
Transforming Claims Efficiency 
& Customer Experience

Since 2014, Ubiquity has partnered with a leading global provider of lifestyle and housing solutions, 
to enhance its customer service operations across voice, chat, and back-office functions. 

Leveraging ZV by Ubiquity’s proprietary technology, ZViQ, the collaboration has focused on optimizing claims 
processes, improving quality assurance, and elevating customer satisfaction.

Challenge

Solution
Claims Efficiency Optimization

Quality Assurance Enhancements

Customer Experience Improvements

Results

74% Adoption of EZpass

118% to target | CSAT Score 

102% to target | CX Score Excellence

107% to target | QA Score Excellence

ZViQ has become much easier to use over time, with adjustments that significantly improved its 
usability. I really like how we can respond to disputes directly and adjust comments in real time. 
Having access to calibration sessions during live reviews is great, and the ability to play calls back 
and jump to specific timestamps makes locating information simple. The visibility into daily tracking 
and seeing our real-time stats are some of the best features. I also appreciate how easy it is to 
search for tracking boxes, making it much faster to identify behaviors or errors.”


