DIGITAL

AUDITING

DISCOVER THE WHAT,
HOW AND WHY OF WEB
AND MOBILE CUSTOMER
BEHAVIOR

What if you could
record, retrieve and
analyze Web and
mobile interactions
with your customers as
easily as you can store
and retrieve phone
call recordings and
documents?
Today, you can.
Accenture and Glassbox have
teamed up to offer Digital
Auditing, an offering that can
be implemented either as a
standalone solution or integrated
with the Accenture Life Insurance
& Annuity Platform (ALIP).
As they interact with customers,
your service and support
representatives will be able to
see exactly what customers
are seeing on their screens,
improving the customer
experience and decreasing
average handling time.
Representatives can directly help
customers find information or
complete a transaction online.
Then, because that entire
interaction is recorded and
stored, it can be retrieved and
analyzed at any time, which
offers important capabilities to
carriers:
Dispute resolution. The recording
of the exact customer interaction
can show exactly what
customers saw and agreed to.
Analytics. Carriers have an
improved ability to analyze how
their customers interact with
their websites and how they
perform online transactions,
enabling the refinement of Web
services in response to customer
behaviors.

Defect analysis. IT departments
can replay scenarios and
reproduce issues and defects
using the visual display, then
perform proactive defect analysis
to support timely corrective
measures. IT can also receive
real-time alerts on website
problems when users are
experiencing them.
Identification of process or
purchasing issues. Powerful “free
text search” capabilities enable
you to find all customers who
experienced specific issues or
abandoned a process and failed
to complete an online purchase.
Employee training. Customer
interaction recordings can be
used to improve the skills of new
or existing customer service
representatives.

Features and benefits

Digital Auditing can be quickly
and readily implemented.
Because it is a non-intrusive
solution, there is no need to
change website code or install
anything on a production server.
The solution is able to deliver
important benefits to your
company:
Retention and recall
The unique compression
technology means that
recordings can be retained
economically, enabling the
recall and analysis of individual
customer sessions exactly as the
customer experienced them.

Support and contact center
service optimization
The solution does not require any
action on the part of a customer
(for example, connecting to
a co-browsing session during
the service call). Call center
representatives can immediately
see the page that the customer
is seeing, as well as earlier pages
from current and past browsing
sessions. These capabilities can
shorten average handing times by
one-third or more, while providing
better service and a higher rate of
first-call resolution.
Increased customer satisfaction
The ability to track consumer
interactions on the Web or on a
mobile device allows carriers to
understand how customers are
interacting with them and where
to make adjustments. The ability
to immediately access a Web
recording reduces frustration and
enables efficient and effective
customer care.

Accenture Life and Annuity
Software works with over 20
life and annuity carriers.
We have more than 25 years
delivering software solutions
with an established track
record in implementations.
Our industry leading
products are supported by
over 600 knowledgeable,
dedicated personnel and the
global breadth and depth of
Accenture.

Reduced operational and
regulatory risks
Digital Auditing can be used to
retain activity for audit controls.
Legal risks (reputational, financial,
operational and regulatory) can
be reduced within direct selling
and servicing.
The ability to view customers’
Web or mobile experiences and
interactions allows carriers to
recall and replay these actions
should any legal or compliance
disputes arise.
Improved efficiency for
customers, agents and home
office users
Carriers can evaluate and analyze
how home or back-office users
are processing transactions on
the systems. Complex areas and
time-consuming transactions can
be tracked to make operational
improvements and decrease
costs.

Solution Structure

Recording and monitoring all the
Web and mobile traffic of your
website enables you (via alerts
and reports) to quickly identify
problems on your website,
understand their impact and
discover root causes. In addition,
by using the replay technology
you can drill down to the single
customer level to understand the
customer’s experience.
Other Digital insurance offerings
for the life and annuity industry
Accenture Life and Annuity
Software offers strategic, endto-end solutions supporting
mission-critical life and annuity
products and processes
including the Accenture Life
Insurance & Annuity Platform
(ALIP), SmartVideo, ALIP Portal
and Mobility. These innovation
offerings can help you get
products to market faster and
more efficiently, lower client
acquisition costs and reduce Total
Cost of Ownership.

Enhanced transparency
and efficiency in customer
engagement:
• Satisfy record keeping
requirements
• Simplify dispute
resolution
• Co-browse with your
customer in real-time
• Reduce call duration
• Refine online services
in response to customer
behavior

The figure below shows the benefits of Digital Auditing throughout the stages of the product life cycle.
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ABOUT ACCENTURE

Accenture is a leading global
professional services company,
providing a broad range of
services and solutions in strategy,
consulting, digital, technology
and operations. Combining
unmatched experience and
specialized skills across more
than 40 industries and all
business functions—underpinned
by the world’s largest delivery
network—Accenture works at
the intersection of business
and technology to help clients
improve their performance and
create sustainable value for their
stakeholders. With approximately
411,000 people serving clients
in more than 120 countries,
Accenture drives innovation to
improve the way the world
works and lives. Visit us at
www.accenture.com.

Accenture’s life and annuity
software is part of Accenture
Life Insurance Services, within
Accenture Financial Services.
By applying extensive industry
knowledge to continuously
enhance its software, Accenture
helps insurers reduce operating
costs, manage risk and drive
growth through improved
product development and
distribution, enhanced policy
administration and distribution,
and technology platform
consolidation and modernization.
The homepage is www.accenture.
com/lifeandannuitysoftware.

This document is produced by consultants at Accenture as general guidance. It is not intended to provide specific advice on
the circumstances described hereunder .This document and the content contained herein may not be copied, reproduced,
republished, uploaded, posted, transmitted, or distributed in any way, without the prior written consent of Accenture.

