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The Fraud Toolbox approach to conversation
management is different from the rest of the

market.

First, it is configured to take account of all
previous customer touch-points to avoid any
duplication.

Second, it will concentrate on the material
anomaly and concerns known or suspected to

be in the claim in order to reduce call handling

times and avoid 00t aki
houseso, a compl ai nt
processes.

Thirdly, it will close the call leaving the customer
in no doubt what the next steps of the claims

process will be, which in turn reduces call backs.

Il n essence this is not
but instead it will be configured to the way you
do business and in line with your customer ser-

vice strategy. It is called Synergy.
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- A real breakthrough

The Fraud Toolbox brings you our unique

conversation management approach called Synergy .

Synergy transforms the ability to identify genuine
The Outcomes claimants as well as significantly reduce confrontation
with dishonest claimants, and at reduced cost and

time.
Significant increase in claims

voluntarily withdrawn and _
Synergy was designed for two reasons;
repudiated

_ - To provide a more effective means of handling
Repudiation decisions are

: claims over the telephone compared to existin
robust and defensible P p g

models

Claims handling times To resolve the customer and client concerns of

S EEEE call handling times and the reality of being asked

irrelevant questions

The claims process far more

customer focussed Synergy wi | | not only oprofe

handling process but also enhance the customer

experience.
Case study:

A client, very sensitive to reputation and

brand, set an aggressive claims savings Whether you want to outsource claims or require
EITEYERF 0l (12 B7EEL" e, W) SHTIER in-house training, please contact;
reached the target within 6 months.

Turn around times was halved and the ‘

number of appeals has reduced by two ]
thirds Will Gaskell
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