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ABOUT THE CLIENT

Leading Middle East Bank.

CLIENT CHALLENGE

The bank had struggled to find an easy way to authenticate customer calls coming into their contact center. Handling over 200,000
voice calls per month, the bank needed the ability to authenticate callers in a fast, secure, and customer-friendly manner. Prior to
engaging Sutherland, calls were manually authenticated via a series of calls put to the caller by an agent. Customers were growing
increasingly frustrated with the process after multiple failed attempts at answering questions and providing a PIN before they were
finally able to pass through the authentication stage to the service point in a call flow. Additionally, the manual system increased the
risk of fraud and drove up handling costs for the bank.
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THE SUTHERLAND TRANSFORMATION

Sutherland implemented voice biometrics designed to improve the customer’s experience with the contact center. Our team
integrated the biometrics with the bank’s contact center Interactive Voice Response (IVR) system, to offer the bank’s customers an
easier and faster means of authentication. Customers can now subscribe to the voice biometrics with a common passphrase and
are assigned a secret passphrase which matches individual characteristics in the person’s voice against the phrase in the enrolled
voiceprint, thus authenticating their identity. In effect, callers use a vocal password which significantly improves the customer
experience and decreases agent handling time. This was the first Arabic language implementation of voice biometrics in the world.

PARTNERSHIP RESULTS

The bank made great strides as a result of implementing voice biometrics to authenticate their customer calls.
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As a process transformation company, Sutherland rethinks and rebuilds processes for the digital age by combining the speed and insight of design thinking with the scale and
accuracy of data analytics. We have been helping customers across industries from financial services to healthcare, achieve greater agility through transformed and automated
customer experiences for over 30 years. Headquartered in Rochester, NY,, Sutherland employs thousands of professionals spanning 19 countries around the world.
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For more information on how
we can help you transform

your processes, visit us at
www.sutherlandglobal.com,
email us at
sales@sutherlandglobal.com, or
call 1-800-388-4557 ext. 6123.
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