Modernizing
High-Trust Support

A leading provider of identity protection, credit monitoring, and financial wellness solutions
partnered with Humach to modernize its customer experience to improve service coverage,
reducing operational strain, lowering costs, and scaling support without sacrificing security or
customer trust

The Challenge

A fast-growing membership base created mounting pressure on the contact center. Heavy reliance on
human agents drove high labor costs, especially as call volumes grew and support expectations
increased. Gaps in after-hours, weekend, and holiday coverage made it difficult to deliver consistent
24/7 service, frustrating members who needed help outside traditional business hours.

Long queues and extended wait times during peak periods led to higher call abandonment, missed
save opportunities, and potential revenue loss. The operation also faced long agent ramp-up times,
often 60 to 90 days to reach proficiency, which limited agility when volumes spiked. As a result, the
team struggled to scale efficiently while maintaining the level of security, service quality, and retention
performance the brand demands.

The Solution

Humach deployed a digital voice agent to automate high-volume, repeatable interactions and reduce
dependence on live agents for routine work. The digital agent was configured to handle key call types
such as password resets, general FAQs, and retention calls, freeing human agents to focus on
complex and high-value conversations.

The solution was tightly integrated with the client's homegrown systems and CCaaS platform,
enabling secure access to account, plan, billing, and refund data, as well as tailored dark web
research to help detect potential fraud during member interactions.

To protect revenue and preserve member relationships, Humach designed robust retention workflows
with multiple personalized save and refund options aligned to the client's policies. The solution also
included seamless agent handoff: when a transfer is required, the digital agent passes rich context
and automated notes directly into the CRM so live agents can pick up without asking members to
repeat information.

Extensive QA, simulations, and iterative refinements ensured the solution met strict accuracy,
security, and compliance requirements before scaling to production, giving the client a reliable,
scalable automation layer on top of its existing support operation.
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Business Impact

Humach's digital voice agent delivers strong financial and operational gains. It automates roughly
40% of calls, runs 30% faster than live agents, and operates at 100% productive time, driving
approximately $750,000 in annual savings across 500,000 calls while avoiding $1.3 million in
labor cost and more than $100,000 in turnover-related expense.

At the same time, it provides always-on, 24/7 support with no queues, delivering immediate,
accurate answers that match or exceed a fully ramped agent, resulting in more consistent, high-
quality interactions and stronger customer satisfaction and brand trust.

Lessons Learned

. Voice naturalness and tone drive adoption: Early This engagement demonstrates

robotic pacing, mispronunciations, silence gaps,
and jarring transitions required rapid iteration to
sound trustworthy and human-like.

Strong authentication and account-lookup logic
are foundational: API latency, missing data points,
and confusing verification prompts created early
friction and needed engineering fixes plus
expanded search criteria.

Error-recovery paths must be intentional: The
agent initially looped on repeated information
requests or misinterpreted customer intent;
adding guardrails and escalation rules sharply
improved containment and experience.

Outcome classification must be accurate from
day one: Mis-tagged policy failures, disconnects,
and transfer reasons skewed performance
perception until mappings were tightened.

Fast-follow iteration is essential for success:
Weekly review cycles, regression testing, and
sprint-based improvements to transfer logic,
retention flow, and scripting were critical to lifting
performance.

how a well-designed digital voice
agent can simultaneously reduce
costs, strengthen coverage, and
elevate customer experience. By
automating high-volume, routine
calls and tightly integrating with
core systems, the digital agent now
absorbs a significant share of
inbound volume while operating
with speed, accuracy, and 24/7
availability.

Live agents are freed to focus on
complex, high-value interactions,
and leadership has clear reporting
to guide continuous optimization.
The result is a more scalable,
resilient support model that
protects revenue, improves
member satisfaction, and positions
the client for future growthwith Al-
enabled service at its core.

Learn more at humach.com


http://www.humach.com/
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