
Customer Engagement Optimization
A guide to solutions from Verint®



As consumer expectations continue to grow, customer 
centricity throughout the organization is becoming 
increasingly critical to achieving business success.

Understanding your customers and making it easier 
for them to interact is key to a successful customer 
engagement strategy.

Seriously smart organizations are poised  
for competitive advantage. Are you? 

Nearly 90% of consumers say  
good service makes them feel more 
positive about brands.

Customer-Centricity: The Rules of Engagement, 2015. 
Research carried out by Opinium on behalf of  
Verint® Systems Inc. and in partnership with Ovum.



What is Customer Engagement Optimization?

It’s about anticipating your customers’ needs, 
analyzing customer interactions and feedback,  
and delivering products and services effectively.

Verint® customer engagement optimization solutions are  
designed to address these challenges. Our customer analytics, 
engagement management, and workforce optimization solutions  
can help your organization know, empower, and connect with 
customers and employees, so they can deliver better outcomes  
with less effort.  

Discover how our solutions can help you increase customer  
loyalty and engagement, enhance revenue, and better manage  
your operational costs and risks.
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Customer Analytics 
Your customers’ behavior, interactions, and feedback 
provide great insight into how to improve customer 
experience and processes. 

Our portfolio of customer analytics solutions can help you capture 
customer interactions, feedback, and journeys across multiple channels, 
analyze and interpret them in the context of business objectives, and 
respond more effectively to customer, business, and market demands.

The multichannel customer and employee insights our solutions 
provide can identify good and bad customer journeys, so you can 
capitalize on your strengths and shore up your weaknesses.
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Engagement Analytics
Get a comprehensive view of your customer journeys through 
multichannel data capture and cross-platform analytics. Correlate 
customer interactions, behaviors, and journeys across touchpoints  
to map and predict outcomes.

Speech Analytics
Extract valuable information from millions of customer calls to reveal 
insights, issues, opportunities, and rising trends.

Text Analytics
Analyze structured and unstructured text to offer insight into your 
customers’ sentiments, behaviors, trends, and brand-related issues.

Enterprise Feedback Management
Gather, analyze, and act on feedback using a multichannel survey platform 
to help enhance products, improve loyalty, and increase revenue.

Identity Authentication and Fraud Detection 
Help reduce fraud and average handle time by screening live calls with 
voice biometrics. Detect known customer voices to authenticate faster, 
and known fraudster voices to help reduce attacks and identity theft.
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Engagement Management 

Your customers want quick answers, easy 
interactions, and instant access to information  
and issue resolution.

Our solutions can help you deliver consistent, contextual, and 
personalized experiences that count, no matter which channels your 
customers use to engage.

New, powerful, and agile tools and methods can help you and your 
organization handle the increasingly complex demands of your 
customers, omnichannel sales and service, and changing business 
and industry requirements.
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Employee Desktop
Provide your employees with customer context in real time and  
instant access to the applications and tools needed to deliver  
better customer service in every interaction.

Knowledge Management 
Make it easy to get the right answers, for both your employees  
on the desktop and for your customers through self-service.

Case Management 
Handle cases adeptly from beginning to end with automated  
processes and visual workflows.

Email, Chat, and Co-Browse
Deliver rapid email management, online chat services, and the ability  
to share screens with your customers to help improve resolution time. 

Social Engagement and Communities 
Monitor your brand through social forums and engage with customers  
in their preferred networks and your own branded community.

Self-Service
Enable your customers to get support and answers via web, mobile, and 
IVR whenever and wherever they want.
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Workforce Optimization
Your organization needs instant visibility,  
real-time guidance, and access to the support and  
training required to meet your customers’ demands.

Our suite of solutions can provide you with visibility into the 
people, processes, and work across multiple functional areas of 
your organization, helping you understand what’s happening in your 
business – and why – and take timely action.

We can help you deliver smarter engagement with coaching, training, 
and real-time guidance across the interaction channels and areas of 
your business that impact the customer experience.

8



Workforce Management
Forecast your staffing requirements, schedule resources, and align 
employee skills and work across the organization to proactively meet 
and manage service goals.

Recording
Capture, archive, and replay voice and screen interactions for  
compliance, liability protection, and quality enhancement.

Quality Management
Evaluate large volumes of interactions to gain customer intelligence  
and deliver targeted coaching and training to employees.

Analytics-Driven Quality
Use the power of speech analytics to surface trends so you can focus  
your quality management efforts in the most impactful areas.

Performance Management
Provide insight into employee performance and productivity. 
Deliver targeted individual or group learning and coaching.  
Drive employee engagement and feedback frequency with gamification.

Desktop and Process Analytics
Get visibility into process efficiency and employee desktop  
activities across different applications, systems, and processes.
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Smarter Customer Engagement

Find out more:
www.verint.com/customer-engagement

Verint Customer Engagement Optimization solutions 
bring together Customer Analytics, Engagement 
Management, and Workforce Optimization to  
produce unique opportunities for creating:

Smart Moments: Understand why customers are  
contacting you and anticipate their needs.

Smart Workforce: Educate employees based on  
customers’ needs and intelligently schedule and  
train them to address those requirements.

Engaged Workforce: Provide the right tools to  
accomplish the tasks that increase customer and  
employee satisfaction through effortless engagement.
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30%
decreased workload in 
operations by reducing 
repeat billing calls  

100%  
ROI in the  
first year 

$1.7 m
in savings in the  
first three months

$3 m 
savings in first year due 
to improved average call 
handling time and scheduling

Increase customer loyalty and engagement, 
enhance revenue, reduce operational costs,  
and risks.

The figures and percentages on this page are examples 
of ROI from a cross-section of Verint customers.

34% increase in customer 
satisfaction scores 



About Verint® Systems

Verint® is a global leader in Actionable Intelligence® solutions with a focus on customer engagement optimization, 
security intelligence, and fraud, risk and compliance. Today, more than 10,000 organizations in 180 countries –
including over 80 percent of the Fortune 100 – count on Verint solutions to make more informed, effective, and 
timely decisions.

Verint Fast Facts

Dynamic Global Presence
• Headquartered in Melville, NY, with offices worldwide
• Powered by approximately 5,000 dedicated professionals and a global partner network

Blue-Chip Customers
• Large, diversified customer base
• More than 10,000 organizations in 180 countries
• Over 80 percent of the Fortune 100

Financially Strong and Positioned for Growth
• Over $1 billion US in revenue*
• Highly diversified, customer-centric business
• VRNT on the NASDAQ Stock Market

Committed to Innovation and Excellence
• More than 700 patents and applications worldwide
• Ongoing investments in research and development, as well as organic and acquisition growth
• Company and joint customer honors for excellence, best in satisfaction and innovation 

Unauthorized use, duplication, or modification of this document in whole or in part without the written consent of Verint Systems Inc. is strictly prohibited. By providing this document,  
Verint Systems Inc. is not making any representations regarding the correctness or completeness of its contents and reserves the right to alter this document at any time without notice.  
Features listed in this document are subject to change. Not all functionality is available in all configurations. Please contact Verint for current product features and specifications. All marks referenced 
herein with the ® or TM symbol are registered trademarks or trademarks of Verint Systems Inc. or its subsidiaries. All rights reserved. All other marks are trademarks of their respective owners.  
© 2016 Verint Systems Inc. All Rights Reserved Worldwide. 

 verint.com  twitter.com/verint

 facebook.com/verint  blog.verint.com

info@verint.com
Americas: +1-631-962-9600
EMEA: +44(0)1932 839500
APAC: +(852) 2797 5678

* For the year ended January 31, 2016. Financial information is non-GAAP and excludes certain non-cash and non-recurring items.


