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The telecoms sector faces the challenge of a 
splintering marketplace. Few people in our connected 
society can do without the services they provide. Yet 
companies must increasingly compete with smaller, 
newer companies for customers. 

Telco’s need to di�erentiate themselves on the 
quality and innovation of their service.

telecommunications -
differentiating on 
service, through

knowledge automation

To retain 
market share, 

telco’s must provide the 
joined-up experience 

customers expect in an 
omnichannel 

world.

Telco’s 
must provide 
accurate, up-to-date 

knowledge about 
services, policies and 

troubleshooting. 

 
Knowledge
Automation 

enhancing customer experience 
across the telecoms sector.

 
Customers 

need contact 
centre agents

to resolve problems fast, 
first time. 

         Telco’s that serve knowledge effortlessly and      accurately at the point of need, retain customers 
                more easily than companies that do not.

600 
contact centre 

agents

40,000 
external sales 

partners  

Utility Warehouse, 
a growing phone, 
Internet and energy 
supplier, aims to give 
quality experiences by 
treating each customer 
as they would treat a 
member of the family.

Utility Warehouse 
implemented the Prescience™ 
knowledge solution to 
replace its legacy KM system.

Serving knowledge to three key 
touchpoints: customer self-service, 
agents’ desktops, and a dedicated 
portal for external sales partners. 

4,000
routine enquires  

deflected 
per day

Telco’s are huge enterprises, with potentially millions of customers and 
large-scale contact centre operations. While delivering knowledge on 
such a scale might seem daunting, a cloud-based knowledge solution 
like Prescience™ makes it simple. Prescience™ enables you to curate 
knowledge in one place and publish it anywhere, regardless of the 

number of touchpoints you maintain, the number of your customers or 
the number of your agents.

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
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Contact centre 
agents describe 

the results as
 “a quantum leap in 
customer service”.


