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BUSINESS NEED

¢ To drive improvements in customer experience
and retention, while reducing time required to
meet quality compliance requirement

NICE SOLUTIONS

¢ NICE Desktop Automation

ON THE NICE SOLUTION

“We saw this project as an ‘All Win’
project for all parties involved - that
being the associate, the caller and
our business. The Associate wins
because stress inreduced. The caller
wins because we are able to provide
the information they need quickly.
Nationwide wins - we can handle
calls quicker and more accurately,
thus reducing operational expense
and increasing our asset retention
efforts.”

Aaron Arsenault

Business Technology Solutions
Manager, Nationwide Financial

Nationwide
Financial

With more than $161 billion in statutory assets and approximately 36,000 employ-

ees, Nationwide is one of the largest insurance and financial companies in the world.
Nationwide Financial® (NYSE: NFS) is a leading provider of annuities, life insurance, retire-
ment plans, and other financial services for individuals and institutional clients, with 16
millions policies in force today.

Nationwide’s customer service center interacts with customers in a variety of situations,
including inquiries, sales calls, claims and more. The many different policies, options,
technologies and systems, and the sheer number of customers, means that customer
service representatives (CSRs) must utilize different kinds of data from multiple sources
at various critical points in each call. Their decisions ensure that each call is handled
and routed properly - not an easy task, with the call center agents handling more than
129,000 calls per month from consumers and brokers.



THE CHALLENGE

Nationwide was not always able to consistently
and accurately provide a comfortable
experience of “customer intimacy.” Because of
the volume and complexity of the information a
CSR has to access, remember and use, the
company had to depend on individual heroics and
knowledge to provide the experience its
customers wanted and deserved. Nationwide
wanted to provide CSRs with the information
they need precisely when they need it, in order to
tailor each call to the cus-tomer’s needs, build
customer retention and gen-erate new revenue.
It was critical for Nationwide to understand who
is calling, when and why to use this information to
build and manage relationships. The unified
desk-top used by the agents provided a
framework that allowed multiple applications to
share informa-tion; and a knowledge
management tool gave an easily searchable
source of key information. But Nationwide
needed a way to push information to CSRs for
real-time assistance.

The CSRs have many decisions to make during a
call; the rules and criteria that guide these
deci-sions change frequently, as the business
changes. According to Aaron Arsenault,
Nationwide’s Manager of Business Technology
Solutions, “The stress (for associates) in a
contact center is not typically volume related,
but rather, itis a con-cern for knowing the right
answer, especially if too much information has to
be memorized.” Last but not least, Nationwide
wanted a friendly, non-intrusive interface and
functionality that CSRs would be eager to adopt.
The initial project was dedicated to these highest
priority needs: improve processes for retaining
customers; push relevant data to the CSR at
appropriate points in the call; and collect
interaction data for later analysis.

THE SOLUTION

CSRs have to address each situation quickly and
thoroughly. NICE Desktop Automation provides
context-specific information immediately, and
takes real time decisions responding directly to
the needs of the CSR and the customer. For
instance, when a customer calls to close an
account, the CSRs are advised to collect all the
information that an as-set retention specialist
will need in order to help the customer. In
addition, it is crucial to route the call accurately
to the right specialist, based on customer profile.
This decision is automated by the solution’s
decision engine, and the result is then being
present-ed to CSRs.

The software provides CSRs with valuable
informa-tion precisely when it's needed during
the customer interaction. Meanwhile, it builds a
dynamic profile of the current interaction by
accessing the latest data from underlying
applications, then interprets the data and applies
business rules to send instructions to CSRs. For
example, NICE Desktop Automation
automatically identifies calls from investment
firms treated in a specialized way and presents
callouts to CSRs with specific instructions
personalized for the caller at the right point
during the call.

In order to monitor and analyze its effectiveness,
the software detects, collects and stores
informa-tion, including actions taken by the
CSRs, on-screen selections, and the account
information associ-ated with these actions. The
solution also provides a comprehensive reporting
engine that interprets the data, creating visual
reports for business analysts and management.
NICE used its tested and proven methodology in
or-der to take the project through scope, design,
devel-opment, testing, deployment and results
measure-ment in only 10 weeks. With the
powerful Automation Studio, Nationwide applied
business rules, actions and real-time callouts. As
the business changes in the future, trained
business users within Nationwide can maintain
rules and logic, and deploy changes quickly and
without the help of IT specialists.

THE RESULTS

The intelligent process optimization provided by
NICE helped Nationwide improve its customer
experience and exceed its goals for asset
reten-tion, while improving efficiency and making
the experience easier for CSRs and more positive
for Nationwide’s customers. As a result of
imple-menting the software, the asset retention
process was simplified, while valuable call
information was captured for valuable reporting.
The system was tested in a controlled
environ-ment to understand the real impact on
business results and to prevent issues during and
after de-ployment. CSRs were separated into a
pilot group and a control group, and their
performance was compared.

A key factor in asset retention is precision of
in-formation captured during the call and used in
routine decisions. During the pilot, the pilot group
was 22 percent more accurate in routing asset
retention cases than the control group, hitting the
90 percent precision level. The pilot group also
achieved a 13 percent improvement in precision
as compared to previous months, while the
con-trol group’s precision decreased 4 percent,
for a difference of 17 percent (170 percent of the
de-fined success threshold).

When CSRs were polled about NICE Desktop
Automation, the key findings included:

» 87.5 percent felt that it is a useful solution

* 79.2 percent agreed that it provided useful,
up-to-date information

* 76 percent stated that it helped improve the
CSR conservation.

About NICE RPA

NICE has been setting industry-wide standards
in Robotic Process Automation domain for over
20 years. NEVA is NICE's innovative, fully
integrated Al-powered automation platform.

It unlocks the full power of RPA, combining the
best of attended automation with the
advantages of RPA and Al-based process
discovery grounded in real data and insights.

It enables intelligent process optimization while
unleashing employees’ potential to ensure
exceptional customer experiences. We develop
and manage our automation suite from a single
platform, hold the largest scale automation
projectsin the market, and are known for driving
digital transformation across the enterprise.

Www.nicerpa.com

II'

experiences

Make




