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Large Insurance Firm Uncovers Critical 
IT Gaps with End-User Analytics

A large insurance firm with over 25,000 end-users spread across 100 business sites 

faced a significant challenge: to ensure that their call center could stay responsive to 

the outside customer. Nexthink was selected to provide real-time visibility of the IT 

infrastructure and endpoints from the end-user perspective, to improve the end-user 

experience and to reduce IT issues.

CONTEXT

Large insurance firms are now on the leading edge of technology with many 

critical internal and customer-facing services powered by in-house and cloud-fac-

ing applications. For example, multi-line carriers that supply both consumer 

policies — for homes, cars and small groups — in addition to business services 

such as property and casualty insurance, run a myriad of applications to handle 

underwriting, claims and customer relationship management (CRM). Increasing 

service demand, meanwhile, coupled with critical end-of-year fiscal reporting 

means that to stay competitive these organizations must both support emerging 

IT initiatives and empower the end-user experience.

ORGANIZATION

Large insurance firm

INDUSTRY

Finance/Insurance

LOCATION

USA

KEY CHALLENGES

 z To ensure the call center could 
stay responsive to the outside 
customer

 z Real-time visibility to detect, 
repair and ultimately prevent 
critical IT gaps in order for 
end-users – employees and 
consumers alike – to remain 
brand-loyal

 z Need for end-user analytics  
to correlate IT issues 
experienced by employees to 
the underlying metrics of their 
devices, and to address serious 
issues that were not being 
reported to the service desk
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““A slow or unstable and crashing 

machine has three significant 

impacts: the productivity of that 

employee running an unstable 

device impacts bottom line  

of the business; the experience 

of the outside customer creates 

lowered customer satisfaction and 

possible revenue loss;  

and the volume of incident tickets 

can quickly overwhelm the IT 

support staff.” 

Director of Desktop Engineering

CHALLENGES

With over 25,000 end-users spread across 100 business sites running a com-

bination of virtual and physical machines, one large insurance firm faced a 

significant challenge: to ensure that their call center could stay responsive to the 

outside customer. According to the company’s Director of Desktop Engineering, 

“A slow or unstable and crashing machine has three significant impacts: the pro-

ductivity of that employee running an unstable device impacts bottom line of the 

business; the experience of the outside customer creates lowered customer sat-

isfaction and possible revenue loss; and the volume of incident tickets can quickly 

overwhelm the IT support staff.” If IT systems are not stable, requiring agents to 

regularly reboot their machine or asking customers to repeat information time 

and again, sales are lost and revenue drops. An unintended consequence is that 

employee retention is also impacted, and frustrated sales representatives will 

look for more lucrative opportunities with competitors where technology doesn’t 

hold back their ability to succeed.

The bottom line? Large insurance companies need a way to detect, repair and 

ultimately prevent critical IT gaps if they want end-users — employees and con-

sumers alike — to remain brand-loyal.
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“Nexthink was the ‘perfect fit’ to 

reduce tickets, lower  

time-to-repair and align with the 

CTO’s initiative of implementing 

proactive rather than reactive  

IT support.”

Director of Desktop Engineering

CHOOSING NEXTHINK

As noted by the company’s Desktop Director, the insurance firm “did not find 

user-impacting issues during test processes, but after a few months into the 

Windows 7 rollout, a 75% increase in incident tickets coupled with business 

leader escalations told a different story.” The Nexthink proof of concept veri-

fied the escalations were real, and provided concrete evidence of the source of 

the issues. The solution directly correlated IT issues experienced by employees 

to the underlying metrics of their devices, and also showed that many serious 

issues were not being reported to the service desk. Despite their role as a pro-

fessional IT organization, the firm lacked the ability to judge the impact or scope 

of the customer experience outside of helpdesk tickets. With daily ticket volumes 

and unresolved ticket backlogs growing, coupled with elongated repair times, 

the 100-person IT team was forced to stop strategic projects and reassign staff 

to triage. With limited information with which to troubleshoot, and knowing that 

many issues were still unreported, the team was in the dark about many aspects 

of the new environment.

Perhaps most worrisome was a recent outsourcing effort which prompted a drop 

in IT service tickets and improved customer satisfaction survey scores. At first, the 

Company assumed end-user satisfaction was on the rise, until they discovered 

that total call volume did not match the volume of actual issues. The experience 

of one satellite legal office summed up the problem: one critical desktop appli-

cation was taking upwards of 90 minutes to launch, end-users would rather walk 

away and do something else than call the helpdesk for fear they would “probably 

break three more things in the process of trying to fix the issue.” The solution? A 

25 percent enrollment in Nexthink at the end of 2014 — by December 2015 the 

entire Company was using Nexthink’s end-user analytics to stabilize IT, reduce 

ticket volumes, improve technician repair times, and boost both end-user and 

IT productivity.
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“Nexthink’s end-user analytics 

help us to stabilize IT, reduce 

ticket volumes, improve technician 

repair times, and boost both end-

user and IT productivity.”

Director of Desktop Engineering

BENEFITS

According to the Director of Desktop Engineering, Nexthink was the “perfect 

fit” to reduce tickets, lower time-to-repair and align with the CTO’s initiative of 

implementing proactive rather than reactive IT support. With complete visibility 

into end-user behaviors and issues, IT staff under expense controls were able 

to improve ticket response and reduce the time spent on each ticket improving 

overall efficiency.

By communicating with the entire staff that the deployment of Nexthink was 

intended to improve the end-user experience and reduce IT issues, and then 

opting for a tiered rollout across desktop support staff, the Company was able 

to engender cultural goodwill while simultaneously tackling ongoing issues. For 

example, a problem with slow boot times led to employees being paid overtime 

to come in early and boot their machines. Nexthink identified issues related to 

insufficient memory, old and slow hard drives, and improper Active Directory 

network settings. These findings prompted moves to upgrade memory, intro-

duce solid state drives (SSDs), and properly configure Active Directory to solve 

the problem once and for all.

Insurance companies and other financial service enterprises can’t afford IT end-

user gaps if they want to hit revenue targets and retain top-tier sales personnel. 

By leveraging Nexthink for complete visibility and proactive detection, large 

insurance firms can draft effective IT policies for long-term success.


