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The most common contact center metric for this use case is call avoidance. The 
most common metric used by the channel owner is channel containment. One 
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With the addition of speech analytics, organizations can:

• Route specific surveys based on the topic of conversation AND the metadata.

• Reduce customer effort by only asking relevant questions. 

• Increase survey acceptance rates by offering shorter surveys.

• 
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Using fewer samples also hinders a contact center’s ability to include samples 
of every kind of interaction in the dataset. For example, a contact center agent 
may handle a mixture of sales, fulfillment, billing and return authorization calls 
throughout the course of a month. If the QA team was staffed to coach the agent 
on just three calls that month, the agent’s quality score for that month would be 
based on a dataset that did not include a sample of at least one type of interaction. 
Furthermore, it would be inferred that the agent’s performance was consistent on 
all types of calls, even though all types of calls were not included in the study. The 
same could be said about not including samples of calls collected at different times 
during the day or work week or not including samples of calls of various durations 
or complexity.

An analytics-enabled contact scoring platform can provide additional and 
significant visibility into contact center performance and the customer 
experience—insights not available via traditional measurement methods. With 
the right solution, this unique measurement process can be highly flexible and 
easily configured to measure a variety of business objectives. In most cases, the 
measurement of agent script adherence, agent skills proficiency and customer 
experience can be automated with speech analytics and this type of analysis can 
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They can start by listening to employees. Speech analytics reveals the employee’s 
side of the story with searches such as:

• My system.

• My computer

• In my system.

• Please hold.

• I don’t see the same thing as you do.

• Running slow.

• I/We can’t do that.

The pain caused by applications is easy to hear and often referred to as “my 
system” or “my computer” by an agent. These include:

• Complexity of screens or steps in a process.

• Network or computing bottlenecks that lead to slow response.

• Alternate views of data compared to the customer view, for example statements 
vs. CRM or advertising vs. promo codes.

Leaders should identify these issues, classify the interactions and present the 
data to management. With these insights, organizations can ensure that front-line 
leaders’ actions appeal to employees’ hearts and minds.
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