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Teamwork and Communication Lead to 
Successful Transition to the Cloud 
LifeGift, the designated organ procurement organization for north, southeast, 

and west Texas, relies on its employees to navigate incoming calls and overall 

communication involved with organ procurement. Those employees rely heavily 

on the organization’s contact center solution to support communication. 

Nearing the end of their current contract and seeking additional features and 

functionality from its contact center, LifeGift made the decision to embrace the 

cloud. LifeGift’s move to a cloud contact center solution was rooted in the desire 

to re-imagine their system to better support their employees in their mission to 

save lives through organ procurement.

Overview

LifeGift is the designated organ 

procurement organization for north, 

southeast, and west Texas. They offer 

hope to thousands of people in Texas 

and beyond who need lifesaving  

organ and tissue transplants. 

Established in 1987, LifeGift now 

partners with more than 200 hospitals 

across 100+ counties.

At-a-Glance

• Implementation of a contact center 

environment

• Over 300 users, a 24/7 call center, 

and 3 locations

Service Provided: 

PureConnect to Genesys Cloud

Partner Technologies: 

Genesys Cloud

*Key Partner Technologies

After exploring a number of cloud 

contact center solutions and providers, 

LifeGift selected Genesys Cloud, with 

Avtex managing the implementation 

and providing support.

Avtex Guides LifeGift to the Cloud

Fueling Exceptional Customer Experiences
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Managing the Complexities of  
Cloud Implementation

Successful technology implementations are balanced on a 

well-built plan and sound methodology. The process  

involves communicating a comprehensive strategy and a 

clearly defined timeline. Switching a call center to the cloud 

 is no exception.

To help LifeGift overcome the challenges associated with 

the process, Avtex developed a comprehensive and detailed 

implementation plan. By working closely with the LifeGift 

team, Avtex was able to identify potential risks and hurdles, 

and create proactive solutions for overcoming them. The 

implementation plan accounted for all potential contingencies 

and addressed all aspects of the switchover, including user 

training and cross-platform integrations. 

Effective communication between Avtex and LifeGift helped 

move the project forward as planned. This collaborative 

approach helped the project avoid missteps and ensured the 

timely and effective completion of each step along the way. 

Overall the communication and teamwork helped the 

implementation process run smoothly and on schedule. The 

timely completion of the project proved fortuitous as LifeGift 

was able to complete the transition and immediately send 

Genesys Cloud has provided an instrumental tool during the pandemic, improving our 
capabilities and allowing us to transition seamlessly to a work-from-home environment. Avtex 

has supported us with everything we need to facilitate a successful and timely implementation. 

Michelle Gilbert – Director of Communications Center for Donations –  LifeGift

their entire company home to work remotely during the 

COVID-19 pandemic. Without the effective implementation 

of Genesys Cloud, LifeGift would have been forced to explore 

alternative options to respond to the crisis.  
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About Avtex
Avtex is a full-service Customer Experience (CX) consulting and solution provider focused on helping organizations create 

better experiences for their customers. With an unparalleled breadth of knowledge and experience, and partnerships with 

leading technology vendors like Microsoft and Genesys, we are uniquely suited to address any CX challenge.

 

Our portfolio of solutions and services supports our unique approach to Customer Experience, which includes two key phases, 

CX Transformation and CX Orchestration.

• Our CX Transformation solutions and services aid in the process of defining and improving CX. From Journey Mapping to 

CX Design Thinking, we provide the support you need to set the foundation for CX success. 

• Our CX Orchestration, solutions and services enable the realization of your CX strategy through people, processes and 

technology. From technology implementation to training, we ensure you have the capabilities to execute your CX strategy.

“Our choice of Genesys Cloud through Avtex 
was a critical decision that strengthened 
our ability to perform our mission 24/7/365. 
We must remain operational in any and all 
conditions to coordinate lifesaving organ 
and tissue donation and transplantation. 
This system provides reliability, confidence 
and flexibility that is integral for 
communications and ultimately for saving 
lives and timely implementation. 
Kevin Myer-President & Chief Executive Officer – LifeGift

The End Result
Avtex helped LifeGift execute its implementation process 

on time and without significant issues. The successful 

implementation left the team at LifeGift pleased with the 

seamless experience and surprised at Avtex team’s ability to 

exceed expectations.

Since the implementation, the team has enjoyed the benefits 

of working remotely, despite that experience being launched 

by the COVID-19 pandemic. The process was made  

simple through the tools and resources implemented to  

aid this process.

Genesys Cloud offers many benefits in addition to remote 

accessibility. One of the most impactful features Genesys 

Cloud offers for LifeGift is the capability for all employees 

to record their calls. These recordings are used for staying 

aligned with regulations and accurate reporting of all 

interactions and work with clients. There is also the added 

benefit of being able to store these recordings to be 

referred to whenever necessary, which helps LifeGift ensure 

compliance with regulations and quality goals. 


