
 
  
  

“This call may be monitored for quality assurance” is an expression that’s literally built into any 
automated phone system as part of the lexicon of customer service call centers. The ability to 
accurately record, store, search and access customer calls for training, issue resolution and regulatory 
reasons is paramount to any company or organization reliant on the provision of world-class customer 
service and support.  
 
Especially for financial institutions such as El Paso Area’s Teachers Federal Credit Union (TFCU). 
 
Established in 1936, TFCU currently has over 60,000 members and 10 locations throughout El Paso. In 
keeping up with the times and technology, the credit union needed an inbound/outbound call 
recording solution that could be easily integrated and was compatible with its existing NEC phone 
system when the decision was made to migrate from NEC’s digital station recording to ISDN-PRI 
recording across its multi-site enterprise.  
 
 
 
 
 
 
Working with TeleComp, a specialist in hosted cloud phone systems and contact centers, they were 
able to utilize the same CXM Call Recording and Quality Monitoring solution that has served TFCU’s 
needs for the last 14 years. 
 
“CXM has been and continues to be a very user-friendly software that our employees feel comfortable 
using,” explained Herrera.  “With TeleComp migrating us from digital to ISDN-PRI recording, any NEC 
phone or teleworker call can now be recorded and searched through a familiar user interface that’s 
easy to learn and use.” 
 
One upgrade to the CXM solution TeleComp recommended was the addition of CXM Agent 
Performance Evaluation and Coaching. With it, said Herrera, call center supervisors are now able to 
replace the previously time-consuming manual process of scoring agent calls. 
 

TeleComp CXM Call 
Recording Solution 
Stands the Test of 
Time with TFCU 

 

“We didn’t have to look far to find one.”  
– Humberto Herrera, TFCU Systems Administrator. 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

“Now, they can focus more time on coaching and training their 
agents with CXM scoring reports that let them know how 
agents are trending over time on evaluation-coaching and 
training skill sets. The CXM solution also helps us maximize our 
KPI goals by using its features, functionality and software 
modules.” 
 
The proprietary CXM product was recently added to 
TeleComp’s cutting-edge enterprise technology solutions when 
it acquired the platform’s provider, Co-nexus Communications, 
earlier this year. 
 
“Co-nexus’ history of providing superior customer service and 
offering the best technology solutions aligns perfectly with our 
mission,” said TeleComp’s Bryan Braesicke, Key Accounts and 
CXM Specialist. “TFCU has been a CXM Recording and Quality 
Monitoring customer for over 14 years, so that says a lot. 
We’re happy to continue to meet and exceed their 
expectations.” 
 
Herrera agrees. 
 
“TeleComp’s CXM support and sales teams have been very 
responsive, reachable and willing to go the extra mile for us to 
help us serve our customers. What more could you ask for?” 
 
 
 
 

ABOUT TFCU-El Paso  

Established in 1936, El Paso Area’s 
Teachers Federal Credit Union 
(TFCU) began as a credit union that 
provided the area’s teachers and their 
families with quality financial 
products and services. 

Today, TFCU has expanded their 
charter to everyone in El Paso 
County! With over 60,000 members 
and over $833 million in assets—
TFCU continues to be one of the best 
financial institutions in the Wet Texas 
region. 

With TFCU you won’t need another 
financial institution. 

 

About TeleComp 
 
TeleComp was founded in 2003 and has offices in Arkansas, Oklahoma, and Texas.  It serves private businesses, 
public and private schools, higher education, healthcare providers, and nonprofits across the United 
States.   TeleComp specializes in Hosted Cloud phone systems and contact centers utilizing its proprietary cloud 
platform, TeleCloud.  Additionally, as a Tier 3 Phone and Internet Carrier, TeleComp delivers dedicated fiber internet 
through its fiber network and wholesale agreement with AT&T.  TeleComp is a Platinum partner with Mitel and a 
Platinum Elite partner with the AT&T Partner Exchange program.  TeleComp recently received the Healthcare 
Partner of the Year award for the Americas from Mitel. For more information, go to www.telecomp.com.  
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