
Challenge: Vibrant’s people-centric approach to business 
budded into a time of rapid growth for the organization. 
Vibrant needed a platform that could help them effectively 
allocate employee resources, so they could keep customer 
satisfaction high and still scale up without tacking on a frenzy 
of costs that would ultimately limit their growth.
 
Solutions: Vibrant trusted Sharpen to help them scale their 
business and shift to a newer, more people-centric way of 
banking. Video kiosks staffed with bankers from one, centralized 
location allows Vibrant to evenly split work among bankers, serving 
customers quicker and reducing the need for excess staff in certain 
branch locations.
 
Results: Vibrant saved nearly $1 million in full-time equivalent costs by 
reducing staff at branch locations and centralizing their bankers. They then 
redeployed those bankers to different areas of the business, helping them 
scale affordably from 8 to 16 locations, all while providing new career paths and 
an improved, more efficient customer experience.
 

Vibrant Saves $1 Million in FTE Costs using Sharpen
Vibrant Credit Union is an 80-year-old credit union dedicated to serving the community and impacting 
customers beyond just the way they bank. Supporting members in 16 branch locations (and counting), 
Vibrant helps community members secure auto loans, mortgages, and plan for personal and business 
investments.
 
Vibrant’s CEO, Matt McCombs, led a company-wide transformation to scale Vibrant and innovate 
the way their members bank while still keeping people at the heart of what they do. Vibrant’s 
leaders partnered with Sharpen, then scaled through a series of five mergers and the 
addition of eight new branch locations.  After replacing their cumbersome and 
expensive Cisco system with Sharpen’s nimble, cloud-native contact center 
platform, Vibrant saved nearly $1 million in FTE costs, scaled from 8 to 16 
branch locations, and reduced member wait times by 90 percent.
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Preparing to Scale and Innovate  

Before making the switch to Sharpen’s 
omni-channel platform, Vibrant partnered with 
Cisco for their contact center solution. But 
as Vibrant’s vision for the company changed, 
it was clear they needed new technology to 
back their unique path forward and allow for 
substantial growth.
 
The team thought about the tools they’d need 
to scale successfully. They realized that an 
expensive, pieced-together system wasn’t 
working for them. The lack of flexibility to change 
call routes in a pinch and move resources around 
put the burden of a cumbersome process on the 
shoulders of Vibrant’s tellers. And, that meant 
they weren’t in a position to give their members 
incredible service. Cisco’s platform was difficult 
to maintain, and it wasn’t agile enough to 
restructure as business needs changed. 
 
“Banking is going to change in the next decade. 
We’re an 80-year-old company that wants to 
make sure we’re not just around the next 80 
years, but we’re thriving over the next 80 years. 
If you look at the way the industry is shifting, and 
how consumer behavior is shifting, we know 
the world is going to change in the next 10 to 15 
years. How do we make sure that we’re relevant 
at that point?” said Vibrant’s CEO Matt McCombs.
 
And, Cisco’s platform didn’t have the advanced 
capabilities Vibrant needed to add value for 
their members. Looking through their data, 
they saw that nearly 70 percent of their calls 
could be answered by A.I. Vibrant wanted a 
newer-to-market technology, powered by A.I. 
and bots, to help agents eliminate inefficiencies.
 

“What we’ve looked at, from a technology 
standpoint, or from just a delivery standpoint, 
is ‘how do we leverage both a physical 
space, have people involved, and migrate to 
a digital world as well?’ So, everything we’re 
doing from a technology standpoint, or an 
interaction standpoint, is still people-centric. 
But we’re trying to leverage the efficiencies that 
technology gives us,” McCombs said.
 
Choosing Sharpen made sense because it 
gave Vibrant the ability to innovate and drive 
digital efficiency for their members and agents. 
With Vibrant’s aggressive goals for growth, they 
needed a simple, agent-first contact center 
platform without limitations in terms of scale. 
They needed a true omni-channel option that 
boasts nearly perfect voice quality and A.I. 
powered communications with no regional 
boundaries. And as a credit union, they needed 
the added safety net of keeping member data 
encrypted at rest and in transit.
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deploy them all at once 
to streamline what that 

process looks like

Using Sharpen to Handle Member Interactions with Ease

In 2016, McCombs lead the switch to virtual banking through video kiosks in Vibrant’s branch locations. 
They took the unique capabilities of Sharpen’s platform and customized it to improve the way their 
members bank.
 
With Sharpen’s cloud-native platform powering the video kiosks, all Vibrant’s bankers can work from one, 

centralized corporate office.
 

Work is split equally among all bankers, and incoming video calls are sent 
to the next available agent. Rather than having one hectic branch with 

overburdened agents and another slow branch with hours of downtime, 
their employees’ time is optimized.
 
“In most traditional banking models, I’d have to hire one or two 
individuals at every location and try to find a way to manage that. 
For us, if we want a 60 or 70 percent increase in our production, I 

can hire 10 individuals in one location and deploy them all at once to 
streamline what that process looks like,” said McCombs.

 
A streamlined process and centralized agents help provide a more consistent 

and memorable experience for customers, too.
 
“In a centralized model, we can hire a handful of people when we need them for scale, and we can train 
them in a consistent manner and delivery. And, we’re able to monitor and watch that delivery, so we can 
coach to that as we move forward,” McCombs said.
 
More than just adding consistency to the customer journey, Sharpen’s platform gives Vibrant the flexibility 
they need to pass tasks off to other branch staff, so they can maintain member SLAs and keep their wait 
times under the 60-second mark.
 
“We’ve used Sharpen to route overflow calls to branch staff,” said Vibrant’s Vice President of Customer 
Experience, Joanie Dean. “This has helped us maintain service levels during spikes in call volume. And 
because our branch locations often have opposite times when they’re busy and slow, we’re optimizing 
staff availability for even greater efficiencies.”
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The Continued Impact of a Platform that Can Scale
 
The Vibrant team quickly saw success in their 
efforts to revamp their member experience 
and sustainably scale their business. Their 
people-centric culture gave employees the 
energy to tackle five mergers, double their 
branch locations, and migrate to new technology.
 
“In 2017, we had five mergers in one year. Most 
organizations would have a really tough time 
taking on one and being able to migrate the 
technology to that. Being able to take on five is 
pretty remarkable. And that’s a reflection of the 
people that we’ve brought in and the culture we 
have in place to handle that.”
 
With the right team, an all-in growth mindset, 
and the Sharpen platform, Vibrant realized their 
unique vision by cutting costs, redeploying staff 
to new areas for added efficiency, and improving 
member services.
 
“We were able to go from, you know, 
25 bankers down to 14 bankers and handle 
the exact same volume with the same 
experience,” said McCombs.

 
“In banking and in most models, your people 
costs are your heavy costs. So, if you’re able 
to leverage efficiency and streamline how things 
are,  you’re talking on the banker side for us, 
almost a million-dollar savings. I mean just 
shy of a million dollars. I think $865,000 was 
the savings that we have in recognizing the 
same interaction volume. That’s a lot of loans,” 
added McCombs.
 
What’s even more important to driving Vibrant 
forward is the opportunity to use their incredible 
amount in savings to improve the lives of their 
members and expand their offerings.
 
“More importantly, it’s allowing us to reinvest. 
The goal of what we’re trying to do is constantly 
provide more value to our members, and give that 
back,” McCombs said. “So, any sort of income 
that we make, how do we inject that back into our 
members and add value back to them? So yeah, 
that near million dollars, it allows us to really 
fuel the business and grow and add value for 
our members every single day.”

About Sharpen Technologies
Sharpen has developed the agent-first contact center platform. Our proprietary Agent Experience Score (AXS) gives contact centers a way 
to measure and track performance and agent well-being. And, our cloud-native, omni-channel platform gives agents a single interface 
for communicating across any (and every) channel from anywhere in the world. Sharpen was founded in 2011 and is headquartered in 
Indianapolis, IN. Visit sharpencx.com or contact us at 855.249.3357.
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