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ENGAGEMENT

2

Only two sources 

of competitive 

advantage

Learn more about our 

customers faster than 

the competition

Jack Welch
Former CEO of GE

&

1

Turn that learning into 

action faster than the 

competition.
2

ANALYTICS
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• All interactions

• Customer service calls 

• Recent browsing activity

• Recent chat activity

• Transaction history

• Social activity

• Location

• Device

3

Knowing 

Your Customer 
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Speech Analytics 

Voice

Omnichannel - Engagement Analytics

Survey Feedback 

• Transactional & Relationship 

Satisfaction

• Employee Feedback

• Loyalty Drivers

• Product/Service/Channel 

Feedback

Text Analytics 

• Open Survey Verbatim

• Email/Chat/SMS

• Customer Sentiment

• Social Media Analysis and 

Response

Unstructured Text

Delivering Insights Across All Touchpoints

4

• Deep Behavioral Insights 

• At-risk Customers

• Automated Root Cause 

Analysis

• Self-service Abandonment

Structured Surveys

../../../../../../../Videos/ydraw/135311066.mp4
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Phone is still by far the 

widest used channel 
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Transforming Audio into 

Actionable Insights

Speech Analytics
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Visual Map of Every Call 

Automated speaker 

tagging even on 

mono recordings  
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New Unmatched Insights with Automated 
Theme (Category) Discovery

Single click 

access to 

build a 

system 

category

Complete 

unbiased 

view 

8

Automatically surface actions, relations and entities without categories.
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Faster Time to Insight with 

Powerful Visualization

• Simplified 

workflow

• Faster time to 

insights 

• Intuitive

workflows 

• Customizable

• Powerful data 

visualizations
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• Delivering levels of accuracy 

and performance 

unmatched in the industry

• Self-learning algorithms 

• Automated speaker 

separation and identification

Transcription Accuracy Processing Speed 

10

Unmatched 
Accuracy

Note: Accuracy and processing 

speed improvement vary by 

language model.

100% 
Up to

Faster

+33% 
Up to

More
Accurate
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Speech Analytics 

is Critical to Digital 

Channel Strategy 

• Identify and fix self-service failures 

• Mimic customer language and 
agent persona

• Identify new digital tasks and 
potential ROI 

• Monitor that agents promote the 

use of digital channels  

11
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• Company customers increased by 13%

• IVR containment rate increased by 3.67%

• Calls per customer reduced by 0.13

“Charging Policy” was driving more 

than 25% of phone calls. 

12

China Mobile
Improving Digital Channels

with Speech Analytics  

Updating the IVR, SMS and Web, 

reduced calls by 10%. 
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Increase C-Sat and 

Reduce Churn

• Identify customers at risk and 
predict “super detractors”   

• Gain much greater coverage 
compared with most survey 
response rates 

• Increase understanding of what 
drives high and low CSAT

• Spot early warning signals before 
they go viral on social media  

• Provide relevant engagement with 
context not just generic survey

13
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• Analyzed “lost customer” interactions from past 4 

months and identified statistically significant terms: 

Ridiculous, You People, Looking NEAR Statement

Saved 86% of at risk 

accounts with a 

savings of $12.5M

• Built “At Risk” VoC Category

• Identified root-cause of dissatisfaction 

• Daily “at risk” report sorted by customer value 

• Team of 4 agents proactively called back to save 

• Saved 86% of at risk accounts

• 4500 accounts saved to date

• Initial ROI achieved within 7 weeks

• Savings to date $12.5 Million

Solution

Result

Situation

Predicting Customer Churn 
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Broad-based 

Compliance Solution 

• Monitor 100% of Interactions 
for compliance risk    

• Non bias objective automated 
review  

• Reduce risk when breaches 
are rare but costly 

• Lower cost option than manual 
monitoring

• Show internal process and 
solution to regulators 
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Providing Risky “Advice” or Threats 

Focused Speech 
Analytics Sample 

Random QA 

Sample
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Providing Risky “Advice” or Threats 

Compliance Risk Issues at Real Insurance Customer 

Possible Risk Keywords 

In 0.8% of all interactions  

Actual Risk in only 

0.27% of Interactions 

17% 

6%

6%

6%

53%

12%

34%

Repair/Claim 

Companies

Procedure/Where 

to get info

Start then cancel

Coverage

level

Competitor Usage 

(topping up)

Potential Risk

Potential 

Risk 

Interactions 
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Operational Efficiency 

and Cost Savings 

18

• Reduce AHT and repeat calls 

• Reduce silence time, holds and 
transfers   

• Identify and address specific 
agent knowledge gaps  

• Focus quality monitoring on calls 
that matter most 

• Reduce need for manual agent 
calls coding 
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• Use of Verint Speech and Text Analytics

• Saturation of CSAT and NPS surveys 2-5% response

• Reduced cost-to-serve by 18%

• Improved NPS by 14 points 

• Reduced AHT by 30+ seconds

• Contact avoidance and faster resolution

• New revenue stream 

Insight

Result

Situation

• Global BPO 27,000+ employees.

• Competing with Analytics and Insight

Saving Cost While Building Loyalty

Aparajita Gupta
VP Customer Interaction Analytics

SuperNova Award Category

Next Generation Customer Experience

Constellation Research  
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Sales Effectiveness 

• Compare successful to non-
successful sales calls and agents 

• Find the best words and phrase 
that lead to a sale    

• Identify words and phrases that are 
sales detractors   

• Create effective call transition 
timing from service to sales  

• Contiguously monitor for changes 
of what really works 
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Upsell Success Rate

• Pinpoint best and worst agents

• Surface positive language and best practices

21

Optimizing Agent Sales Script 

Increase Sales Conversion

“Can I have 

another moment 

of your time?” 
“You should 

be earning 

interest on 

this credit”

57.6%

Average Rate

49.8%

32.8% 32.3%

23.5%

15.1% 12.9% 11.4%

6.3%

Effective Phrases                   Ineffective Phrases 
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Demo
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Unmatched Speech Analytics Experience

700
Verint Global Customers
Using Speech Analytics 

Over 

19
Million 
Calls Globally 
Every Day 

Processing
Over 

40
Languages and Accents

Deployed 
in Over

2003 
Over 70 Patents Related to 
Audio Processing 

Verint’s Speech Analytics  
First Deployed in  
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Customer Engagement Platform

Workforce
Optimization

Engagement
Management
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Customer
Analytics

Communications 

Infrastructure
Human 

Resources

Master Data 

Management ERP Marketing Other

24

Customer Engagement Platform
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Business 
Strategy

• Process Excellence

• Performance Management

• Organization Redesign

• Customer Excellence

• Production Management

• Workforce Transformation

• Project Management

• Dashboards & Scorecards

• Capability Assessment

• Value Identification

• Goal Alignment

• Customer Experience

• Process Assessment

• Change Readiness

• Metrics Development

• Best Practices

Customer 
Focused Solution

Value
Realization

Delivering on the Promise of

Customer Engagement Optimization

• Best of Breed Solution

• Customer Language 

Tuning

• Foundation Workshop

• Advanced Workshop

• Customized Practice 

Development

• Business Managed 

Services 

Verint Strategic Services

25
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Conversati

on

Phone

Social

Web

Capture 
Customer Feedback

Email

Make Changes 
to Achieve Results

Staffing

Training

Policy 

Changes

Technology 

Upgrades

Product 

Upgrades

Strategy
• Global Executive Sponsorship Committee 

Customer Experience PMO

Alignment
• Service Delivery 

• People & Culture 

• Account Management

• Product

Execution
• Project Teams 

(Global)
• Project Teams 

(Regional)

Leadership & Coordination

Verint CX Program

1 2 3
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Customer Analytics Honors

ICMI “Best Use of Technology” 

Global Contact Center 

Awards Finalist

for Verint

Customer Analytics

Temkin Group’s “Customer 

Experience Vendor Excellence 

Award” for 

Voice of the 

Customer Analytics

TMC’s “Speech 

Technology Excellence” 

award for 

Voice of the 

Customer Analytics

Speech Technology 

magazine’s “Star 

Performer Award”

for Customer Analytics

Internet Telephony’s 

“Product of the Year” 

for Speech Analytics
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10,000+ 
Customers in 

Over 180 

Countries

$1 Billion+ 
Actionable 

Intelligence 

Company

4,700+ 
Verint 

Professionals

Worldwide

More 

Than 80% 
of the 

Fortune 100

Verint Global Market Leader
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Thank You
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Verint’s Next Generation Speech Analytics 

Click on this clip from the Verint website 

to see a short video of the latest 

Speech Analytics release  

http://www.verint.com/solutions/customer-engagement-optimization/voice-of-the-customer-analytics/products/speech-analytics/
http://www.verint.com/solutions/customer-engagement-optimization/voice-of-the-customer-analytics/products/speech-analytics/
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More Available @ Verint.com Website 

http://www.verint.com/news-events/customer-success/success-stories/success-stories-voice-of-the-customer-analytics
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Service & Satisfaction Honors

Technology Services Industry 

Association’s TechBEST Award for 

“Best in Adoption”

*CRM magazine’s Service Awards are based on customer satisfaction, depth of functionality, company direction and 

five-year cost for software/maintenance.

CRM magazine’s 

“Service Leader” recognition 

for Enterprise Feedback 

Management award; 

four consecutive years (2012-

2015)

CRM magazine’s 

“Service Winner” 

recognition for top 

Workforce Optimization 

Suite; 

eight consecutive years 

(2008-2015)*

Customer Sales and 

Service World Award 

for “Best Customer 

Satisfaction 

Program of the Year—

GOLD” status
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State of the Art Technology

24
Billion 
Word Index 
in Less Than 
10 Seconds

Search a

90%

Categorization 
Accuracy 
Higher Than

40,000
Channels in a Single Deployment

More 
Than 

Scalable to Process

Lowest Word 
Error Rate 
in the Industry 

Deep Learning Enabled 
Technology Providing the 

1 Hour
of Processing on 
a Single Server

100% Transcription
of 50 Audio Hours in
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Speech Analytics Delivery Methods

34

Traditional 
Private 
Hosted

Subscription
Cloud / 
SaaS

Perpetual

Subscription
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