
Everise offers enterprises the
solutions and technology they
need to rapidly scale their brands 
across markets, and to evolve their 
offering through the product
or service lifecycle. Some of the
world’s most loved brands have
products and services that are
tested, protected, supported and
sold by Everise.

We launched work-at-home in
2017, making us a pioneer of the
home-based CX model. Today,
our digitally-enabled workforce
delivers remote support to over
45 brands, all connected via
secure cloud technology. We have
the ability to serve customers
uninterrupted, even in the face of
significant viral, climate or social
disruption.

Contact our experts today to learn
how our home-based customer
and product experience solutions
can work for you.

evolve@weareeverise.com

Work with a Remote
Customer and Product
Support Pioneer

www.weareeverise.com



TAKE ADVANTAGE OF OUR INVESTMENTS IN REMOTE OPERATIONS 
AND TECHNOLOGY

The pandemic has been an unexpected catalyst of rapid transformation for the traditional BPO model. 
Digital fluency, along with business flexibility and agility are required to help businesses like yours 
respond effectively to ongoing uncertainty. 

When it comes to mitigating risk in the customer experience industry, diversification and long-
term thinking are vital. Companies that partner with reliable partners that are both geographically 
distributed and remote workforce ready can eliminate the dangers of an unpredictable market, while 
optimizing for performance and cost.  
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Rapid Remote Hiring Virtual Training Secure work-at-home 
infrastructure

Cloud Contact 
Center Technology

Artificial Intelligence 
and Analytics

Flexshoring

7 markets
Everise offers home-based 
programs in all of our 
strategic locations

>45 partners
trust our HX solution

95%
of Everise Champions prefer 
some blend of work-at-home 
or hybrid environment 

HX delivers
proven Attrition, Productivity and 
Customer Support improvements



RAPID REMOTE HIRING
A primary challenge confronting remote work is remote recruitment. Everise 
overcame this obstacle long ago, through a combination of process and technology. 
We source not only on functional job fit but for signals that a person will thrive in 
a home environment. We have built a high touch model through the recruitment 
process where we strategically interview for work-at-home propensity and 
demonstration of abilities to be successful without face-to-face contact.

7-14 DAYS
Rapidly scale a remote workforce in as little as 14 days

PSYCHOGRAPHICS ARE THE NEW DEMOGRAPHICS
Remote hiring has resulted in shifting our hiring strategy from demographics to 
psychographics, which is defined as an individual’s preferences and aspirations – traits more 
difficult to quantify than demographics but suddenly more important. 

There are four key psychographic considerations to target when hiring remote workers.

Lifestyle: Those seeking a major lifestyle change. 74% of Americans want to rethink pre-COVID-19 
ways of working, while 47% of the want to spend more time with loved ones.

Flexible Schedules & Hours: A vast segment of the workforce values flexibility. Those who care for 
a child or parent seek flexible schedules that may be planned in 3-month segments. Previously, this 
segment was attracted to a retail job. However, with the collapse of the retail sector and boom of 
eCommerce, many of these people are now searching for similar work at home. 

Secondary Income: Remote work is attractive for people who are seeking a second income. This 
segment is typically those who are over 50 and are collecting a pension, but also the safety net of 
additional salary and basic benefits.

People with Disabilities: Remote, flexible work is non-exclusive and without the limitations of 
physical restrictions, it easily caters to those with mobility limitations who are competent, but would 
otherwise not apply for the job.
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66 
Nationalities

1.5% 
People with
Disabilities

65%
Female

7% 
Mature Age
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VIRTUAL TRAINING
In addition to the many benefits brought by experience, Everise overcomes the challenges of virtual 
training through technology. HD video and cloud-based eLearning platforms to slash speed to 
competency and continually improve the skillsets of our home-based workforce. Engagement meters 
track and report on overall participation and interactions are thoroughly documented. Data makes it 
clear: home-based workers are every bit as prepared as their centralized counterparts. 

EVERISE ACCELERATOR: 
REMOTE WORKORCE MANAGEMENT
TRAINING FOR SUPERVISORS
Accelerator is a week of instructor-led virtual classroom 
training to teach foundational skills to supervisors 
and ensure consistent coaching and management 
processes for our work-at-home solutions globally. 

100% PARTICIPATION
100% of our Supervisors and Team leads go through the Everise Accelerator

SECURE WORK-AT-HOME INFRASTRUCTURE
Some of the world’s most important brands depend on our 
crisis-resilient, home-based CX solution for their business continuity. Our 
fully-managed Virtual Desktop Infrastructure (VDI) and multi-layered 
security solutions enable agents to work remotely without jeopardizing 
the integrity of the enterprise network. 

exage Sentinel is our AI-powered remote agent monitoring technology, built to ensure the 
highest standard of consumer data protection and privacy, while intelligently balancing the 
data privacy of our agents.
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Our exage Contact technology dynamically routes omnichannel interactions to broadly dispersed 
home-based Everise agents or AI-powered bots. This boosts efficiency and ensures availability 
regardless of regional viral, cultural or climactic disturbances.

BEST-IN-CLASS CX PARTNERSHIPS 
We have deep domain knowledge and close relationships with the world’s top customer experience 
management platforms, virtual collaboration tools and network solutions built for companies in all 

stages of their CX transformation. 

OMNICHANNEL EXPERIENCES 
Everise CX delivers support how your customers want it – whether by voice, email, chat, video or social 
media. This omnichannel approach to customer support allows technology to efficiently enhance -- 

rather than replace -- the vital human touch. 
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ARTIFICIAL INTELLIGENCE 
Conversational chatbots are more than just low-cost 
alternatives to human agents. Given sudden demand surges 
and unpredictable contact volumes, it is essential for brands 
to incorporate automated, AI-powered customer facing 
technologies to reliably fill service gaps.

Everise’s exage is built upon proprietary, AI- powered Natural 
Language Processing technology proven to improve the customer 
experience by offering a welcome alternative support channel. 
Relieve inbound chat inquiries with our award-winning chatbots; 
cut through long IVR workflows with our Natural Language IVR 
solution; or, attract and retain high- performing talent with our 
virtual helpdesk assistants and candidate screening applications.

BUSINESS INTELLIGENCE & AGENT ANALYTICS
Everise has two proprietary business intelligence products that 
enable our partners to have a real-time view of both their 

customer experience metrics and agent performance. 



“
2021 will continue to be a fluid year for 
most businesses, The companies that 
have invested in agile home-based talent 
and technology globally will be the ones 
who transform their resilience into growth,

Dave Palmer
Everise President

“
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FLEXSHORING: THE CONVERGENCE OF MULTISHORE TEAMS AND 
REMOTE CX CREATES THE ULTIMATE OUTSOURCING STRATEGY
With the world in a state of virtualization for the foreseeable future, companies need to accept the 
reality that home-based CX is here to stay. 

One of the most notable advantages of this new reality is the possibility of finding exceptional talent 
on a global scale. With Home Experience, agents are no longer tied to brick-and-mortar, resulting in 
an unprecedented expansion of the pool of available talent worldwide. 

In the United States alone, Everise has grown from sourcing talent in five states to nationwide over 
the past six months. Globally, 95% of our champions are working from home across seven countries.

When merging teams from multiple locations and environments, companies not only reduce the risk 
of a single point of failure, but they also mitigate the risk of geopolitical changes, natural disasters, 
and the possibility of another global pandemic. 

An additional advantage of flexshoring is the ability to tap into solutions beyond customer support 
and leverage the unique skill sets found in different regions. The main takeaway here is that all of 
these benefits can help your business evolve and remain resilient while giving you the power to 
control performance. 

Along with access to substantial volumes of potential employees, Flexshoring allows companies 
to scale up or down rapidly during cyclical hiring seasons, as well as bring in specialized talent 
for specific tasks, such as customer service delivery in multiple languages. There’s also a sense 
of internal competition between regions, which builds a vibrant culture that boosts overall 
performance. 

The benefits to flexshoring are not limited to the location of the agent - they also include the dynamic 
of enabling a flexible work schedule. The psychographics of a home-based agent are completely 
different when compared to a brick-and-mortar hire. A segment of which is very similar to that of the 
retail sector, preferring flexible work hours that enable them to care for others in the household or 

work a second job. 



CASE STUDY: 
ENABLING EXPONENTIAL GROWTH AMIDST 
AN EMERGING GLOBAL REMOTE WORKFORCE 
CLIENT
BlueJeans Networks, the world leader in video cloud conferencing.

CHALLENGE
BlueJeans strength is enabling virtual collaboration and powering business continuity for some 
the world’s largest global enterprise, including Facebook, Twitter, Nike, Coke, Linked, Starbucks, 
Intuit and more. BlueJeans required crisis-resilient enterprise-grade technical support that their 
customers could rely on. 

SOLUTION
Everise CX setup a team of highly trained support agents in Manila to handle new account 
provisioning, customer care and account management. One unique aspect of our support is 
that it is all delivered virtually over – a strong reminder to customers of their value.

RESULT
Everise continued overachievement has resulted in a strong partnership between the two 
companies. As companies around the world scrambled to operate a remote workforce, 
Everise nimbly transitioned 100% of the team in a work-at-home environment within one week, 
ensuring they could continue supporting their customers. Despite growing by 4X over the past 
two months, Everise CX team has been able to support the increase volumes with a mere 20% 
headcount augmentation. 
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““I want to thank Everise 
for the support and 
partnership during these 
stressful times. Our 
Manila team is an integral 
and critical part of our 
operation. I appreciate 
your team support, 
flexibility, and creativity 
ensuring the safety 
and continuity of our 
operations.

Nir Galpaz, VP Technical 
Service and Support, 
BlueJeans
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Case Study:
Rapidly Scaling Multilingual 
Work-At-Home Support for 
a Unicorn

CLIENT
A global, high-growth, multifaceted logistics
company.

CHALLENGE
The client’s unexpectedly rapid success
in the Japan, Taiwan and Korean markets
resulted in an unanticipated surge of 
incoming contacts. Everise CX was tasked 
with rapidly but economically recruiting 
and training native speakers to guarantee 
ongoing premium support for the client’s 
drivers and partners.

SOLUTION
Everise employed innovative recruiting
techniques to quickly scale the program, 
while offering in-house English language 
training and unique perks to help our agents 
acclimatize to their new home of Kuala 
Lumpur, Malaysia quickly and happily.

When the global pandemic caused 
movement restrictions in Malaysia, demand 
for the client’s food delivery service 
exploded. Everise once again nimbly and 
swiftly moved over one hundred support 
agents into a home-based environment 
within one week, ensuring the client’s 
uninterrupted support.

RESULT
Everise’s continuous improvements and 
rapid response have made us the client’s 
number one partner on all productivity and 
performance metrics.

Everise consistently outperforms all client-
assigned KPIs in addition to being the first to
transition teams into a home-based model.
Such agile responsiveness is a hallmark of 
the Everise approach to serving our clients 
and their customers.
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Digital 
Transformation

Background
The client enjoys a strong 
legacy serving the people 
of the region in which it 
has operated for decades. 
One consequence of this 
long-standing connection 
is a customer base with a 
higher median age. This fact 
necessarily impacted the 
resulting approach to digital 
CX transformation. 

In addition, shortly after 
the engagement launched, 
Covid-19 lockdowns began. 
Given the disproportionate 
impact of the virus on 
older populations and the 
essential nature of the 
client’s business, support 
requests skyrocketed -- 
requiring the addition of 
smart, automated support 
technologies to keep up. 

CLIENT
Major, multi-state retail chain

CHALLENGE
To quickly build and implement interactive voice response (IVR) 
and smart chatbot support tools in order to keep up with surging 
support requests made primarily by an older demographic.  

PERFORMANCE
Immediately after going into production, the Everise 
DX chatbot and IVR successfully diverted at least 50% 
of our partners incoming chat and call volume, greatly 
reducing pressure on existing teams and fluidly scaling 
to meet spikes in demand. 

Lessons Learned
These days, digital 
transformation is something 
everybody seems to talk about 
but relatively few actually 
take action on. This was an 
exciting opportunity to work 
with a client laser-focused 
on smoothly evolving their 
monolithic set of support 
technologies to the forefront of 
the global support ecosystem. 

We learned that when 
the client is committed to 
leveraging smart technologies 
to improve the customer 
experience, results akin to 
those documented here are 
inevitable. 

CASE STUDY: Artificial intelligence powers vital CX evolution

STRATEGY
Everise DX built a foundational, logic-driven knowledge base 
within the existing omnichannel support solution, designing 
natural language understanding-infused voice and text-based 
interfaces atop it. 

These were scripted with language more typical of older 
demographics in mind, while the IVR’s speech recognition logic 
was adjusted to account for the strong regional accent typical 
of large portions of the client’s geographic footprint. 

10

EV
ER

IS
E 

HX
W

or
k 

w
ith

 a
 R

em
ot

e 
C

us
to

m
er

 a
nd

 P
ro

du
ct

 S
up

po
rt

 P
io

ne
er



Optimizing the 
engagement,
in real time.

CLIENT
Foremost maker of connected home fitness devices and
supporting subscription content

CHALLENGE
The client tasked Everise PX with rapidly launching and scaling
a pandemic-resilient support program melding customer and
product support able to effectively manage five call types:

• Inbound and outbound product sales support
• Community membership sales and service
• Warranty service
• Non-warranty service
• Product tracking and order management

Given the complex nature of the technology and time required
to reach proficiency, Everise PX would need to implement a
phased approach to the outsourcing transition.

STRATEGY
Everise PX first recruited 35 home-based agents across the US,
quickly training them on sales, order management and basic
product support -- while more complex requests were routed to
the client’s tenured, internal resources.

Over the following months, Everise agents grew in quantity and
product familiarity, eventually numbering over 200 and able to
directly handle all but a very small number of customer needs.

A substantial portion of these new agent positions were filled by
fluent English speakers in Guatemala, realizing additional cost
savings.

OUTCOME
The rapid and complementary infusion of outsourced product
and customer support capacity helped our client manage the
unexpected surge in demand -- which, if left unaddressed,
threatened to turn an opportunity into a serious crisis.

By the end of 2020, client revenues more than doubled and
customer satisfaction had also increased substantially. Both of
these were attributable in part to the benefits of the transition to
outsourcing with Everise PX.

CASE STUDY: A rapid transition to outsourcing and nearshoring, mid-pandemic.

weareeverise.com

Background
Since its inception, our client 
depended entirely on in-house 
support resources recruited 
locally, in a city where the strong 
economy created a scarcity of 
talent and rising labor rates.

With the arrival of Covid-19 and 
nationwide gym closures, our 
client saw demand for their type 
of home exercise equipment 
and accompanying training 
subscriptions skyrocket, but 
could neither keep up with 
incoming support demand nor 
scale to meet it.

The outcome was a 
significant degradation in 
customer satisfaction and an 
unacceptable impact on brand 
perception.

It was in this context that 
our client sought a rapid yet 
sustainable remedy.

Lessons Learned
At Everise, we view a signed 
contract as a useful starting 
point, but it rarely describes the 
scope of our client relationships 
even one year later.

Our entrepreneurial approach to 
problem solving means we are 
able to launch a collaboration 
at one level of service and jointly 
make alterations and phased 
improvements as we learn 
and progress the relationship 
together.

This stepwise approach to 
engagement optimization is part 
of what makes Everise PX unique 
in our industry.

https://weareeverise.com/

