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Customer Challenge
An organization required an advanced toolset to analyze customers’ self-service interactions within its contact 
center. Specifically, the organization wished to analyze its interactive voice response (IVR) system. While it was 
embracing a variety of channels to interact with its customers—including social media and text messages—
telephone calls still accounted for the majority of its interactions. 

The organization had millions calls a year coming into its IVR system, which was hosted by a separate service 
provider. While the solution had functionalities like natural language processing and voice recognition placed 
into it, the organization lacked the ability to track how successful the changes and additions being made to the 
system were. In addition, the organization did not feel that the IVR was living up to its full potential, but it lacked 
the data needed to identify problem areas. There were many different directions that a call into the IVR could go 
depending upon customer responses, so the organization did not have a way to distinguish how effective each of 
the IVR branches were. The organization needed to determine if specific branches were leading to hang ups.

Containment rate was also an important consideration for the organization: Of the millions of calls that went into 
its IVR, how many needed to be transferred to a live agent? Every percentage reduction in live-agent interactions 
mattered to the organization, so it wished to invest in a solution that could improve its ability to resolve calls 
within the IVR.

The Customer’s Desired Outcome
The organization wished to use analytics to first determine areas 
within its IVR system to improve upon with simple changes and, 
ultimately, to analyze the complete customer journey so that it could 
enhance service at different touchpoints, deal with dissatisfied 
customers, and improve its Net Promoter Score.
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Results
Prior to this engagement, the organization had already adopted Voice + Text Analytics. Each day, its call 
recordings are analyzed for customer intent, agent demeanor, and customer satisfaction with the interaction. 
With CEOS, these analytics can be combined with IVR Optimization data to determine if customers are satisfied 
with not only their self-service interactions, but also any interactions with agents that are fed through the IVR. 
This allows the organization to engage in customer journey mapping to ensure it is providing a closed-loop 
customer experience.

As part of CEOS, ConvergeOne and NICE receive reports out of the system, analyze them, and give their analysis 
back to the organization on a regular basis. This service is important to getting the organization’s internal 
customer care team members comfortable dealing with big data. By learning how to run and analyze the reports 
with ConvergeOne’s assistance, they will become empowered to take over the tasks at a later time.

Over time, the customer wishes to expand its use of CEOS to analyze other channels of customer interactions, 
including social media and text messages.

The ConvergeOne Response
The organization had a longstanding relationship with ConvergeOne, who 
introduced NICE into the conversation. The organization appreciated ConvergeOne 
and NICE’s shared customer-centric values and focus on end results rather 
than a specific solution set. The organization also had a complex, multi-vendor 
environment, so it valued ConvergeOne and NICE’s ability to ensure the solution 
could work seamlessly with products from a variety of manufacturers. By partnering 
with ConvergeOne and NICE, the organization could receive a more holistic view of 
its contact center environment.

The organization adopted ConvergeOne Customer Engagement Optimization 
Services (CEOS) to optimize the performance of its self-service channels by applying 
advanced analytics to the IVR system. With IVR Optimization, the organization can 
analyze the changes made to its self-service platform. This helps the organization 
identify choke points, reduce the number of calls into the contact center, and 
increase the IVR containment rate. ConvergeOne and NICE use the data generated 
by the solution to recommend changes to the IVR system, make those changes, and 
run additional reports to analyze the benefits achieved as a result of the changes.


