










•
POST PROCESS REVIEW

SUCCESS STORY 

A large, multi-line insurer wanted to increase the efficiency, frequency and prioritization of quality 

reviews in its Individual Annuities line of business. Each of the multiple functions within the group 

had its own disparate processes and tools. 

The insurer implemented Verint® Quality Managemenr for 6,000 employees conducting both 

phone and off-phone/back-office processing work. By establishing a standardized process and 

tool, the insurer achieved a number of benefits. 

> SPEED

Decrease the amount of time quality analysts spent collecting and reviewing transactions.

> EFFICIENCY

Increase the number and types of transactions reviewed.

> INSIGHT

Tie transactions together to view quality by process, customer, risk-type, dollar value, or product.
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PROVIDING CONTEXTUAL KNOWLEDGE 

Back-office transactions are heavily dependent on knowledgeable, skilled employees. Providing real-time 

guidance and contextual documentation throughout the process can 

• Eliminate lost time searching knowledge bases and document repositories or seeking out peer advice.

• Increase employee efficiency and accuracy

• Reduce errors that lead to poor customer satisfaction and compliance.
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•
IN-PROCESS

SUCCESS STORY 

A leading financial services provider sought to increase member satisfaction in its insurance busi­

nesses. Because of multiple legacy systems, employees had to either copy/paste or retype data 

from their member information system into the various product systems used for their insurance 

lines. By automating the population of key data from one system to the next, the organization 

was able to 

> REDUCE ERRORS

> INCREASE PROCESSING SPEED

> IMPROVE MEMBER SATISFACTION

A large, specialized technical services outsourcer was experiencing inconsistent customer ser­

vice by time of day and location. By providing real-time, pop-up contextual scripts and process 

flow reminders, the company was able to improve the consistency of employee behavior and 

messaging on service calls. 
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UNIFYING SOLUTIONS 

To create a continuous improvement loop requires unified solution platform, integrating quality, coaching, 

elearning, performance management scorecards, desktop analytics, knowledge management, customer feed­

back and more. The ability to pull in and share data in a standardized framework across the enterprise helps 

create a trusted, single source of truth for quality and performance data 

Once information is housed together, organizations can more readily identify trends, areas of risk, and opportuni­

ties for continual improvement. 
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INCORPORATING CUSTOMER 

FEEDBACK 

Capturing customer feedback on back-office processing quality and timeliness through surveys and advanced 

speech and text analytics is not enough. Organizations need a means of translating the feedback into action and 

monitoring resulting changes to determine the impact of those changes on customer engagement and the 

bottom line. 
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INVOLVING THE ENTIRE ENTERPRISE 

Capturing customer feedback on back-office processing quality and timeliness through surveys and advanced 

speech and text analytics is not enough. Organizations need a means of translating the feedback into action and 

monitoring resulting changes to determine the impact of those changes on customer engagement and the 

bottom line. 
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Verint® Enterprise Workforce Optimization
™ 

is a unified platform of solutions that provide 

unprecedented visibility into your operations, helping you: 

• Capture and analyze customer interactions

• Improve workforce performance

• Streamline processes and ensure quality and regulatory compliance

• Enhance customer engagement and retention.

POST-PROCESS IN PROCESS 
CONTINUOUS QUALITY 

IMPROVEMENT 

http://www.verint.com/solutions/customer-engagement-optimization/enterprise-workforce-optimization/










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

telligence, and fraud, risk, and compliance Today, more than 10,000 organizations in over 180 countries use 

Verint solutions to make more informed, effective, and timely decisions Learn more at wwwverintcom 

Americas 

a info@verint.com 

\_. 1-800-4VERINT

Europe, Middle East & Africa 

a info.emea@verint.com 

\_. +44(0) 1932 839500

Asia Pacific 

a info.apac@verint.com 

\_. +(852) 2797 56 78
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