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Introduction 
As today’s consumers change how they do their banking, financial institutions need to evolve 

the branch environment to address these changes. This can include deciding where branches 

should be located, how to manage employees, and how employee roles should change as a 

result. To continue to be successful and relevant, financial institutions need solutions to help 

them enhance their engagement with customers, increase the sales of products and services, 

and provide a high-quality experience for ongoing customer satisfaction and retention. 

Compounding this is the fact that organizations have to serve more sophisticated and educated 

customers looking for immediate gratification on multiple channels, which requires a flexible 

pool of employees with different skills. With resource (people) expenses accounting for a 

significant portion of an organization’s operating costs, it is crucial to optimize the scheduling 

and management of every skilled resource. 

It is a complex problem that requires a powerful workforce management (WFM) solution with 

superior forecasting and scheduling features to balance the business’s needs with individual 

employee performance and their requirements. At the same time, it has to be flexible enough to 

accommodate different work environments, regulations, and policies, yet be easy to use by all 

users. 

Branch Market Challenges 
As customer visits to branches continue to decrease, and challenging economic conditions put additional 

stress on the cost to operate a successful branch network, banks are turning to technology to help them 

drive sales, ensure service quality and customer satisfaction, while also lowering costs and retaining staff. 

The top four challenges facing financial institutions today include: 

 Increase branch sales – In order to offset the high operating costs of the branch channel, 

financial institutions need sales effectiveness tools and other ways to improve their sales 

revenue.  

 Enhance the customer experience – The most frequent reason customers leave their bank is 

due to poor customer service. Many organizations today understand the importance of 

continuously monitoring customer interactions, assessing their quality, and making ongoing 

improvements to satisfy and retain their customers.  

 Improve productivity and efficiency/reduce operational expenses – With a more accurate 

forecast and plan, branch networks can automate staff scheduling to reduce both over and 

understaffing, and model best practice processes to ensure efficiency and productivity. Your 

organization can use scorecards to measure, motivate, and drive preferred employee behaviors. 

 Manage and reduce compliance risks – Although banking regulations and compliance 

requirements vary around the world, financial institutions can benefit from tools to help them 

monitor, record, and respond to employee activities to maintain compliance.  
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Verint® Branch Workforce ManagementTM Advantages 
Verint Branch Workforce Management helps today’s branches address their day-to-day 
challenges 

Balancing workload, staffing, and other resources across different functional areas can be critical for 

delivering effective customer service. Doing it well requires systems that actively collect data about the 

channels, the work, and employee performance. Analyzing and acting on that data is the key to success, 

enabling continuous improvement in cross-departmental workload, staffing, and outcomes. 

Verint has many years of experience helping organizations balance their workforce and workload to 

optimize customer engagement. We offer Verint Branch Workforce Management (WFM), a web-based 

solution for planning, forecasting, and scheduling work and managing resources as well as business and 

operational processes. 

Verint Branch WFM provides unified applications designed specifically to help organizations gain visibility 

into—and more effectively manage—the work they perform, the activities of people who perform it, and 

the processes used to accomplish it. The solution offers a single view into all employees, including their 

respective skills, proficiencies, rank, and availability to handle workload. By leveraging this information, 

you can quickly align your workforce with your workload and deliver a more consistent customer 

experience. 

Enterprise-Wide 
Verint Branch WFM is the only solution that has the depth and breadth of features in a single software 

solution necessary to manage branch operations. It is specifically designed to help organizations gain 

enterprise-wide visibility into—and more effectively manage—the work they perform, the activities of 

people who perform it, and the processes used to accomplish it across all customer touch points and 

communications channels, including in-person interactions, inbound and outbound phone, email, chat, 

and social media.  

Web-Enabled 
Verint Branch WFM is web-enabled, including the scheduling module, dashboards, and reports. The 

sleek browser-based user interface for all roles “democratizes” workforce management. The intuitive web 

user interface (UI) makes Verint Branch WFM one of the easiest to use despite its sophisticated breadth 

and depth of capabilities.  

Superior Adherence Management 
Adherence to schedules is essential for achieving your staffing and productivity goals. Verint Branch 

WFM provides unparalleled adherence management capabilities when fueled by Desktop Process and 

Analytics from Verint. A single screen shows employee schedules and adherence based on desktop 

activities. Powerful exception management capabilities reduce the effort required for this daily chore while 

maintaining the sanctity of schedules and shrinkage measurement. With the workflow to drill to 

interactions, supervisors can quickly answer two questions: “What is the employee doing?” and “Why?” 

Individual employee views—called “My Adherence”—allow employees to see and self-manage their 

adherence.  
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Long-Term Planning 
The Strategic Planning module enables managers to create high-level workload and capacity planning 

models for branch operations. Models can factor in average cycle times, employee skills, and the cost 

and availability of resources throughout the enterprise to calculate headcount requirements.  

Unified with Verint® Branch Workforce OptimizationTM 
Verint Branch WFM is unified and interoperable out-of-the-box with the rest of the Verint Branch 

Workforce Optimization (WFO) solution. Verint Branch WFO is a strategic solution for increasing 

customer satisfaction and loyalty, enhancing products and services, reducing costs, and driving revenue. 

With Verint Branch WFO, your company can gain a deeper understanding of performance, operations, 

and customers in its retail branch or store network, and then use this intelligence to make informed 

decisions. 

Verint’s Branch Workforce Optimization solution offers an unprecedented level of visibility into customer 

service processes, customer intelligence, workforce scheduling, productivity, and performance, helping 

you: 

 Forecast demand and staffing requirements to meet each branch location’s service-level goals. 

 Automate and streamline scheduling to deploy the right number of staff with the right skills, based 

on availability and past schedule patterns. 

 Evaluate the impact of internal and external variables on staffing requirements and budgets using 

powerful “what if” functionality. 

 Deliver customer and productivity information to regional and branch managers. 

 Measure employee performance consistently using key performance indicators (KPIs) and role-

appropriate scorecards. 

 Deliver individualized and best-practice training to the employee desktop, even across multiple 

sites. 

 Automate time-off requests using an online system for requests and approvals. 

 Establish a long-term resource plan that supports your customer service and revenue objectives. 
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Verint Branch Workforce Management Features and Benefits 
Verint Branch WFM supports planning and managing branch employees across different roles like teller, 

sales associate, universal banker, and branch manager—and takes into account the specific needs of 

each branch location from its physical attributes (like ATMs, drive-up windows, and safe deposit boxes) to 

the services provided (bilingual customer service, check cashing, and so on). Management has the 

flexibility to apply activity-based scheduling to guide employees on the specific tasks and functions they 

should be performing throughout the day to help ensure that activities for revenue generation aren’t 

ignored in favor of counter transactions that could be performed at self-service kiosks, for example: 

 Forecast demand and staffing requirements to meet each branch location’s individual service-

level goals. 

 Automate scheduling, deploying the right number of staff with the right skills at the right times. 

 Evaluate the impact of internal and external factors on staffing requirements and budgets using 

powerful “what if” functionality. 

 Measure employee performance consistently using key performance indicators (KPIs) and 

scorecards. 

 Develop a long-term resource plan that supports your customer service and revenue objectives. 

 

Workforce Management Process 



 

Page 5 

Organization Set-Up and Employee Management 
Verint Branch WFM shares employee administration and management with the rest of the Verint Branch 

WFO suite, providing a single, convenient point of administration, thereby lowering the ongoing effort of 

employee administration. It allows users to manage information about the employees: where they work 

(location), with whom they work (groups), and when they work (hours of operation). This gives managers 

and supervisors maximum visibility into the inner workings of their operations across various activities and 

branches.  

Users can define an organizational hierarchy with as many organizations and levels in the hierarchy as 

they wish. Organizing resources into groups that represent how operations are managed (by branch, 

manager, etc.) makes targeting a select group of employees much faster and easier, and simplifies 

reporting. 

This functionality provides role- and scope-based access rights, with the ability to specifically define 

discrete privileges to ensure alignment with responsibilities and limit any other access. Several single 

sign-on (SSO) options are available, as well as audit trails with customer-configurable storage limits. 

A comprehensive notification framework supports email and pop-up messages to employees, 

supervisors, and other employees, with configurable alert rules based on numerous standard options. 

Forecasting 
Branch Forecasting takes into account work areas and different employee positions as well as customer-

facing and non-customer-facing activities. Factoring in each branch’s unique transaction mix while 

maintaining the desired level of customer service across all branches enables a bank to deliver a 

consistent experience regardless of location (unless, of course, you want to set different service level 

standard by segment or geography). The Forecasting module can also consider branch characteristics or 

attributes like regional demographics, physical branch layout, and revenue potential to further refine the 

results. 

Managers can automate scheduling for their branches, or this can be done centrally for the branch 

network. Available employee resources are scheduled for work in a given branch based on their skills and 

the forecasted transaction volume for each time interval during the week. Daily schedules can be easily 

adjusted in response to unplanned absences due to illness or other unanticipated changes to the branch 

volume. 

Features include: 

 Historical data used for forecasting includes transaction type – tracked, untracked, customer 

facing and non-customer facing and volume and handle time per transaction. 

 Forecasting methodology that considers day of week, week of month, and month of year. 

 Ability to adjust the volume forecast based upon business plans or environmental factors prior to 

calculation of resource requirements. 

 Ability to allow for absorption of a portion of non-customer facing work during customer facing 

time. 

 Forecast resources to meet a target service level, such as 85% served within 5 minutes, which 

can be set both by position and by day of the week. 

 ‘What if?” strategic planning scenarios to determine the optimum part time/full time staff mix plan 

and FTE for each branch. 
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Branch Forecasting is configured with the following parameters: 

 The maximum amount of time a customer waits before they are considered dissatisfied. 

 The percent satisfied is the minimum percentage of customers served within the wait time (default 

settings). 

 The different types of transactions that are processed by the bank branch. 

 The different types of positions that are employed at the bank branch. 

 The open hours of the bank branch. 

 Unique attributes of each branch (i.e. demographic characteristics, market characteristics, etc.). 

There are three main types of forecasts that Branch Forecasting can generate: 

 Volume Forecast (i.e. Transaction Forecast). 

 Forecast Resources. 

 Staff Mix Plan. 

Scheduling and Work Rules 
Using forecasted demand by time of day and day of week across the branch network, Verint Branch 

Workforce Management (WFM) schedules employees to help meet customer service level goals, helping 

to balance the need for a quality customer experience with operational expense. 

Advanced auto-scheduling capabilities within the solution can give organizations greater control over 

scheduling while providing the ability to manage work rules centrally, helping ensure compliance with 

state laws and bank policies. Branch managers can further streamline and manage the scheduling 

process and easily manage assignment rules for fair schedule distribution and rotations for their branch 

employees. Activity-based scheduling offers managers the ability to direct employees not only on their 

daily shifts, but also more specifically on when they should be focusing on sales-related and non-

customer facing (NCF) activities during each day. 

New configuration options can be managed by your branch operations team, no longer requiring 

assistance from Verint support or professional services. 

Expanded options for schedule distribution include publishing controls, and email and pop-up alerts to 

employees. Individuals can also view their schedules in a browser or via the mobile app (when 

implemented by the organization). 

Self-service capabilities provide employees with the ability to submit requests to change or trade shifts, or 

take time off. Employees can also make or view these requests on their mobile phones, as well as access 

their schedules and review their performance via scorecards. 

Organizations can also capture data on employee-level productivity as well as schedule adherence. 

A single scheduling platform for branch, back office, and contact centers enables organizations to share 

resources across the enterprise and also can provide a lower total cost of ownership (TCO) through 

shared administration and standardized training. 
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Work Patterns 

Work patterns consist of the shifts that can be assigned to an employee and can include rules 

determining the days of the week the shifts can be scheduled, the number of consecutive days the shifts 

will be scheduled, and whether the shifts must start at the same time. 

Work Patterns enable users to easily create potential schedules by putting shifts together and then 

applying special rules to them. Users can define these rules very tightly or make them general and allow 

the scheduling engine to determine the optimum schedule. Using Work Patterns, users define the 

combinations of shifts that employees can work, on what days they can be assigned, and which days 

should be off, and then attach the patterns to different employees. Work patterns can be used to give the 

system choices of full-time schedules, part-time schedules, or choices of four 10-hour shifts or five 8-hour 

shifts. 

Scheduler Set-Up and Calendar 

The Calendar screen gives Schedulers detailed 15-minute interval views and control into schedules.  

They can easily “paint” and, with “drag and drop” ease, add activities and make changes such as adding 

meetings, moving breaks, marking employees absent, copying schedules from one week to another, and 

scheduling eLearning. They can immediately see the effect on key operational metrics in the form of 

statistical ribbons on the top of the screen. Editing schedules is easy with “fish-eye” views (shown below) 

of a particular day, while still displaying it in the context of the days around it. 

 

Verint Branch WFM Calendar 

Activity-Based Scheduling 

Activity-based scheduling offers managers the ability to direct employees not only on their daily shifts, but 

also more specifically on when they should be focusing on sales-related and non-customer facing (NCF) 

activities during each day. For example, employees can make outbound customer calls, or take 

appointments based on their proficiencies instead of waiting for customers to come into the branch. 
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The skill and proficiency-based scheduling capability of Verint Branch WFM can help improve customer 

service by building schedules that reflect each individual employee’s proficiency level for a particular skill. 

It is unlike other WFM solutions that typically consider employees belonging to a group having the level of 

skill and assigning a group skill factor. 

Time Banking 
Time Banking is a set of features that is extremely important for customers in Continental Europe 

(Germany, France, Scandinavia, etc.) and parts of Asia-Pacific. Customers in North America are also 

adopting similar practices although they do not call it by that name. It allows for better modeling of 

government-mandated labor laws and enables better scheduling and planning of vacation, overtime, 

hiring, and training over longer time periods.     

Time Banking is the concept of annualized hours. Employees have contracts to work a set number of 

annual hours. They can work a varying number of hours per week depending on workload, but within 

maximum and minimum hour constraints. They work more hours during busy periods and fewer hours 

during slow periods. Employees bank hours when they work more than the normal amount of time, and 

detract from the bank when they work less than the normal number of hours. Total number of hours 

employees work remains the same as if they had worked a fixed number of hours each week. 

Employee Self-Service – Request Management 
Employee self-service brings workforce management to the employee desktop, allowing employees to 

directly participate in their workforce management process. Employees are empowered to access critical 

schedule information—day on/off and start time preferences or negotiate and request changes for 

Overtime (OT)/Voluntary Time Off (VTO). 

Self-service has benefits for employees as well as for supervisors and managers. By involving employees 

up front in the scheduling process, it is much easier for them to understand and accept the changes that 

may be recommended by the WFM software.   

Verint Branch WFM automates a number of routine administrative processes, freeing up time for 

supervisors and managers to spend one-on-one coaching time with employees, which is critical for 

improving employee productivity and performance. 

Unified Employee Portal and Schedule Viewing 

In one quick glance, employees can get a summary of their schedules for the week and the status of their 

schedules, including any changes and status of time off and vacation requests. Available for individuals 

and groups, Schedule Viewing provides employees with on-demand access to critical scheduling and 

time off information. Schedulers can update, publish, and communicate schedule changes with a push of 

a button. Viewing of group schedules requires privileges that are set by the administrator. 

Employee Preferences 

Verint Branch WFM includes employee preference and self-service functionality tools to improve 

scheduling flexibility and employee satisfaction. 

Benefits include: 

 Reduces the administrative burden from supervisors and managers by no longer requiring them 

to manually maintain employee preferences.  

 Involves employees up front in the scheduling process so that they more easily embrace change. 
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Employees can enter their preferences directly into the system, indicate first, second, and third 

preferences for each day of the week, preferred day off, overtime, and voluntary time off selections, and if 

start time of day or time off is more important. This applies for organizations that are using seniority or 

rank as part of their scheduling practices. The scheduling algorithm can balance these considerations and 

come up with a schedule that optimizes operations and employee requirements. 

Time Off Manager 

Time Off Manager (TOM) has turned the complex, time-consuming, and burdensome process of 

managing time off requests into a clean, clear, and easy-to-administer online system. By implementing a 

fully customizable and configurable TOM system, an organization can cut down on the administrative time 

it takes to manage a manual process or an antiquated system. It also helps improve employee 

satisfaction. 

Employee Features: TOM enables employees to view vacation availability, submit, withdraw, and track 

requests for vacation days and partial days off from their desktop and receive real-time conflict and 

request status information. Employees can request time off down to 15-minute increments. They can also 

get their request onto a time off waitlist if their request cannot be approved because other employees 

have filled up the time off allotment for that period at the time of submission. 

Once a time off event is approved, an employee can withdraw the request. If this creates an open slot, 

TOM will look to a “waitlist” of employees who requested this time, but for whom there were no available 

slots at the time they made the request. Time off waitlist and withdrawal capabilities increase employee 

satisfaction and also help increase supervisor productivity by providing employees with more self-service 

capability for routine administrative tasks. 

Management Features: The TOM function enables managers to manage all time off requests from one 

online repository; set up and manage time off accrual rules; set up allocation pools or groups; and 

configure TOM to auto-process incoming vacation requests according to customizable filing rules and 

conflict/validation checks. 

Time Off Accrual: Time off accrual refers to the process wherein, as time passes, an employee 

accumulates additional time off hours for vacation, sick days, etc. Verint time off accrual features 

complement payroll systems or can be used as a standalone system. It is useful for validating and auto-

processing time off requests. The benefits include reduced managerial overhead in processing time off 

requests as well as improved employee satisfaction and productivity. The time off accrual features allow 

for detailed and flexible modeling of rules associated with how employees accrue vacation.  

Features include the ability to:  

 Set start time of accrual for each organization – hire date or specific date. 

 Set accrual day of month and week. 

 Define accrual schedule for each activity – daily, weekly, semi-monthly, monthly, and yearly. 

 Define accrual policy – allot all hours on start date, allot prorated hours on start date, earn all 

hours on next accrual schedule, and earn prorated hours on next accrual schedule. 

 Calculate employee accrued hours for future dates. 

 Import accrual balance information from payroll systems and set accrual parameters. Information 

such as Maximum Carry Over, Accrual Rate, Hours per Day/Week, and Update Date can be 

imported and managed. 
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Alerts 
A comprehensive set of configurable Alerts come with Verint Branch WFM. The Alerts can be configured 

to monitor deviations from plan of several operational metrics and events and then notify one or more 

identified individuals via Screen Pop-Ups and/or via e-mail or messages sent to their pagers. Available 

alerts include: 

 Schedule change – Alerts sent to employees to notify them of changes to their schedules. 

 Request change status – Alerts sent to employees when there is a change in the status of their 

requests. 

 Out of adherence – Alerts sent to supervisors when employees are outside the tolerance limits 

set for schedule adherence.  

 Schedule Activity Reminder – Alerts sent to employees to notify them of upcoming events (for 

example, an eLearning event). 

 System alerts are available to notify schedulers and managers of system failures. 

Screen Pop-Ups and “On-Demand” Messaging 

Screen pop-up alerts retain all the configurability available for email alerts. Screen pop-up alerts do not 

require the user to be logged into their email systems or logged into the Verint WFO solution to be notified 

of events, activities, schedule changes, or other metrics that have deviated from plan or forecast. Screen 

pop-up alerts can be of three types: Normal, Confidential, and Urgent. 

In addition to the alert rule-based screen pop-ups, the notification system can also be used to send pop-

up messages on demand (for example, when a supervisor wants to quickly communicate a message to 

the entire employee population.) The screen pop-up notification and messaging system is common 

across the Verint WFO solution set and is another example of how our unified solution can provide 

immediate benefits to the customer. 
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Reports 
Organizations depend on having access to key performance data across their branches to make effective 

decisions. Reports and dashboards containing data on productivity, service levels, sales activities, and 

other metrics can be compared to established goals, providing management with actionable information. 

A variety of staffing reports are available, including an employee schedule by week report that is ideal for 

distribution within the branch: 

  

Report: Employee Schedule by Week 
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WFM Dashboards can be customized by role and for each level within the organization to provide 

information for managing individual, branch, and regional performance; identifying potential areas of 

improvement; and determining where corrective actions are needed. The drag-and-drop user interface 

makes it easy to create and configure each dashboard.  

Features include: 

 Drag-and-drop UI to create and configure dashboards. 

 Advanced sharing options allow central control or local flexibility. 

 Numerous standard widgets, or add any custom report. 

 

Custom Dashboard 
Note: Scorecards are sold separately and can be added to your Branch WFM solution. 

 

Advanced sharing options allow financial institutions to control dashboards centrally. 

Reporting functionality is built on the Microsoft® SSRS platform and includes numerous standard reports 

on branch forecaster, scheduling, performance management, and more. Users can develop ad hoc and 

custom reports, with the option to add Verint Scorecards and Desktop and Process Analytics to expand 

these analytic capabilities. 

Audit Trail View 
With a solution that provides so much functionality and automation based on rules and configuration, it’s 

important to provide Branch WFM Administrators with an audit trail that details the changes made to the 

WFM system. Administrators are primarily concerned with changes made to the schedule and employee 

attributes, although some are also concerned about things like organizational and administrative set up 

changes, role or permission changes, modifications to the forecast, publishing history, etc. Users can 
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select a filter, a date/time range, and the area where they want to see the change history. The areas that 

can be selected for audit are: 

 Schedule Changes. 

 Employee Changes. 

 Publication History. 

 Security Audit (platform), Login, Bad Password. 

Strategic Planning 
Verint Strategic Planning is a long-term planning module. It achieves a level of visibility into the future that 

is otherwise not possible with traditional forecasting and scheduling solutions or with sophisticated 

spreadsheet analysis. Strategic Planning lets users evaluate long-term scenarios related to:     

 Resource/Capacity Planning – getting a handle on specific resources and skills required. 

 Budget Planning – assessing the cost of service delivery.   

Verint Strategic Planning matches resources with projected customer demand and corporate objectives 

and lets managers easily develop different scenarios to determine the optimum tradeoffs among costs 

and staffing constraints. 

Verint Strategic Planning takes organizations out of day-to-day crisis mode. It provides a long-term 

strategic resource planning application for branches and operations that helps answer questions on 

budgeting, and capacity planning to prevent downstream crises and stay ahead of their competition. 

Executives and managers can plan for the long term and then use data from the desired scenario to 

derive detailed daily and weekly forecasts and schedules. Using Strategic Planning, organizations can 

quickly find the answer to questions such as: 

 How many employees do I need at a specific branch location? 

 What is the full time, part time employee mix based upon organization targets? 

 How many FTEs, by branch and by work area, are needed to cover time off? 

Strategic Planning Report Examples 

The Staff Mix Comparison report shows information for budgeted, actual, and recommended Full Time 

Employees (FTEs) by branch. 

 

Strategic Planning: Staff Mix Comparison 
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The Staff Mix Detail report allows you to see FTE by workgroup, position, and type; daily, weekly, monthly 

or quarterly; by branch. 

 

Strategic Planning: Staff Mix Detail 
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Branch Workforce Management Technology 
The Verint Customer Engagement Optimization platform provides an open, standards-based framework 

so that customers can rapidly take advantage of not only the Verint applications, but also use them 

interconnected with existing systems or applications from other vendors. Verint’s solutions are integrated 

and unified with unique pre-defined business process workflows that provide actionable intelligence for 

faster and better decision making. 

Unified Platform 
Verint Branch WFM resides on and leverages the strong user administration, security and other services 

of the Verint Customer Engagement Optimization platform. It features several pre-defined business 

process workflows with other Verint products such as Recording, Quality Management, Performance 

Management, and Desktop and Process Analytics. Users can leverage these workflows in the user 

interface for faster access to new pieces of information that facilitate better decision making. 

 

Verint Customer Engagement Optimization Platform 

Verint Branch Workforce Optimization 
Verint Branch WFM is unified and interoperable out-of-the-box with the rest of Verint Branch Workforce 

Optimization (WFO). For even greater visibility and management of your branch operations, other Verint 

solutions (sold separately) can be added to your Branch WFM solution, including Branch Audio 

Recording, Speech Analytics, Desktop and Process Analytics, Performance Management, Quality 

Management, eLearning, and Coaching. This patent-protected suite helps organizations capture and 
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analyze customer interactions, improve internal processes and workforce performance, uncover business 

trends and competitive advantages, and discover the root causes of customer and employee behavior. 

Branch Audio Recording 

Verint® Branch Audio RecordingTM is a scalable, robust recording solution that can capture face-to-

face interactions between employees and customers at distributed business locations, helping your 

organization ensure quality and regulatory compliance while avoiding costly fines and protecting its 

reputation with consumers. Verint Branch Audio Recording can help you ensure that employees in branch 

and remote offices comply with regulations and policies while offering deeper insight into how effectively 

they handle sales opportunities and other interactions with customers. It can also provide you with a 

convenient way to verify in-person conversations in the event of a dispute or misunderstanding. 

 

Branch Audio Recording – Capture, Store, Retain, Retrieve 

Speech Analytics 

Verint® Speech AnalyticsTM provides advanced functionality that can automatically surface intelligence 

from thousands—even millions—of recorded calls, so you can take action quickly. This next-generation 

analytics solution can reveal the intelligence essential for pinpointing cost drivers, trends, and 

opportunities; identifying strengths and weaknesses with your processes and products; and 

understanding how your customers perceive your offerings. Right out of the box, Verint Speech Analytics 

can provide sophisticated conversational analytics to automatically identify, group, and organize the 

words and phrases spoken during calls into themes, helping to reveal rising trends and areas of 

opportunity or concern. Going beyond merely isolating words used repeatedly during a specific time 
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period, Verint’s conversational analytics can identify and group words that are different, but contextually 

related to a particular topic, such as relating overage, minutes of usage, and late charges to “fees.” 

 

Speech Analytics Recording and Interaction View 

Quality Management 

With Verint® Quality ManagementTM, you can evaluate all of the attributes of a customer interaction, 

including voice conversations and associated screen data, email, Web chat sessions, and more—right 

from a single screen. The solution’s interaction player provides personalized access to speaker-separated 

audio waveforms, speech analytics categories, emotions, keywords, interaction tags, annotations, screen 

recording, applications used by employees, and employee profile information. 

Desktop and Process Analytics 

Verint® Branch Desktop and Process AnalyticsTM software can transparently track how employees 

navigate and use different applications, screens, and processes while providing desktop guidance and 

automation to help them work more efficiently. This powerful solution can help you better understand staff 

utilization, productivity, and performance, and use this visibility to reduce costs and deliver a more 

pleasing, consistent customer experience. 
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DPA Timeline Report 

 

Leverage your DPA solution further and help enrich your Branch Recording data by understanding 

information captured on the desktops of employees involved in recorded face-to-face or phone 

interactions with customers. 

Performance Management 

Verint® Performance ManagementTM can capture and aggregate data across multiple systems while 

providing a single, standardized framework for efficiently tracking, managing, and improving individual, 

team, and organizational performance. The solution provides Scorecards, Coaching, and eLearning 

capabilities that can work together, as well as optional Verint® Gamification, helping your organization 

implement a continuous process for performance management across the areas of the business that 

impact the customer experience.  

With Verint Performance Management, you can gain insight into what employees are doing, how 

effectively they’re performing, and where they excel or need to sharpen their skills. The solution can even 

trigger coaching and training sessions to help them do so. 

Scorecards 

Verint® ScorecardsTM display employee key performance indicators (KPIs) in role-appropriate 

scorecards, giving employees daily and intraday visibility into objective, data-driven assessments of their 

performance and empowering them to self-correct behaviors. You can choose from an extensive set of 

predefined KPIs or create your own to reflect specific organizational goals. Unique business process 

workflows can enable managers to drill down into specific KPIs to understand the reasons behind 

employee scores. 
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Scorecard Report 

Coaching 

Verint® Coaching TM is a powerful solution that provides out-of-the-box workflow for scheduling, 

delivering, and tracking coaching that’s integrated with individual quality monitoring evaluation scores and 

key performance indicators (KPIs). By tying coaching together with scorecards and training, and making 

this information available right on the desktop, Verint Coaching can help your organization provide 

employees with better guidance on how to develop and enhance their skills. 

eLearning 

Verint® eLearningTM can make training available directly on the employee desktop. Supervisors can 

assign courses and other training content to individuals or groups manually based on their own 

observations about employee strengths and weaknesses. Training can be triggered automatically by 

scorecard results and quality monitoring performance evaluations. Employees can even assign lessons to 

themselves proactively to improve their skills. Content can be delivered directly to the employee desktop 

at the most opportune time, to help minimize impact on service levels. 
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Summary 
As customer visits to branches continue to decrease, and challenging economic conditions put additional 

stress on the cost to operate a successful branch network, organizations are turning to technology to help 

them drive sales, ensure service quality and customer satisfaction while lowering costs and retaining 

staff.  

Is your branch network producing the highest levels of sales results and efficiency? Does your branch 

staff provide your customers with a high-quality customer experience each time they enter your doors? 

Do you have the software tools you need to help maintain compliance with all the latest regulations and 

requirements? 

Verint Branch WFM takes a comprehensive approach that uniquely balances and optimizes cost 

savings, employee satisfaction and productivity, and customer satisfaction to meet the specific 

business needs of each organization. It leverages the individual talents and preferences of each 

employee, uniquely ensures that their skills and proficiencies are aligned with business objectives and 

customer needs, and helps produce optimal schedules.  

The result is having the right employees with the right skills available to serve customers at the right time 

in the branch and across every channel. The payback is more efficient schedules with reduced staffing 

hours, reduced need for overtime, identification of time-off opportunities, reduction in shrinkage, and work 

schedules that better fit your employees’ desired schedules. It automates routine administrative tasks, 

freeing up time for critical performance-enhancing activities, like one-on-one coaching. 

Learn More 
Additional resources: 

 Customer Success Story Video 

 Blogs – Branch Operations; Financial Services 

 Infographic: Moving Beyond Cost Reduction and Self-Service 

 Verint Website – Branch Workforce Management 

 Awards – Top 25 Enterprise Ranking in IDC Financial Insights FinTech Rankings 2015 

Contact Verint today to learn more about how these solutions can help you optimize your branch network 

performance. 

  

https://www.youtube.com/watch?v=0gB1tgtn0vA
http://blog.verint.com/topic/branch-office-operations
http://blog.verint.com/topic/retail-financial-services
http://blog.verint.com/branch-infographic-moving-beyond-cost-reduction-and-self-service
http://www.verint.com/solutions/customer-engagement-optimization/enterprise-workforce-optimization/workforce-optimization-solutions/branch-operations/workforce-management-for-retail-financial-services/
http://www.idc.com/downloads/IDC_Financial_Insights_FinTech_Rankings-2015.pdf
http://www.verint.com/about/contact/index
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Benefit from World Class Consultants 
Verint offers a range of Professional Services to help you get the most from your investment, including 

Business Advisory Services, Implementation and Enablement Services, and Application Managed 

Services. Regardless of the services you select, you can be confident that our experienced teams offer 

practical knowledge and are committed to your success. 

Our experts can help you accelerate adoption and maximize the benefits of your Verint solutions to 

achieve your goals for decreasing cost, improving process efficiency, and customer and employee 

satisfaction. 

Business Advisory Services 

Business Advisory Services are packaged services focused on the strategic and tactical implementation 

of high performing Customer Experience, Digital Transformation, Quality Management, and Performance 

Optimization. 

Implementation and Enablement Services 

Implementation and Enablement Services ensure the proper configuration of technology to meet business 

needs and maximize benefits. 

Application Managed Services 

Application Managed Services optimize your software and technology investments with experienced 

professionals adept at managing the technical operations of your Verint solutions deployed either on-

premises or in the Verint Cloud, and business and application expertise in applying Verint solutions to 

achieve specific business outcomes. 

Verint. Powering Actionable Intelligence®.  
Verint® is a global leader in Actionable Intelligence® solutions for customer engagement, security 

intelligence, and fraud, risk, and compliance. Today, more than 10,000 organizations in over 180 

countries use Verint solutions to improve enterprise performance and make the world a safer place. 


