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I. Introduction: Why Contact Center Improvement is a 

Business Imperative 

As customer experience futurist Blake Morgan 

stated in a recent Forbes article, “The truth is, 

your entire company is a contact center. The 

contact center is the place where your customers 

literally "make contact" with your brand. But how 

many other places do your customers make 

contact with your brand? Many. And when they 

do, what is the customer’s experience?” 

Is it frustrating, complex or even painful? If so, 

the cost to your brand reputation and profits can 

be enormous.  

Is it neutral? This means at best you neither win 

nor lose, but at worst, open yourself to inroads 

from competitors who strive to make the 

customer experience (CX) better.   

Is it positive? If you provide your customers (or prospective customers) with a great 

and productive experience, your organization is the one that will reap the benefits in 

terms of competitive advantage, sales and profits.   

Positive intentions are great, but you will also need great systems and effective 

technologies to see the type of improvements that delight customers and keep 

them coming back to buy more.    

Also from the Blake Morgan article in Forbes: “Self-help technology is put in place to 

deal with customers. But how successful have these customer technologies been? 

Arguably not very successful. If these technologies made customers’ lives easier and  
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https://www.forbes.com/sites/blakemorgan/2017/08/27/your-entire-company-is-a-contact-center/#716dcc804883


  

3 

 

 

better, customers wouldn’t mind talking to a phone tree (also known as an IVR). But 

some customers loathe self-help technology.”  

This point is right on-target. Expectations of modern consumers are evolving even 

faster than technology. Today, it’s not enough to have a dynamic product — you 

must also deliver a superior customer experience (CX) at every point of contact. Just 

as your company is a contact center, your IVR is an automated voice receptionist.  

Following are four related strategies on how to use technology, combined with great 

voice support, to enhance CX while promoting and protecting your brand. 

II. Key Strategy 1: Use the Voice Channel to Achieve 

Deeper Customer Engagement 

Consumers interface with a brand (and 

form their perceptions of it) at many 

different touch points: the internet, an in-

store experience, face-to-face with a 

representative, advertising across all 

media, public relations (directly or 

through an influencer) and, of course, the 

telephone and other automated voice 

applications.  

Of these, only the voice channel seems to be so undervalued and misinterpreted by 

C-level executives and brand marketing teams. But whether the marketing team at 

Fortune 500 ‘Company A’ knows it or not, automation plays a huge part in how 

customers interact with a brand and we all know that dissatisfied customers are 

much more likely to share their feedback with friends and the impressionable 

Internet.  

It’s worth your time to evaluate the way your business interacts with customers on 

the phone. As you begin your research — calling into your own automation, your  
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competitors’ automation, talking to your telephony manager to gauge feedback, 

gathering data, etc. — be sure to follow these five fundamentals of a world-class 

voice brand: 

A Brand-Consistent Voice 

What are the hallmarks of your brand? Who is a typical customer? What lifestyle do 

they lead, and why have they chosen to call you or do business with you? The voice 

that speaks as a virtual representative for your company should personify your 

current branding, sales objectives and customer demographics.  

Recording with trained, professional voice actors who can adjust their vocal 

performance to meet the requirements of your brand is important. With a simplified 

approach to persona development, a solid voice partner can do the legwork and 

provide the reference materials needed to help capture a brand image that will 

resonate with your unique customer base. 

A One-Voice Caller Experience 

Nothing says ‘brand discontinuity’ or ‘mixed-up marketing’ like an IVR application 

featuring multiple, inconsistent prerecorded voices. It’s more common than you 

think, and the risk increases as the scope of the application grows. There are many 

reasons why this is so prominent: budgetary constraints (if using a professional 

voice talent), unavailability for updates (for a departed employee ‘internal’ voice, for 

example), a mix of technologies and/or botched hand-offs between teams and 

technologies. 

Language Localization 

So maybe your English-language voice brand is perfect. But are your Spanish-

speaking customers getting the same service? Does your company offer 

international service or operate overseas call centers? The language may be 

different, but the revenue is the same. For most U.S.-based companies with larger 

automated call applications, Spanish is a necessity. A little stat to chew on: The U.S.  
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Spanish-language market will triple over the next 40 years. Accordingly, its spending 

influence is skyrocketing. 

For Spanish and any other international language, a skilled translator and 

localization expert is required to make the voice prompts work for that calling 

audience. If it doesn’t sound authentic, the application fails; the voice brand won’t 

be credible to customers. 

High-Quality Production Across All Voice Prompts and Applications 

Why is it that some voice prompts (often in 

the same system) sound crystal clear while 

others sound like they were recorded on 

your grandma’s old Dictaphone? When you 

are managing the voice production process 

internally, a piecemeal and bizarre customer 

experience is sure to follow.  

You need to make sure the voice 

performance, volume levels and technical considerations are seamless for ongoing 

updates. Maintaining a consistent ‘read style’ allows companies to plug in new voice 

files with recordings that may have been deployed a decade ago. 

Scripting for Success 

What’s the objective of an IVR application? To help callers handle transactions as 

quickly, conveniently and cheaply as possible; to automate routine customer 

requests, and to route and segment calls efficiently. The only way you accomplish 

any of this is through an effective script and voice user interface (VUI) design.  

Is there a logical flow? Does it quickly identify your reason for calling? An important 

stat to keep in mind: A contained call costs about seven cents, a call handled by a 

live agent costs upwards of $7.50. 
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III. Key Strategy 2: Establish Meaningful Call Center 

Metrics 

When your customers contact your call center for support, sales or other purposes, what 

kind of customer service experience do they have? Does your call center have a system in 

place for measuring that experience? Tracking your call center and IVR metrics is critical to 

delivering positive, brand-reinforcing customer service with every call.  

Here are the key metrics that are directly impacted by your IVR system. 

Average Handling Time (AHT) 

AHT is the average duration of a call transaction starting with the 

caller's initiation through to call completion. While some tracking 

only measures agent time, this metric typically includes IVR 

navigation, IVR hold time and agent interaction.  

It’s important to understand that AHT will vary significantly by industry and call type. 

For example, a simple bill-pay transaction should be of much shorter duration than 

a support call (and if it’s not, you already know you have a problem).  
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A high AHT may indicate issues with the IVR, agent training or agent performance. 

AHT is an indicator of IVR efficiency and performance. The IVR system can either 

help customers resolve their issue (self-service), route them to the right agent or 

frustrate them.  

Call Abandon Rate 

The call abandon metric is the percentage of inbound calls 

made to a call center or service desk that are abandoned 

by the caller before reaching an agent. It is calculated as 

total abandoned calls divided by total inbound calls. While 

higher abandon rates typically have a direct relationship to wait times, IVR 

performance can also have a dramatic impact on this metric. A high call abandon 

rate is often an indicator of frustrated, irritated customers. 

IVR system performance has a direct correlation with abandoned calls. Lengthy wait 

times, confusing menus, and poorly tuned speech grammars all contribute to caller 

frustration and abandoned calls. 

Call Containment Rate 

The call containment rate is the percentage of inbound 

calls completely handled by the IVR, divided by the 

number of total incoming calls. It is a measure of the self-

service provided by the IVR. A poor call containment rate 

indicates that the IVR system is poorly configured, has confusing prompts or is 

mishandling caller requests.  

Call containment performance can have a direct impact on call center operations 

costs. If callers have the capability, yet are not successfully obtaining self-service, 

there is a direct impact on agent call load. That leaves agents diverting efforts to 

tasks that are not as important or not centered on income producing activities. 
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“Zero Out” Rate?  

A caller will typically zero out to bypass the IVR and contact 

an agent when delayed or frustrated by the IVR system. An 

excessive zero out rate indicates that callers are bypassing 

IVR self-service and routing features. In either case, the 

typical result is an increased agent load and greater frustration with the brand. If 

your system has pushed your customer to this point (accounting for those who do it 

automatically), you’ve already done damage to your brand and the relationship. 

A caller’s tendency to zero out of the system is a key indicator of poor or un-

optimized IVR performance. It’s especially common if customer needs have changed 

while the IVR design remains static. If callers can’t find the call path option they 

want, they drop or zero out to an agent. 

IV. Key Strategy 3: Keep Your Customers Out of 

Contact Center/IVR Hell 

A well-tuned IVR system is important to protect the integrity of your brand. After all, 

your customers consider your inbound contact center to be as much a 

representative of your organization as your storefront or your salespeople. So, how 

do you prevent your IVR system from becoming customer service hell and keep 

these types of disasters from happening in the first place? Let’s look at three areas 

you can fix in your system. 

Adjust Your Grammar - When your system is first set up, you build in a certain 

level of anticipated words that you know your callers will use to navigate the 

system. However, no matter how prepared you think you are, there will always be 

instances in which your system will experience out-of-grammar utterances. 

Combating this issue requires transcribing and monitoring your calls to see where 

your customers are getting lost in the system. 
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For more about this topic see our Slideshare titled, 3 Ways to Help Your Customers 

Avoid Contact Center/IVR Hell.  

 

 

 

Fix Confusing Menus 

If your menus are too long, too confusing or simply unhelpful, then you are 

causing frustration, which is not a great way to create positive brand perceptions. 

The fix is to dip into your reporting/analytics and find out. Put their biggest needs 

front-and-center on your menu so your customers can quickly get where they need 

to go without listening to a litany of menu options that don’t apply. 

Banish Long Hold Times 

Your customer has taken the time to self-serve with your IVR system, patiently and 

properly navigated the menu and then they connect with … hold music! Imagine 

the sheer frustration of that moment, especially if this is a sales-related call. The 

fix: It could be that you need more personnel to handle your inbound calls. 

However, it could also be that your inbound team has been relegated to fixing 

problems caused by your IVR instead of making sales. Alternatively, a virtual queue 

solution should be offered anytime your hold times are more than 90 seconds.  

 

https://www.slideshare.net/forty7ronin-ivr/3-ways-to-help-your-customers-avoid-contact-centerivr-hell?qid=a089515c-5e83-4735-a224-9f3469f826c9&v=&b=&from_search=1
https://www.slideshare.net/forty7ronin-ivr/3-ways-to-help-your-customers-avoid-contact-centerivr-hell?qid=a089515c-5e83-4735-a224-9f3469f826c9&v=&b=&from_search=1
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V. Key Strategy 4: Use Innovation to Create Customer 

Loyalty.  

Here are a few insights you can use to immediately begin developing an innovative 

CX strategy.  

Understand that Every Customer Has High Expectations 

If you think your customer base is exempt from this new era of high customer 

service expectations, you need to read the next few stats, because they are critical 

to the future of your business. As Elizabeth Magill, Senior Director of Product 

Marketing at CX company Cyara 

reported in a recent online event: 86% 

of today’s buyers will pay more for 

better customer experience. And a 

Price Waterhouse Coopers report 

stated that customers will demand 

near-perfect execution in the next few 

years. Service is the value.  

Your Customer Service Center is a 

Key CX Tool 

A key area of disappointment for consumers results from a breakdown in the voice 

communication channel. For example, they call customer service and that service 

fails them in some way. When the company mentioned above (Cyara) conducted a 

survey with Frost & Sullivan, they also discovered that many CX issues could be 

traced to poorly integrated systems, inefficient call management (volume, etc.), 

antiquated systems or multiple systems operating in silos that never 

communicated—or innovated—with one another. Essentially, when your customers 

call for assistance, they aren’t getting what they want and that could be costing you 

current and future business.  

 

86% 
Percentage of today’s buyers 

who will pay more for better 

customer experience. 

https://www.linkedin.com/in/emagill/
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Innovating Customer Service Begins with IVR 

Your IVR is the technology your customers engage with when they call your 

company for support, whether it’s purchasing a product, paying a bill, seeking 

service for an issue, etc. It’s one of the many faces of your brand and if it’s clunky, 

hard to navigate, confusing or unhelpful, your callers will associate that experience 

with your company and use that to drive future decisions. When looking for ways to 

innovate and align with increased CX expectations, it’s the first place you should 

look, because it’s often one of the easier systems to fix.  

 

Course Correcting Your IVR for a Positive Brand CX 

Here are the crucial questions to ask yourself to evaluate your IVR performance. 

 Is your menu easy to navigate? 

 Are your customers’ primary 

needs front and center in your 

menu?  

 Is your system tuned to the 

grammar and dialect of your 

region?  

 Do your customers Zero (“0”) out 

of calls repeatedly or hang up 

altogether, and at what point in 

the call?  

 Do callers frequently break 

containment?  

 How are your call times? Do they match your established ideal for each 

type of call (sales, service, actions, etc.)?  

 

 

 

CX 

IVR 
Performance 
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VI. Conclusion: Preparing for the Future of Contact 

Center Technology 

The reason we (and you) care about the issues we outlined in this paper — and the 

associated metrics — is because they have a direct impact on your CX. When your 

customers call, they want to get their tasks completed quickly and efficiently.  

If even one of those negative interactions occur, you could lose a customer for life 

(remember, the trend toward perfection is only growing). It may seem unfair, but 

that’s the standard. It does no good to complain, it’s better just to fix the problems. 

We call repairing these various IVR issues “tuning” or “optimizing”: making a variety 

of adjustments to your system that improve its overall performance. The better 

tuned your system, the better your CX. That’s the ultimate goal. 

If you want to outperform competitors in virtually any industry, the stats don’t lie. CX 

is critical to your success. Finding areas where you can directly improve that 

experience without a huge amount of time and expense (like tuning your IVR 

system), will go a long way toward ensuring your brand is top of mind when your 

customers are looking for a superior customer experience.  

VII. About Forty 7 Ronin and GM Voices 

Forty 7 Ronin 

Forty 7 Ronin was founded in Colorado in 2011 by senior members of the IVR and 

speech recognition industry who developed better methods to boost IVR 

performance. In addition to IVR tuning, the company offers VUI design, IVR 

development, reporting and analytics, IVR migration, and hosted IVR solutions. The 

company also provides IVR training courses and certifications delivered in a variety 

of formats, including classroom, onsite and online – using real world examples and 

scenarios. 
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GM Voices 

GM Voices humanizes automated voice technologies with natural-sounding voice 

actors, connecting companies with their customers in any language, any media and 

any market. 

Since 1985, GM Voices has emerged as the global leader in professionally-recorded 

voice for automated voice technologies including IVR, auto attendant, call routing, 

even in-car GPS and telematics applications. By improving the overall customer 

experience with a consistent and friendly Voice Brand, we help businesses optimize 

their customer contacts, increase caller containment and reaffirm their overall 

brand image. 

 

 

 

http://www.gmvoices.com/solutions/voice-recording/voice-prompts-and-voice-talent/
http://www.gmvoices.com/solutions/voice-recording/voice-prompts-and-voice-talent/
http://www.gmvoices.com/solutions/voice-branding/what-is-a-voice-brand/

