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For decades, the analysis of call recordings has been in use to extract 
meaningful and powerful insights about the contact center customers, 
agents and other trends. This process has now been further accelerated 
after the implementation of speech analytics software. Empowering the 
contact centers to gain relevant insights conveniently at a much faster 
pace, utilizing the speech analytics software can automatically refine 
the data collected and analyze it to deliver relevant business reports.

While this analysis is important to attain the desired business goals, 
speech analytics simplifies the process by classifying the call data into 
different categories. Categorizing this data on the basis of
words/phrases used by the callers and the agents helps in attaining a 
better understanding of the overall communication. This, in turn, opens 
up an opportunity for the brand owners to personalize the customer 
experience by customizing responses and addressing the customers’ 
concerns in the most effective and timely manner.

Until recently, implementing speech analytics software required a good 
amount of investment. But, with the technological advancement and 
innovation, it has become possible to deliver this service as a SaaS or 
Software as a Service solution. Doing so has made it possible for the 
medium and small-sized contact centers also to deploy this software at 
their centers.

Introduction
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Speech analytics software is a tool that helps unveil the hidden insights 
in the voice communications held between the customer and the 
agent. The tool enables one to analyze the recorded call data by first 
converting the transcriptions into text format and then passing it on to 
the required person. Helping one gain a clearer understanding about 
the customer and the agent, this audio mining tool has made rapid 
progress and can now even analyze the verbal and written interactions 
such as web chat, email or any other short message service. 

Initially introduced in 2002, the software has gained immense popularity 
among the masses. The level of data accuracy and intelligence
delivered by these tools is a must-have for companies as these may 
help them attain improved efficiency, better agent performance,
compliance adherence and higher revenue.

Speech analytics is a powerful tool that may help bring a huge success 
to an organization. Aiding its user with the relevant customer and agent 
information, the insights available using this tool can serve as a great 
help to improve customer experience, retention and various other call 
center metrics. But have you ever thought about the process of its 
implementation? 

While many think that implementing this software is easy and handy, it is 
important for them to know that it’s no t at all true. It is certainly not 
rocket science but it is important to be aware of the technology-related 
terms before beginning its use. 

Implementing an effective speech analytics program requires one to 
follow a few basic steps. This includes:

Having a plan in place beforehand is important for a successful
implementation of the software. Certainly, there are multiple changes 
and adjustments that are to be made on the way towards the final 
goal. But, that does not culminate the significance of preplanning. 
When preparing a plan, it is important to keep it in sync with the desired 
business outcomes and realistic expectations. This will enable better 
monitoring of the outcomes as well as make it easier to gauge the 
distance from the final destination.

What Is Speech Analytics?

Plan In Advance
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Implementing An Effective Speech Analytics
Program
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It is important to identify and determine the data that is critical to your 
contact center and the places where it is stored. This gets easier if the 
team understands the role of its customer service agents and the 
common solutions offered by them for the common queries raised by 
the customer. The most common data that is collected before the 
software’s implementation includes call types/queues related to
technical support, billing, sales and collections; switch data; IVR data; 
customer satisfaction data; and other related data.

Identify Your Critical Business Data

Before implementing the speech analytics program, it is important to 
get your in-house team ready for its launch. To enable this, you need to 
nurture a buy-in attitude across the contact center. This would help the 
project to win cross-functional support, as well as, socialize the
benefits of speech analytics Doing so is also a way to create supporters 
for the project. Making this project available for feedback and criticism 
from different departments like sales, IT and marketing, will help in 
improving its quality, add depth to the plan, gain a better
understanding of the customer sentiments and requisite future
adjustments.

Introducing a new program or process in any contact center is never 
easy. One needs to prove its worth at the earliest possible. And this rule 
remains the same in the case of this software too. Whether your project 
is being scrutinized for poor performance or high aims, it is important to 
get going and tackle any of your highest priority goals. For instance, 
reasons behind longer hold time; understanding the customer
sentiments and emotions, etc. Once you are able to prove its worth, 
you are undeniably in a win-win situation and all set to launch the new 
product in the contact center. As soon as it is launched, you would be 
able to evaluate the training needs within the contact center, the need 
of bringing a change in existing systems and processes to fix the
underlying issues, etc.

Treat It Like A Business Function

Aim For A Few Quick Wins
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Speech analytics software is a sure-shot way to design better training 
modules for the agents. But, its use is not just limited to improving agent 
performance. The findings drawn after analysis of the agent-customer 
interaction is a great source of information for multiple other
departments like sales, marketing, or nearly every other department. For 
instance, if there is a complaint regarding a particular product by a 
customer, then this information is much more useful for a sales or
product department as compared to any other department in the 
contact center. 

What’s impressive about speech analytics software is that its results are 
drawn directly after analyzing the agent-customer interaction.
Therefore, sharing its results with the entire contact center can be a 
great way to identify the root cause of the problem so that requisite 
adjustments can be made to improve customer experience.

Share The Product’s Findings

Analyzing the call data to derive relevant information about the 
customers and the agents and sharing it with the entire contact center 
does not serve the purpose. It is extremely important to devise an 
appropriate plan of action that can be followed to bring in the required 
changes within the contact center. This can be as simple as devising a 
training module for the agents or developing a new product plan as per 
the customer requirements. 

Implement The Results
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Collecting data and producing insights using speech analytics is just a 
part of the process that’s not being put into use. No piece of
information can serve its purpose unless it is routed through the right 
channel and put into effect. Therefore, generating insights using speech 
analytics software cannot serve the purpose if these are not
disseminated across the contact center. 

It is essential for a contact center to have a process in place that may 
enable proper dissemination of speech analytics insights across
departments, specifically those that are hugely impacted by these.
A few of these include:

Speech analytics has an immense power to help a contact center 
generate excellent sales and revenue. The insights available using this 
tool can serve as a great help to understand the common factors that 
are leading to customer dissatisfaction. This information can, then, be 
used to address the common problem areas and in turn, help in
improving the overall brand image. Any sort of improvement in the 
brand image can act as an excellent motivational factor that may help 
attract sales, execute promotional plans and ensure that the brand is 
able to attain the desired output.

The tool can also serve as a great help in identifying the sales pitches, 
words or phrases that are generating the best return and impacting the 
callers the most. It can also help identify the methodologies that are 
working most effectively in generating the desired results, identify the 
up-sell strategies and the efforts that may help generate the desired 
results.

Accelerating The Growth of Organization’s
Departments Using Speech Analytics

Sales & Business Development
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Speech analytics has the power to change the way you market your 
product and develop an entirely new brand image. Providing its users 
with the relevant insights about the customers and the agents from the 
call recordings held between the two, speech analytics can also help 
you devise better marketing plans. This ,in turn, may help the contact 
center to strengthen its marketing efforts while also attracting new 
customers. 

Helping the operations department to improve their efficiency and 
effectiveness, the insights gathered can be used as a basis to formulate 
a better plan of action that may help attain the desired results.

Marketing & Communication 

Operations
One of the most unexpected areas where speech analytics software 
helps is the operations department. Helping one understand the
complex requirements raised by the customers on the call, the tool can 
make it easier to identify the need for providing training to the agents, 
redefining the customer support function, the overall cost structure and 
expenses borne by the contact center. 

With speech analytics software, it also gets easier to identify any sort of 
operational and performance related issues. This helps in making sure 
that the service quality in the contact center is improved by better 
managing the overall workflow and the level of customer service 
delivery. While this doesn’t come easy, investing your time and efforts 
can make it possible to attain utmost customer satisfaction.

One of the most important elements that determine a contact center’s 
success is its customer satisfaction score. And with speech analytics, 
determining this score is not difficult. Helping one understand the extent 
to which a contact center has been able to meet its customer
requirements, the tool also helps in determining the reasons behind 
customer dissatisfaction and the need of implementing newer ways to 
reduce such instances.

Speech analytics can also help in identifying the most common factors 
leading to a high call volume in the contact center such as
service-related issue, product flaw, billing issue or any other. This, in turn, 
makes it possible for the management team to frame the most
appropriate solutions and the best ways that may help in improving the 
CSAT score.

Customer Service
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It has been an age-old tradition to spend millions of dollars on gaining 
relevant market insights pertaining to customers and their interests. With 
speech analytics, this cost has been brought down to its minimal
without compromising on the quality of results obtained.

Providing its users relevant business intelligence at a fraction of cost 
involved in opting for traditional methods, speech analytics also saves a 
lot of time. Moreover, the insights gathered using this tool are much 
more reliable as the analysis conducted using speech analytics 
software is much more comprehensive as compared to the traditional 
methods that rely on random data sampling.

Research & Development

Be it any process or a contact center, it is important to stay in
compliance with the set standards formulated by the standard bodies. 
With speech analytics, this gets easier. The analysis of call
recordings using speech analytics tool helps one gain relevant insights 
into the extent to which the agents are performing their duties in
compliance with privacy and security regulations. It helps in confirming 
that the agents are performing their duties in compliance with the 
regulatory requirements and are not putting the brand’s image at risk.

Verifying and validating the agent-customer interaction on the basis of 
several pre-defined guidelines, it helps in ensuring that there is nothing 
that might put the business's reputation at risk.

Compliance & Risk Management

With speech analytics software, it is easier to track the ways in which the 
products and services are being offered to the clients. Tracking the 
interaction between the agent and the customer, the speech analytics 
is able to identify the customer’s possibility of buying a product and the 
agent’s adherence to the set guidelines. This, in turn, makes it possible 
to identify the common flaws in the overall interaction, factors that 
trigger a sale or detach customer from buying a product.

Identifying the flaws in the agent-customer interaction also makes it 
possible to implement the right ways and techniques to bring in the 
change. This change may be related to the quality of service
delivered/offered, the agent’s interaction with the client, or any other.

Products & Services Delivery
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During its initial years of introduction, speech analytics was considered 
to be a more of fluff or a vague idea. But today, things have changed 
for the better as more and more contact centers and other business 
houses have started to incorporate it into their functions. With an ability 
to deliver close to cent percent accuracy, the tool is now being 
deployed at many centers. Moreover, an increased focus of the
enterprises to maximize revenue has also created an urgent need of 
devising multichannel analytics software. The time is right to invest in this
technology and drive changes that may help improve the contact 
center’s bottom line.

Final Thoughts
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