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You can listen, but now you can learn
what your callers are really saying

Trawling through hours of calls takes time and will not give
you a true picture of how your call centre and your
company are serving customers. Speech analytics is the
answer, say our experts — and they have some innovative

ideas.

You know
what
they’re
saying, but
what do
they mean?
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THE potentials for speech analytics (SpA) are
enormous — but only for those who accept it as
an enabler for a solution rather than a product
which will deliver on its own. Current costs
mean that Rol for SpA is limited to medium-
large contact centres.

Call centres already recognise the need to
listen to what’s going on. Voice and screen
recording and quality management have been
available for years and continue to evolve and
deliver good results and Rol.

But the more savvy contact centres are also
questioning the content of their calls. The cost
of communication is high, therefore

unnecessary or inefficient communication
should be reduced. Competition is high, so
knowing how customers react to offers and
service is important. If the worst happens and
customers complain then the ability to analyse
and rectify the causes will ensure customer
satisfaction.

For companies with high call volumes SpA
offers the ability to analyse the content of their
calls efficiently and consistently.

Current solutions utilise three technologies
to categorise calls:

Keyword spotting, probably the most
common and most cost-effective, enables
calls to be categorised automatically by
looking for those containing certain words or
phrasing. These calls can then be manually
evaluated, used for coaching or used as part
of root cause analysis. Set-up and

configuration costs can be in the range of
£10,000s, depending on the scale of the call
centre. Currently this should be considered the
entry level SpA and where most companies
are likely to see a Rol.

Phonetic indexing is the next level of

sophistication. This requires more detailed
processing to translate calls into a database of
phonemes. It is slower than keyword spotting
and uses a lot more disk space, but it does
allow faster repeat searches once the
phoneme translation has been completed.
Speech-to-text transcription is the most
expensive and the most powerful. Calls are
automatically transcribed into text files which
can be analysed quickly and as many times as
you like. It relies on a high level of accuracy
which can only be delivered by training the
system to recognise words in the specific call
centre domain. This training requires a lot of
manual interventions, so the time and cost of
implementing speech to text can be high,
typically £100,000-plus.

The speed of SpA results is one of the areas
which are likely to improve. Current solutions
are post-process, which means the results are
available some time after the event depending
on the resource available to analyse the calls.
In future this is likely to speed up to the point
where near real-time is available.

In the future we’re likely to see the
emergence of more sophisticated SpA which
will allow age or gender spotting. Imagine
being able to determine the age of your caller,
in real time, and route them to customised
services.
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On premise
vs. hosting:
now there’s
a third
choice

THERE'S traditionally been
a big difference between
the dialler you buy and the hosted version.
With the first you would expect to have a more
integrated and effective dialler but the cost
would need to be swallowed upfront. With
hosted you would pay very little for the dialler
but pay as you go for the minutes.

In call centres the biggest cost is people
and the minutes. With a hosted dialler the up-
front technology cost is lowered, but to access
the system you’ll need to be logged in all day
(that's a telephone call you pay for) with call
minutes on top, charged at a higher rate by
the supplier. What that means is that hosted
diallers are often more expensive, but the
additional cost isn’t always visible, as call
minutes tend to come from someone else’s
budget.

Butit’s no longer a binary choice.

What's changed is the ubiquity of the data
centre. Customers no longer need to worry
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