
Many organizations underestimate the impact 
that their back-office operations — such as order 
processing, billing, and account management — 
can have on their overall enterprise productivity. 
Inefficiencies in one department can ripple into 
others, dramatically impacting the speed and  
cost of transactions, as well as the quality of the 
overall customer experience.

Verint® Back-Office Workforce Optimization™ is a software  
solution designed specifically to help automate and simplify 
many tasks in the back office while providing visibility into — 
and data about — operations processes, staffing, and tasks. 
This insight can help you optimize your resources to improve 
throughput, streamline operations, enhance consistency and 
compliance, achieve service level agreements (SLAs) more 
consistently, and deliver an enhanced customer experience. 

As part of the Verint Workforce Optimization™ suite,  
Verint Back-Office Workforce Optimization includes unified 
functionality for forecasting workload and scheduling  
staff, performing quality management, and analyzing and 
managing employee performance, productivity, and training.

Because this functionality can all work together, the  
solution offers a holistic way to align and measure how 
effectively your back-office resources and processes  
support organizational goals. Armed with this insight,  
you can make informed decisions on where best to  
make changes to help improve overall performance.

Verint Back-Office
Workforce Optimization

•   Helps enhance efficiency and profitability by providing  
visibility into — and control over — processes and  
productivity in back-office operations. 

•   Helps organizations align resources to enhance service 
delivery, minimize overtime, and capitalize on opportunities 
for full-time equivalent (FTE) improvements in operations.

•   Helps ensure service, quality, consistency, and compliance 
enabled by defined, repeatable processes reinforced by 
measurable training.  

•   Facilitates performance enhancements to help achieve 
goals for service-level agreements, Six Sigma, and Lean.

Key Benefits

Verint Back-Office Workforce Optimization can provide 
unprecedented visibility into — and data about — operations 
processes, staffing, and tasks.



Verint Back-Office Workforce Optimization helps 

solve one of the greatest challenges in operations 

— capturing activity and performance information 

across a diverse set of tasks, functions, teams, and 

sites. The solution can collect data from disparate 

systems and automatically logs volume and activity 

as work is processed. Using this information,  

you can predict your ability to meet processing 

deadlines given resource availability, skills,  

and equipment/deadline constraints, then take  

corrective action proactively. 

A true enterprise solution, Verint Back-Office Workforce 
Optimization can help improve efficiencies across multiple 
functional areas, and can enable you to:

•   Build staffing capacity models to meet volume demand 
and create “what if” scenarios to predict the impact  
of new trends, technology/equipment, or changes in 
business processes.

•   Analyze application usage and process adherence to 
identify best practices and measure variances.

•   Allocate and track the flow of work across departments 
and days for longer activities, such as loan processing.

•   Automate and streamline scheduling to meet forecasted 
demand and service-level goals by deploying the right 
number of staff, with the right skills, at the right time.

•   Shift resources across teams and divisions throughout 
the day to meet actual demand.

•   Assess the performance of individuals, teams, divisions, 
and overall operations through scorecards and key  
performance indicator (KPI) reporting.

•   Create best-practice eLearning content from recorded 
transactions and deliver it to employees’ desktops.

Improve Operational  
Efficiency and Profitability

Available Functionality:

•  Workload Forecasting 
•  Resource Scheduling 
•  Adherence Monitoring
•  Linked Queue Forecasting
•  Intraday Workload Balancing
•  Work Allocation Manager
•  Work Item Tracking
•  Strategic Planning
•  Performance Management
•  Quality Management 
•  Desktop and Process Analytics
•  eLearning 

Verint Back-Office Workforce Optimization can replace  
time-consuming, manual scheduling with an automated, 
activity-based scheduling process that is integrated with  
seasonal and intraday forecasts.



Verint Back-Office Workforce Optimization

Verint Back-Office Workforce Optimization Offers  
a Range of Available Functionality, Including:

Workload Forecasting, Staff Scheduling, and Adherence 
Monitoring — You can create a model for all your operations, 
evaluate capacity and workload, and project staffing needs 
down to the activity or position level, even for tasks that 
involve multiple steps and people. 

By incorporating employee skills into staffing capacity models, 
you can match your resources to the type of work forecasted. 
If work arrives in bulk, Verint Workforce Optimization’s  
automated scheduling process can parse it into manageable 
pieces, then schedule it throughout the day for smoother, 
more manageable operations. 

If you prefer to handle work arrivals in a single stream, the 
solution can execute a “virtual queue” and assign work across 
multiple sites and functions based on employee skills, availability, 
and service goals. You can easily schedule work for individuals, 
as well as for pods or cells of staff who perform specific tasks 
as a group, and assess adherence to schedule based on their 
desktop activities. By monitoring intraday work volumes, you 
can shift resources to meet processing deadlines.

Linked Queue Forecasting — To accommodate complex 
processes that span multiple steps, people, and departments,  
the solution provides linked queue forecasting, enabling 

you to tie steps or queues together, so that the output of 
one queue becomes input to another. This can help you 
more effectively forecast workflow and schedule employees.  
A convenient interface makes it easy to visualize, model, 
and edit complex, multistep queues. 

Intraday Workload Balancing — The solution can track  
real-time production metrics against forecast, which can 
enable you to proactively resolve variations to plan by 
adjusting schedules and workloads to help meet service  
levels and deadlines with existing resources. 

You can see the impact of changes to schedules and work 
allocations on the rest of the day and week, helping you 
better utilize employees across the entire enterprise while 
more effectively meeting service goals.   

Work Allocation Manager — Helps reduce lag time between 
work items by presenting employees with a prioritized list 
of all work items, regardless of the originating system. The 
solution can automate the distribution of work based on 
employee skills, entitlements, and service goals to help 
improve staff productivity, speed turnaround times, and 
meet customer service commitments. 

Work Item Tracking — Helps organizations monitor backlog 
and new work more proactvely via dashboards that show 
aging of work and items at risk of missing service deadlines. 
Used in conjunction with Verint’s forecasting and scheduling 
applications, the solution’s predictive analytics can factor in 
upcoming schedules and staff availability to alert managers of 
potential service goal issues. 

Strategic Planning — Provides powerful, yet simple scenario 
modeling and comparison functionality to help you evaluate 
the impact of internal and external variables (such as attrition, 
new hiring timelines, and skill requirements) on staffing and 
budgets. You can plan for long-term resource requirements 
and address projected staffing shortages to help prevent 
drops in service levels. 
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Other available functionality includes:

•   Performance Management — To help you measure employee 
performance against company goals, the solution provides 
role-appropriate scorecards that can show performance  
in daily, weekly, quarterly, and annual increments. You can  
create your own KPIs that are uniquely tailored to your  
business, enabling your staff to see how they’re performing  
against specific goals. Individual scorecards can roll up to 
department and operations-wide scorecards, providing 
insight into overall operational performance.

•    Quality Management — Verint Workforce Optimization  
can automate the administrative tasks associated with  
monitoring, tracking, and measuring employee and  
organizational performance. Armed with this insight,  
your business can improve efficiency, employee skills, and 
customer satisfaction while reducing errors and rework.

•   Desktop and Process Analytics — This solution can provide 
real-time visibility into employee desktop activity across  
different systems, applications, and processes, enabling  
you to measure productivity, proficiency, and process 
adherence. You can see which applications employees  
use, including how they use them, when, and for how long.  
The solution provides desktop guidance and can automate 
the population of data from one system to the next to help 
ensure consistency and compliance.

•   eLearning — You can quickly develop lesson content  
from captured transactions to address skill gaps, respond  
to changes in processes, and train staff. It’s easy to select  
and assign learning clips and/or courses to employees,  
who can access and complete them at their desks. Managers 
can track completion and subsequent job performance to 
assess training effectiveness.

Benefit from World-Class Consultants
Verint Consulting Services can help you get the most from 
your investment. From strategy, customer research, and  
business impact consulting to implementation, training,  
customer support, application consulting, and change  
management, you can be confident that our experienced  
teams understand your business practices and operations — 
and are committed to your success.


