
Levelling up the 
gamer experience

weareeverise.com

In the era of social distancing, eSports 
are the new little league and TeamSpeak 
is the new FaceTime (which was already 
the new something).

Everise leverages the benefits of broad 
on, near and off-shore geographic 
distribution -- coupled with a 95% home-
based workforce --  to offer our partners 
true organizational resilience and native 
speaking multilingual proficiency. This 
allows dynamic game developers to 
grow where and how they wish. 

Just as important, is our culture. Our 
gaming support is provided by a diverse 
band of passionate gamers who 
understand gamer expectations and 
needs. We get that games are more 
than just a pastime. They’re a medium 
for bonding and social expression. 

Our Customer Experience solution is 
backed up by integrated product and 
digital transformation products that 
provide a full-spectrum approach to 
support, which identifies and extracts 
opportunities for both enhanced 
experiences and efficiencies. 

Learn more about why Everise is the right 
partner for inspiring loyalty and positive 
vibes among your current and future 
users. 

http://weareeverise.com


Player Support Solutions that 
elevate the gaming experience

Our extensive background in supporting leading technology and software brands gives us the pedigree 
to support similar gamer communities. Everise taken this experience and crafted solutions specifically 
tailored to improve the experience of eSports passionate and globally diverse user base. 
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Everise Player Support Services  

Omnichannel CX: 
Multilingual player support 
for all gameplay, account 

related and technical 
matters. 

Community Moderation: 
Supporting and growing 
player fanbases in online 
forums and social media.

Backoffice Support: 
Knowledge base 

management, translation, 
quality and trend analysis 

and reporting. 



Everise is a global customer experience 
company built upon a philosophy of 
leveraging technology, geography and 
data to extend transformative, brand-
defining experiences to gamers and game 
developers.

Gamers are, by definition, highly connected and 
accustomed to interacting with brands on their terms, 
24/7. A sustainable game developer must offer full-time 
support options covering the spectrum, from in-game to 
voice to text to email to video to social media to chat. 

Everise is an industry leader in building robust yet 
economical omnichannel support solutions that 
connect your brand to your players, wherever they are. 

Omnichannel, Omnipresent

Gaming is a highly seasonal sector, with surges in 
demand that are often predictable but frequently not. 

Everise is expert at accommodating spikes demand for 
support through flexible staffing that maximizes cost 
economy without sacrificing availability. Cross-training, 
home-based agents and predictive proprietary queue 
management give us an enormous advantage.

Fluid Scalability

When correctly applied, artificial intelligence 
dramatically improves the user experience.

Everise builds multilingual, AI-powered technologies 
that preemptively resolve substantial incoming contact 
volume and squeeze out additional savings behind 
the scenes through the application of robotic process 
automation.

AI-Powered Automation

Gamers expect not only outstanding service, but service 
that adapts to them, culturally. This means interactions with 
native speakers whose sense of cultural context is complete 
and leaves the player feeling truly understood. 

Everise has experience centers in seven key markets across 
three continents, and multilingual hubs in Asia and Europe. 
Together, these ensure your customers will enjoy brand-
defining attention in any of over 20 languages.

Cultural Fluency

For game developers, player loyalty and advocacy 
are the coins of the realm.

Everise agents enter each interaction with an eye 
toward maximizing player retention and satisfaction.

Loyalty

The job isn’t complete until all the matters raised in 
each contact are seen through to completion.

The Everise tech stack is PCI compliant and our 
agents are trained to swiftly and accurately 
manage after call work covering payment 
processing, refunds, exchanges, in-game credits, 
exceptions, and much more. 

Back Office Efficiency
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Fellow gamers are an invaluable but often untapped 
source of player support.

Everise is expert at developing and moderating vibrant, 
positive and gamified user support communities that 
allow the natural-born mavens among your players to 
demonstrate their 1337 status even more broadly and 
beneficially.

P2P Support
It’s hard to know what makes gamers more angry: having 
their accounts used fraudulently, or being incorrectly 
flagged for fraud.

Everise understands fraud detection is as much art as 
science. Our low attrition rates are conducive to longevity 
which is conducive to both expansive knowledge bases 
and vital intuition.

Effective Fraud Detection

Incorrect fraud and cheating calls happen, and if appeals 
are handled poorly, can create life-long noisy antagonists. 

Everise trains agents handling appeals to focus on the 
people behind them. We know that the identification of 
real solutions produces an atmosphere where even errors 
can yield positive, loyalty-building outcomes. 

Positive Appeals Processes

OUR UNIQUE VALUE



CASE STUDIES
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CLIENT
Leading online multiplayer battle royale 
game developer.

CHALLENGE
The client wanted to scale its omnichannel 
player support in Asia without the hassle 
of setting up language hubs in multiple 
countries.

SOLUTION
Everise recruited a team of passionate 
gamers in our multilingual hub in Malaysia, 
who supported 5 countries, including 
Thailand, Indonesia, Malaysia, India and 
Pakistan, in both English and their native 
languages.
Everise then gamified the team’s 
performance, reporting a daily leader 
board of player support across all web 
and social media channels.

NEXT-LEVEL RESULTS
Despite ticket volumes increasing over 22% 
between February and May, during the 
peak of movement restrictions in Asia, our 
team was able level up and reduce first 
response resolution by 55% and achieved 
record high CSAT scores. 

-55%
Reduction in first 

response resolution



CASE STUDIES

Tackling Support Ticket Backlogs
BACKGROUND
Everise is founded upon the belief that, if given an opportunity, players will explain how to best serve 
them, and a good way to gain this insight is by understanding – and designing processes responsive 
to – concerns expressed in online reviews, among other venues. 

CHALLENGE
The client needed to quickly reduce a growing set of complex support tickets, which were increasingly 
referenced in negative product reviews.  

STRATEGY
Everise assembled a team comprised of high-performing and knowledgeable agents whose subject 
matter expertise qualified them to efficiently address and resolve the outstanding issues, beginning 
with those of greatest longevity. These agents were taken off the phones and tasked exclusively with 
tenured support ticket resolution.

OUTCOME
Within three months, the client’s ticket backlog had been reduced to nearly zero and, equipped with the 
knowledge gained during this resolution blitz, comparable issues were being resolved in real-time. This 
led the client to unleash the team on other ticket logjams, with similar results. 
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0 ticket 
backlog



CASE STUDY: CLIENT
Industry-leading smart home hardware 
and software maker

CHALLENGE
To leverage content contributed to 
support communities in the identification 
of opportunities to improve the customer 
experience.

ALIGNMENT
Everise PX specializes in the IoT/smart 
home space and has acquired extensive 
experience resolving issues in this unique 
and often counter-intuitive market. Everise 
PX support contact analysis protocols are 
particularly effective at identifying issues 
based on customer feedback in disparate 
venues, including those contributed to 
public product support forums.

STRATEGY
Having failed at a previous attempt at 
building a product support forum, the client 
asked the Everise PX team to advise on and 
help run their second effort. The resulting 
counsel informed the community’s 
organization, culture and moderator 
training ethos with an eye toward building 
a positive venue where customer support 
concerns could be shared constructively 
and in a manner conducive to subsequent 
analysis.

OUTCOME
Eight months after the client’s support 
community was rebooted from the ground 
up, the client reported that the community 
had generated 5.5-million visits and the 
resulting knowledge base content and 
product bug tickets submitted to the client 
produced a support cost savings of at least 
$26-million.

26 million
dollars
savings

HIGH PROFILE SUPPORT 
COMMUNITY RE-LAUNCH
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CASE STUDIES

Boosting Fraud Call Accuracy
BACKGROUND
Everise is committed to conforming our agent’s 
judgments to that of our client guidelines with 
minimal delay. 

CHALLENGE
As fraudsters’ methods evolved, agent accuracy 
failed to meet internal goals for three consecutive 
months. Analysis indicated that errors were a 
product of agents not internalizing the client’s 
most up-to-date guidelines.
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STRATEGY
The Everise quality assurance team implemented 
several processes to drive improvement.

• Agent shifts were adjusted such that
each began with a guideline review and
reinforcement of the importance of reliance
on decisioning matrices and similar tools.
Additional coaching was provided where
needed.

• Incorrect calls were reviewed and coached in
near real-time, in order to immediately reduce
the likelihood of repeat errors.

• During weekly coaching sessions, agents were
required to effectively “teach back” newly
gained knowledge, to ensure understanding.

OUTCOME
This re-engineered coaching and accountability 
approach produced immediate results. Indeed, 
fraud call accuracy went on to increase over four 
consecutive months before stabilizing well above 
goal.



COMPLEMENTARY SOLUTIONS INTEGRATION

• Natural Language IVR
• Support Chatbots
• AI-Candidate Screening
• Smart Employee Experiences
• Robotic Process Automation
• Business Intelligence and Agent Analytics

• Omnichannel Customer Care and Loyalty
• Work-at-Home CX
• Asian-Language Multilingual Hub
• Social Media Support
• Back Office Support

• Premium Connected Device Support
• Reseller Fraud Detection
• Remote Apple Helpdesk
• Hardware Field Testing
• Community Moderation
• Content Moderation

Everise PX is connected device support 
designed around deep user- product 
integration and customer loyalty. 

Everise DX is conversational artificial intelligence-
powered solutions that revolutionize customer and 
employee experiences.  

Everise CX is premium multilingual, 
omnichannel support engineered for 
high-growth businesses. 

North America
Twin Falls, ID
Salt Lake City
Las Vegas
Tucson
Tahlequah, OK
McGregor, TX
Austin

Asia Pacific
Kuala Lumpur
Manila
Singapore
Japan

Central America
Guatemala City

Europe
Limerick, Ireland

Our Award-Winning Culture

We are people-first
We celebrate diversity
We incubate innovation

Our Values: Everise believes elevating customer experiences requires being people-first.

Our award-winning culture (25 awards in 2019 alone) allows us to attract and 
retain top talent. 

In this industry, the best team wins.

(as of April 2020)
CONTACT US TO LEARN MORE

weareeverise.com
sales@weareeverise.com

91% 95%


