
E x p e r t s i n  C u s t o m e r  E x p e r i e n c e  &  W o r k f o r c e  O p t i m i s a t i o n  S o l u t i o n s

Webinar – 9 th March 2017

Better Understanding

The Voice Of The Customer
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Listen to the 
customer

Listening To The Voice Of The Customer Is Easy.... 

Be Cheerful 
and Helpful
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Listen to the 
customer

Attempt a 
sales offer

Keep to AHT 
Target

Access customer 
information

Provide Excellent 
Customer Service

Listening To The Voice Of The Customer Is Easy.... 

Summarize call 
wrap-up notes Be Cheerful 

and Helpful

Right? 
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Listen to the 
customer

Attempt a 
sales offer

Be Ultimately 
knowledgeable

Adhere with 
regulations

Keep to AHT 
Target

Ask the right 
questions

Mind the 
number of 

calls waiting

Manage blended 
interaction delivery

Access customer 
information

Provide Excellent 
Customer Service

Listening To The Voice Of The Customer Is Easy.... 

Summarize call 
wrap-up notes Be Cheerful 

and Helpful

Right? 
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Viewed From The Other Perspective
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Viewed From The Other Perspective
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Making Every Customer Interaction Count

Customer 

Service Calls

Quality 

Monitoring

Mobile 

Interactions

Digital 

Interactions

Face-to-Face 

Interviews

Customer 

Feedback
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What Are The Chances ?

6,528,280,000,000,000,000:1
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Customer 

Service Calls
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Monitoring

Mobile 

Interactions

Digital 
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Making Every Customer Interaction Count
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Adaptive 
Refinement

Extract 
Insights

Interaction
Categorization Filtering Modeling

Trends analysis Mining Root Cause Analysis

Listening To  EVERYTHING Customers Say

100% Interaction 
Analysis
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Customer 

Service Calls

Business Intelligence

P   O   R   T   A   L

Quality 

Monitoring

COMPANY 
STANDARD HISTORY

Mobile 

Interactions

Digital 

Interactions

Face-to-Face 

Interviews

Customer 

Feedback

Proactive Intervention

Real-Time 

Assistance

Interaction 

Analytics

Making Every Customer Interaction Count
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Business 

Intelligence

Great Technology Working For You And Your Customers

Recording 

Applications

Interaction 

Analytics

Robotic 

Process 

Automation

Customer 

Feedback

Workforce 

Management

Expert 

Support

Workforce 

Optimisation
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Open Discussion

David Mason – dmason@businesssystemsuk.com 
– 07971 360205

Q &
A


