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Pensiones Banorte, the largest organization  
in annuity payments in Mexico, improves 
customer service with Nuance Voice Biometrics.
“Firma de Voz Banorte” eases “Proof of Life”  
burden to help aging pensioners.
Pensiones Banorte was the first organization to leverage voice biometrics to support identity 
verification or “Proof of Life” for aging pensioners claiming Social Security benefits. Nuance’s 
Security Suite works to authenticate Banorte’s legitimate customers and pensioners 
seamlessly, right from home, without requiring them to travel to do so.

Customer | Pensiones Banorte

Challenge | Provide a secure, easy way for aging 
pensioners to confirm their identity without requiring 
in-person validation

Solution | Nuance Security Suite identifies 
pensioners by their unique voiceprint, confirming 
“Proof of Life” and eliminating the need for individuals 
to verify identity in person

Results | Easy, secure identity validation through 
“Firma de Voz Banorte” for aging pensioners who 
often have difficulty traveling to validate their identity 
in person

“Since the ‘Firma de Voz Banorte’ 
project was implemented, pensioners 
have been able to provide proof of life 
from home 24 hours a day, 365 days 
of the year, even if they are out of the 
country.”
Andres Gallegos, Customer Service Sub 
Director for Pensiones Banorte

v Key results

CSat increased to

98%
FCR increased to 

95%
Authentication  

rates at 

98%

Availability is now

24/7x365
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About Nuance Communications, Inc.
Nuance Enterprise is reinventing the relationship between enterprises and consumers through customer engagement solutions 
powered by artificial intelligence. We aim to be the market leading provider of intelligent self- and assisted-service solutions delivered 
to large enterprises around the world. These solutions are differentiated by speech, voice biometrics, virtual assistant, web chat and 
cognitive technologies; enabling cross-channel customer service for IVR, mobile and web, Inbound and Outbound; and magnified by 
the design and development skill of a global professional services team. We serve Fortune 2500 companies across the globe with a 
mix of direct and channel partner selling models.

Challenge
Pensiones Banorte was looking 
for a specialized way to offer the 
best alternatives to administer 
annuity payments to retired citizens 
(pensioners) under Social Security 
laws in Mexico. These laws protect 
retirees in case of disability, 
retirement, age, and death. 

The government has historically 
required “Proof of Life,” meaning 
that pensioners had to be present 
in order to prove their identity and 
receive their Social Security benefits. 
However, in light of the accessibility 
challenges faced by many aging 
pensioners, it was often a struggle for 
these individuals to travel to meet this 
requirement.

As a result, Pensiones Banorte sought 
to offer the best solution to provide 
pensioners’ benefits and services 
without requiring them to be physically 
present.

Solution
Nuance Security Suite was 
implemented to help Pensiones 
Banorte offer the “Proof of Life” 

requirement for retirees 24/7 using 
voice biometrics as a way to validate 
pensioner identity. Pensioners can 
call into the Banorte call center to 
have their identity validated in order 
to release their Social Security 
benefits. By comparing a caller’s 
voice with their unique voiceprint 
on file, Banorte’s voice biometrics 
system, powered by Nuance, securely 
validates pensioner identity, and 
prevents fraudsters from illegally 
claiming benefits by falsifying their 
identity.

Results
Since the “Firma de Voz Banorte” 
project was implemented, customers 
have been able to provide proof of 
life from their homes 24 hours a day, 
7 days a week, 365 days of the year, 
even if they are out of the country. 
Customer Satisfaction has increased 
to 98% and FCR is up to 95%.

Why Nuance?
Pensiones Banorte selected Nuance 
for its professionalism and biometric 
technology maturity as well as its 
regional and global client portfolio.  
Nuance took the time to understand 

the innovations Pensiones Banorte 
wanted to implement and offered the 
best solution with Security Suite.

Learn more
To learn more about how Nuance 
Security Suite can transform your 
customer service experience, 
while maintaining security for you 
and your customers, email us at 
customerexperienceexperts@
nuance.com or visit https://
www.nuance.com/en-gb/
omni-channel-customer-engagement.

Customer Satisfaction has 
increased dramatically as a result 
of the implementation of voice 
biometrics.
Iván Aguirre, Director of Analysis 
and Alternate Channels for 
Pensiones Banorte
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