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The healthcare organization’s contact centers - like
most across the globe - moved to a work-from-home
model during the pandemic and now fully support
both hybrid and remote work environments. This has
posed several day-to-day challenges, including a
feeling of disconnectedness between supervisors
and their teams. A lack of visibility into back-office
employee productivity, behaviors and engagement,
as well as into the customer journey, made both
precise accountability and development difficult to
achieve. As aresult, it was impossible to accurately
gauge how team members were performing relative
to one another or what steps could be taken to help

them be more engaged and successful.

The company prides itself on being recognized as
one of the leading healthcare providers in the region.
As part of its effort to maintain that reputation, the
organization decided to focus on incorporating
behind-the-scenes innovation as a path to increased
excellence. This meant looking at technology that
would drive the most valuable, meaningful impact on
operational performance. Without adequate data,
there was no way for the leaders to know how much
of an overall gain was possible. They decided to set
modest targets of 5-10% improvement in productivity
for employees, depending on their role.

NICE Back Office Essentials (BOE) was selected to
bring the organization the combined benefits of NICE

Performance Management and NICE Desktop Analytics.

NICE BOE includes pre-configured integrations and
reports, enabling the customer to get high value

with low effort. The solution was chosen for its
comprehensiveness as a single platform for sustaining
improved performance across the multifaceted
workforce, while reducing operational costs and
focusing on customer experience.

Back Office Essentials’ desktop behavior analytics
was integrated with the organization’s NICE Workforce
Management tools, providing unmatched visibility and
insight into both real-time and historical employee
activity. Each desktop action was categorized into
productivity buckets, allowing managers to see

which employees are performing up to organizational
standards, which applications are being used most
effectively, and what the breakdown is for process
handling times. Robust visualization of all the behavioral
data—with role-based access to productivity KPlIs,
trends and deep dive analysis—helps target coaching
and identify best practices to drive performance.

The implementation of NICE BOE has enabled the healthcare
organization to achieve measurable improvements in
employee and operational performance, resulting in cost
savings and better services for patients and providers.

A business executive at the healthcare provider noted that

“capturing desktop activity and analysis is a significant

support tool for our front-line leaders.” Weekly reports
highlight productivity by team, team member, and various
leadership levels, making it possible to assess individual
employees, how they are performing compared to others,
and how coaching impacts performance. Team coordinators
are empowering team members to take ownership of their
performance by sharing productivity data on aregular basis,
which has led to more effective team interactions.

The expanded visibility provided by NICE BOE resulted in
self-identified improvements among many employees. And
their subjective impressions are backed up by objective data,
with the healthcare organization recording a productivity
increase of over 22% within 6 months—significantly
exceeding the 10% goals set before BOE was deployed. Over
the course of a full year, average productivity per team was
raised by over 36%. The impact on the organization’s bottom
line has been estimated at over $4 million in annual savings.
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Other gains arising from NICE BOE include a 12.6%
reduction in average idle time, improvement in
contact center occupancy (ensuring agents are in the
right place at the right time), overtime reduction, and
a need for fewer new employees. Less quantifiable,
but no less important, has been the promotion of
work-life balance, ensuring employees feel more
engaged and team leaders can provide more

valuable assistance to their colleagues.

The healthcare provider is continuing to monitor
the ongoing impact of its NICE BOE deployment.
Thanks to the solution’s consistent and centralized
performance analysis, there will be periodic data-
driven improvements that will keep the organization
at the top of its game going forward.
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About NICE

With NICE (Nasdag: NICE), it’s never been easier for
organizations of all sizes around the globe to create
extraordinary customer experiences while meeting
key business metrics. Featuring the world’s #1 cloud
native customer experience platform, CXone, NICE
is a worldwide leader in Al-powered self-service and
agent-assisted CX software for the contact center—
and beyond. Over 25,000 organizations in more than
150 countries, including over 85 of the Fortune 100
companies, partner with NICE to transform—and
elevate—every customer interaction.
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