now
report to partners on critical KPls and SLA metrics.

“CXone has significantly improved our capacity to report

on calls and agent activities,” says Christie Sutherland,
Manager Student Support. “Our legacy system was very
straightforward, providing little more than a basic table.
CXone shows an amazing dashboard that lets you see
what you want at a glance. We get so much value from it
that it’s easy to forget we didn’t have it before.”

OES has achieved greater visibility into compliance
metrics. OES can also dive deeper into interactions to
understand student enquiries, which helps team leaders to
support and coach service experts more effectively.

OES also leverages the CXone Workforce Management
(WFM) capability, which allows contact center leaders

to meet demand with the right people to resolve student
enquires first time. CXone WFM enables a highly flexible
workforce with easy processes to swap shifts without
involving managers, saving hours in administration time for
team leaders.
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THE FUTURE

Expanding business use

Since deploying the NICE platform, OES has rolled out CXone to four
contact center teams. While the primary focus for the contact center
has been the use of analytics and workforce management to help

streamline operations, OES is also embracing omnichannel capabilities.

While phone calls remain the most popular channel for both inbound
and outbound inquiries, CXone makes an omnichannel environment
possible for OES to build on contact center capabilities to support
future state.

“The key responsibility of our contact

center team is to take calls and
support students through the exciting
but daunting prospect of studying.
NICE CXone and Optus help us

to deliver on this responsibility to

our students in terms of customer
experience, as well as on our service
level agreements with our key
university partners.”

LEAH HOLMES
HEAD OF STUDENT OPERATIONS
ONLINE EDUCATION SERVICES (OES)

Z
Z

About NICE

With NICE (Nasdag: NICE), it’s never been easier for
organizations of all sizes around the globe to create
extraordinary customer experiences while meeting
key business metrics. Featuring the world’s #1 cloud
native customer experience platform, CXone, NICE
is a worldwide leader in Al-powered self-service and
agent-assisted CX software for the contact center—
and beyond. Over 25,000 organizations in more than
150 countries, including over 85 of the Fortune 100
companies, partner with NICE to transform—and
elevate—every customer interaction.

WWWw.nice.com

For the list of NICE trademarks,
visit http://www.nice.com/nice-trademarks


www.nice.com
http://www.nice.com/nice-trademarks

