
Verint Transversal is the leading provider of knowledge solutions. Our focus is to connect 

people with knowledge, ensuring customers, employees and contact centre agents alike can 

find the right answer every time they need it. Our solutions are designed to help improve 

agent e�ciencies in contact centres, deliver exceptional experiences in online self-service 

and increase business performance through employees and business partners.

Find out more

140
 countries BMW 

operates across.

250
Agents in BMW’s 
contact centre.

4,000,000
contact centre Enquires 

recEIved every year .

BMW implemented Transversal’S Prescience to PROVIDE 
a customer service experience that befits the value 
and reputation of its brand.

Vehicle sales involve highly 
technical information.

Before  purchase, 
customers want to ask 

about specifications and 
customizations.

Agents and salespeople need 
accurate answers ready to 

hand, and need to stay on-hand 
of model releases and 

industry developments.Creating a smooth customer 
experience can be A challenge 

and requires a global strategy.

Research and decision making

Average time taken to research 
models, choose and 
complete purchase. 

Autotrader survey.
of that time IS spent online. 

Many customers decide on the 
model they want before 

even entering a 
showroom.

/2 3
Of vehicle purchases 

were completed 
entirely online.

in 
2019 9%

AftersalesPurchasing

Service and SPECIFICATION

Todays customers expect 
a seamless omnichannel 

experience when contacting 
a manufacturer or dealer.

Aftersales purchases are 
typically promoted by 

something going wrong; a 
customer is likely to feel 

stressed, and need  a 
smooth resolution.

Automotive sales are 
high value. Customers 

expect service to be 
commensurate with 

their outlay. Digital Channels 
are crucial for 

automotive 
aftersales care.

knowledgE Automation for 
a smooth customer Journey

-50%
reduction in agent 

training time

98%
First call 

resolution
+20%

Rise in CSAT 
Score

BMW’s solution uses a central 
knowledgebase to support three key 

customer touchpoints: customer self-service, 
contact centre and car showroom.


