
Enabling Access to Financial Support 
with Intelligent, Distributed CX
On 28 December, a $900 billion pandemic 
relief bill was signed into law, which 
included enhanced unemployment 

companies was an increase in customer 
inquiries, placing a large and unplanned 
burden on customer support teams, with 

Joe Biden has pledged to make a third, 
much larger, stimulus package a top 
economic priority of his administration, 

In response to last week’s December jobs 

Biden said, 

The bottom line is, we need to provide 
more immediate relief for working 
families and businesses now.

While welcome news to struggling 
Americans and small business, this creates 

weareeverise.com

“ “



02

How Financial Services Can Adapt

The pandemic has been an unexpected catalyst of rapid transformation for the traditional BPO model. 

enable scalable CX in the face of ongoing uncertainty.  

Flexible Outsourcing

the medium term -- as global conditions and 
seasonality demand.

on cloud-based technologies and culture-
focused strategies. 

AI & Automation 

Tech infrastructure

many clients.

Real estate and labor

business. Not only in near and offshore 

Specialization

specialization. 

specialization. 

How you can save up to 65% 
compared to in-house CX

consolidate business and employee 
intelligence data streams and thereby 

are experiencing a brand.  Using these 

1st Stimulus

3rd Stimulus
Surge agents

Automation

Current Capacity

2nd Stimulus
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Everise Surge for Financial Services

helping us into the future. 

SVP of leading tax preparation 

“

”
Contact us at
sales@weareeverise.com

Rapid: 

Smart: 

Omnichannel: 

Secure: 

Resilient: 

Everise Surge is:



Digital 
Transformation

weareeverise.com

Background
The client enjoys a strong 

of this long-standing 
connection is a customer base 

fact necessarily impacted the 
resulting approach to digital CX 
transformation. 

populations and the essential 

CLIENT
Major, multi-state retail chain

CHALLENGE

and smart chatbot support tools in order to keep up with surging 

PERFORMANCE

Lessons Learned

set of support technologies to the 
forefront of the global support 
ecosystem. 

to those documented here are 

CASE STUDY: 

STRATEGY

was adjusted to account for the strong regional accent typical of 

Everise 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. 

Immediately  after  going  into  production,  the  Everise  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. 



CLIENT

CHALLENGE

consumers online.

ANALYSIS

STRATEGY

OUTCOME

CASE STUDY: AI-powered digital experiences increase engagement, educate 
and produce better decisions

designed to smartly guide the care 
journey.

our bots successfully guide the 

AI-powered Digital 
Transformation

location detection to then direct them to the nearest retail store. 

exceeded client expectations eight-fold. 

weareeverise.com

Everise is our proprietary 
technology at the core of smart,
 conversational chat assistants 
proven to signifcantly improve 
customer experiences and 
outcomes.

Through front line observation, Everise researchers determined 
that successful retail sales agents best helped customers by 
focusing on two main fnancing plan components: device specs 
and monthly budget. This knowledge formed the foundation of a 
reverse-engineered intelligent fnancing experience platform.

Instead of customers sifting through large amounts of information,
 an AI-powered chatbot would present a few simple questions 
taking the customer on a self-directed journey culminating in the 
discovery of their ideal plan. To do so, the Everise team studied fve 
of their highest performing sales staff to breakdown the process 
and reverse engineer it into a bot. 



Fluid Covid 

Background

resulting deluge of incoming 
claims.

CLIENT

insurance

CHALLENGE

employee typically able to be recruited and deployed in less than 

STRATEGY

OUTCOME

their understandably concerned customers.
Lessons Learned

The same seasonality that many 

meeting ambitious recruitment 

client assortment enables us to 
crosstrain and temporarily shift 

licensing.

Day  2


