
CASE STUDY

Ameritas Life Insurance delivers consistent,
higher levels of customer service with Calabrio
Workforce Management

Background
Ameritas Life Insurance was founded in
1887 in Lincoln, Nebraska, as Old Line
Bankers Life Insurance Company of
Nebraska (Bankers Life). In 1988, Bankers
Life changed its name to Ameritas Life
Insurance Corporation to better reflect the
company's broad product line and national
scope.

Today, Ameritas Life Insurance
Corporation has grown to over 17,000
registered insurance agents and now offers
life insurance, annuities, group dental and
eye care insurance, retirement plans and
investments through its various company
divisions. value to their customers and
communities.

The Challenge
Ameritas had great success using Calabrio
Workforce Management at its Group
Dental division which included 100 agents
and processes more than 2.6 million dental
claims each year. The next challenge for
Ameritas was to implement a solution for
its Individual Life & Annuity division,
where highly and multi-skilled agents had
to be knowledgeable about a great number
of products and needed to have passed the

Series 6 and other financial exams. As a
result, these Individual Life & Annuity
agents had a much higher labor cost than
the average agent, which made any
accidental overstaffing a very expensive
mistake.

Prior to using Calabrio Workforce
Management, Ameritas was using
Microsoft Excel for forecasting and
scheduling which was difficult to use and
made it a challenge have the rightly skilled
agents available while keeping customer
satisfaction scores at the desired levels.

The Calabrio Solution
Calabrio Workforce Management (WFM) is
an industry-leading software solution for
multi-site staff forecasting and scheduling.
One of the unique and most distinctive
elements of Calabrio Workforce
Management is its underlying philosophy
to produce schedules in a single step.
Workforce Management can:

> Be connected to an unlimited number
of phone systems, Automatic Call
Distributors (ACDs) and Computer
Telephony Integration systems (CTIs)
simultaneously
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> Manage an unlimited number of sites
from one or many locations

> Manage office locations spread out in
different time zones

> Operate in English, French, Spanish
and Portuguese

The Results
Ameritas implemented the WFM
technology at its Individual Life & Annuity
division in January 2006 and has seen
dramatic results. Ameritas, the leading
financial services organization, is now able
to deliver more consistent and higher levels
of customer service through a more
flexible, efficient and strategic use of its
contact center agents by using Calabrio’s
Workforce Management solutions.

With greater visibility into its operations,
Ameritas is now able to more intelligently
mobilize its work force and better operate
its contact centers. For instance, Ameritas
found it could start agent shifts at 7:45 a.m.
instead of at 7:00 a.m. in order to save a
significant amount of money without
lowering service levels. Ameritas could also
move around existing trained agents to
cover a 10% expected increase in the day’s
call volume, instead of hiring more agents
to specifically cover peak call times.

Calabrio WFM also enabled the company
to schedule agent off-phone activities, such
as training, meetings and projects, during
the least disruptive times so as not to effect
customer satisfaction. Ameritas was also
able to extend the contact center hours by
making simple changes in agent scheduling
without adding excessive additional costs
or hiring more agents.

Ameritas found that a happier agent is
more likely to provide better customer care.
Greater flexibility and taking agent work
schedule preferences in to account
translated into a more employee-friendly
environment. Ameritas was able to offer a
flexible, shorter work-week as well as
lunches and breaks scheduled at more
convenient times for agents, rather than at
rigidly-fixed times. With wrap-up or off-
phone time built into their schedules,
agents could easily tie up any loose ends
during the day, which helped to greatly
reduce agent stress.

Debra Sterns, Ameritas’ second vice
president of the Individual Client Services
Call Center, explained, “With Calabrio, our
service levels are much more steady and our
workday predictable. This creates a more
orderly environment where we can focus on
providing the highest level of customer care.
With our recent merger and combined
customer base, Calabrio will be

critical in accurately manage a
fast-growing call volume between our two
locations.”

“We are tremendously pleased with
Calabrio,” continued Sterns. “Our
experience and results justify our decision to
choose Calabrio as our WFM partner, instead
of larger vendors whose solutions didn’t seem
to fit small- to medium-sized contact centers
such as ours. Further, Calabrio has given us
the most responsive service and attentive
training we’ve ever had.”

About Ameritas Life Insurance
Corporation

> Founded: 1887
> Headquarters: Lincoln,

Nebraska
> Annual Revenue: $1.763

million
> Employees: Over 17,000

registered agents
> Locations:

– Multiple nationwide
offices

– 3 contact centers
> ACD: Avaya


