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Client
A mid-sized college in Georgia

Challenge
The college administrator contacted Voice 
Link of Columbus, Inc. because they were 
struggling to keep up with incoming calls 
from current and prospective students and 
their parents. In fact, the average wait time 
for callers was 45 minutes.

Solution
The team of receptionists at Voice Link answers all incoming calls, 
24 hours a day, 7 days a week.

• Each call is answered promptly by professionally-trained operators.

• Operators answer with the name of the college and act as an extension of the 
administrative staff, so callers aren’t even aware they’re speaking to someone 
off-campus.

• Operators have remote access to the college’s software system and can view a 
student’s records to inform the student what needs to be completed for admissions 
or graduation.

• Receptionists answer questions regarding financial aid, admissions, registrar, 
housing, and bursar.

• Any calls that need additional action or attention are forwarded to the appropriate 
college staff member for direct follow-up.

• Receptionists are trained to maintain FERPA (Family Educational Rights and 
Privacy Act) regulations.

• All calls are documented and recorded, and college administrators have access to 
them at any time.
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Results
For less than the cost of hiring another on-campus receptionist, this 
college now has several professionally trained answering service 
receptionists ready to greet each caller quickly, 24 hours a day. The 
average wait time for callers was reduced from 45 minutes to 11 
seconds. 

45 minute average hold time 11 seconds
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