
CEGA Group gains time and cost savings using Teleopti WFM for smarter contact
center scheduling
Teleopti today announced that CEGA Group, one of the world’s leading providers of medical and security assistance, travel risk, medical
screening and claims management services, has deployed the company’s strategic Workforce Management (WFM) technology to introduce
smarter scheduling for contact center agents and to support a growing international business. Since implementing Teleopti WFM, CEGA
Group has realized significant time and cost savings and increased staff engagement.
Global business expansion and changes in the travel risk landscape prompted CEGA Group to replace its original manual system with a fully
automated solution.

Steve Marshall, Head of Claims & MRA, CEGA Group commented, “We were impressed by the user-friendliness and look and feel of the
Teleopti system. We also received strong recommendations from our insurance partners and the fact that Teleopti as an organisation is solely
dedicated to WFM, helped to clinch the deal. Since using Teleopti, we have noticed improvements on many levels. The ease of rostering and
forecasting is outstanding. It is also a powerful value proposition when talking to clients and prospects, giving them the confidence that we can
forecast call volumes accurately and use agent time efficiently and cost-effectively. Our service level agreements (SLAs) are now more stable
and our call abandonment rates have halved.”

CEGA Group went live with the Teleopti solution in the medical screening department in October 2016, extending the system to the claims
department a few months later. In a short space of time, the company noticed a series of significant benefits including the fast, efficient
production of agent schedules and better response to fluctuating call volumes. Agent self-service enables staff to take ownership of rosters,
check and swap shifts and even book their holidays quickly, from home, and with very little management intervention. For supervisors, using
real-time adherence puts them in control of their contact center environment, even when they are away from their desk. They can simply log
onto the Teleopti system to compare agent schedules as they happen, from their tablets or other mobile devices and make appropriate
adjustments on the move.

The financial savings since using Teleopti WFM have included the removal of ‘fall-back’ payments, whereby agents were paid a fixed fee to be
on call at weekends in case of sickness. The advance planning and tracking ability of Teleopti WFM to monitor sickness revealed that these
payments were no longer necessary. Agents were happy to no longer be on standby and as a result, CEGA has saved several thousands of
pounds adding to the very visible return on investment (ROI) of Teleopti WFM.

Nick Smith, UK & Ireland business manager at Teleopti concluded, “Our WFM technology offers fast growth organisations such as CEGA the
opportunity to create high-performing contact centres staffed with highly motivated agents. Automation and real-time capabilities support
smarter forecasting, yield tangible time and cost savings and help drive meaningful service improvements which means an improved employee
and customer experience.”

In the future, CEGA plans to enhance the Teleopti WFM implementation by using it to schedule staff who are dealing with correspondence
associated with claims and other customer communication channels, such as email and Web Chat.

About CEGA Group 
CEGA Group is one of the world’s leading providers of medical assistance, travel risk and claims management services. It serves insurance companies,
underwriters and large corporations, both in the private and public sector. Services include medical assistance, pre-travel risk management and medical
screening, air ambulance provision and claims management.

For more information, visit www.cegagroup.com

About Teleopti
Teleopti, a top, global provider of workforce management software, offers a world-class WFM solution that is sophisticated, localized and easy to use. As
the largest “best-of-breed” vendor, Teleopti focuses on helping contact centers, back offices and retail stores improve customer service, employee
satisfaction and profitability – through optimized, automated forecasting and scheduling with cutting-edge features to empower and engage employees.
Founded in 1992, Swedish-established Teleopti has customers in over 85 countries, numerous offices around the world – from Beijing to São Paulo – and a
comprehensive global network of partners. Visit www.teleopti.com.
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