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Success Story

Financial Major Evolves Their Contact Center

Overview

The client is a Canadian financial services company providing life insurance, wealth
management, and medical and dental coverage. They have more than $1.3 trillion CAD
under management, operate in North America and Asia, and help its customers with
personal investments as well as employer-provided benefits. As a leading financial services
firm, the client strives to provide top-quality customer service to its members, sponsors,
and employees.

To meet their desire to deliver excellent service, the client needed to modernize its
contact centre technology, replacing outdated platforms that were challenging and
expensive to maintain. The client has struggled to update these legacy systems to keep
pace with the rapid pace of business change in today’s environment, particularly in the
financial services sector. As part of this objective, the client opted to expand its
relationship with Amazon Web Services (AWS) by migrating to Amazon Connect as its
customer service platform.




Client Background and Challenge

The client is a Canadian multinational financial services firm providing a range of services
to its customers either directly or through their employers. These services range from life
insurance, individual wealth management, employer-sponsored retirement services, and
health and dental benefits. In its continuing focus on customer service, the client created
a North Star vision for how it would evolve from a technology, way-of-working, and process
perspective to provide excellent care for its customers.

To align with this vision, the client recognized that it must retire its outdated customer
service systems and migrate to a state-of-the-art platform . This platform needed to be in
the cloud, reliable, scalable, provide the necessary features to offer outstanding customer
experiences, and be amenable to the new ways of working of business and technical
teams.

The client selected Amazon Connect as the platform that would enable them to transform
the customer experience they provide.

Some challenges faced were with the client’s legacy operations, which included disparate,
outdated technology, fragmented reporting, and changes that typically involved effort
from multiple teams on distinct systems, resulting in extended timelines to meet business
needs. Other challenges included:

m  Proliferation of toll-free numbers complicates the management of inbound contacts

®  Operation reporting pulled data from multiple sources, delaying its availability to
leaders

®  Many customers have multiple relationships with the client and were therefore asked
to identify the product for which they were contacting

®  While contact centre representatives (CCRs) work around the globe, regulatory
demands require some interactions to be handled in Canada.

m  Market and seasonal events often lead to peaks of inbound volume, imperiling service
level commitments to their customers and sponsors

B Callers were not informed of estimated wait times when placed in the queue

m  Customers had limited access to self-service options on the website, mobile app, or
phone channel

®  When wait times are high, customers are not offered a courtesy callback

m  Customers who called the client were often not identified or authenticated by the
automated systems, leading to extended handle times as CCRs identify and
authenticate them

®  When the automated system did not identify callers, CCRs often had to transfer them
to another team that is trained to assist with the product for which the customer
called



Our Approach and Solution

We enabled the client’s customer service transformation by aligning people, processes, and technology
with its North Star vision.

Our role in this transformation consisted of several phases and touched on
several areas of the transformation, including consulting and implementation.

We identified business needs and drivers for the new system. This engagement included
forward-looking documents to describe the new ways of working for the client:

® A new Business Operating Model describing how business leaders request, enable, and
enact change in the new system, as well as how CCRs are organized and receive
contacts

® A new Technical Operating Model describing how technical teams support, encode,
and maintain the platform, including a transition to Agile methodology and teams

m  New approaches and methods for reporting, workforce management, intra-day
operations, contact routing, and change management

At the conclusion of the consulting engagement, We provided resources to

implement Amazon Connect for the four largest business units within the client:
individual insurance, individual wealth, group health benefits, and group retirement
benefits. TechM resources augmented resources comprising two agile teams charged
with deploying the new Amazon Connect solution. We fulfilled the roles of scrum
master, architect, and developer while client resources filled other roles such as product
owner, business analyst, and tester.
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Differentiators

Tech Mahindra has an Amazon-certified Connect practice with experienced cloud experts,
Amazon Connect architects, and developers. These technical staff are complemented by a
team of experienced consultants who have helped clients around the globe to transform
their operations and better enable them to deliver outstanding CX.

AWS was the strategic cloud partner for the client. The AWS cloud platform supports
modern data architecture with a variety of almost 90 services, which help organizations to
take data-driven decisions. AWS also offers cost-effective, innovative, customizable
solutions for all types of customers.

As a global service provider, Tech Mahindra partnered with AWS to help clients to
modernize their cloud journeys with innovative solutions, solve technical challenges, win
deals, and deliver value to mutual customers.

Business Impact

« 1,200 agents migrated to the Amazon Connect platform, which handled more than 3
million calls in the first year.

+ Reduced Toll-Free numbers by ~55% (down to 60), reducing carrier costs, facilitating
maintenance.

« Voice channel menus are restructured so callers are asked what they are calling
about instead of the product of interest. Simplified menus reduce ~900 calls/day,
representing a S3M annual savings.

« Voice biometrics was added to the voice channel authentication strategy, providing
added security and reducing handle times without added customer effort. Customers
can interact with client phone systems using their voice instead of pressing
touch-tone keys, improving customer experience and expanding accessibility.

« Customers are offered a callback when wait times are high, providing a customer
experience boost while assisting clients in meeting service levels with more than
100K callbacks accepted in the first year.

« Amazon Polly is used for interacting with customers in the voice channel (in English
and French), eliminating the need for the client to record human-recorded audio files,
reducing costs and accelerating deployment.

« Amazon Connect’s diverse event streams feed reports and dashboards, providing
leaders with instantaneous access to the information they need to run the business
effectively.

« The new platform identifies callers contacting from a registered phone number. It
presents account information to the CCR, receiving the interaction, eliminating the
need for customers to identify themselves, reducing handle time.



About Tech Mahindra

Tech Mahindra (NSE: TECHM) offers technology consulting and digital solutions to global enterprises across industries, enabling transformative scale at
unparalleled speed. With 149,000+ professionals across 90+ countries helping 1100+ clients, Tech Mahindra provides a full spectrum of services including
consulting, information technology, enterprise applications, business process services, engineering services, network services, customer experience &
design, Al & analytics, and cloud & infrastructure services. It is the first Indian company in the world to have been awarded the Sustainable Markets
Initiative’s Terra Carta Seal, which recognizes global companies that are actively leading the charge to create a climate and nature-positive future. Tech
Mahindra is part of the Mahindra Group, founded in 1945, one of the largest and most admired multinational federation of companies.

For more information on how TechM can partner with you to meet your Scale at Speed™ imperatives, please visit https://www.techmahindra.com/.
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