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The Missing Insight from LIVECHAT
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Phases of Interaction Analytics for LIVECHAT
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• Execute transformation programs

• Monitor performance in real-time

• Manage sales and marketing campaigns

• Manage agent and business 

performance

• Automatically identify business topics

• Uncover relationships between topics 

and across channels

• Analyse sentiment, social media, 

and emerging trends

• Categorise interactions based on unified 

and coherent multichannel business logic

• Enhance analysis with operational data

• Create reporting and views that drive 

business analysis across all 

interaction types

• Drive analysis to the root-cause(s) of 

business issues

• Use predictive models to anticipate 

customer behavior and outcomes

• Map each customer’s journey across all 

interaction channels

• Model customer satisfaction and 

customer effort versus business and 

agent efficiency

• Measure everything with relevant metrics 

and KPIs spanning every interaction type

ORGANISE ANALYSE OPERATIONALISE
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The Process of Transformational Change
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Best Practices

1. Start with a business objective and question

2. Formulate hypotheses (problem statement)

3. Connect issues with data

4. Analyse and quantify

5. Make recommendations

6. Make changes (regardless of size) – every win 

counts!

7. Spend time and energy to measure results
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LIVECHAT Insight using Nexidia

• Creation of a new data point using the 

LIVECHAT conversation 

• Analyse 100% of LIVECHAT

• Ability to analyse ‘interactions journeys’ 

across different channels

• LIVECHAT categorisation can highlight 

immediate opportunities
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LIVECHAT Categorisation Example
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LIVECHAT Example in Nexidia

• Free text SEARCH 

to find examples 

(think of searching 

on Google)

• Structured Queries 

to categorise 

LIVECHAT

• Can be simple or 

as complex to meet 

your intent

• Takes into account 

spelling errors

• Repeatable – reuse 

existing Queries 

built to view trend 

over a period.
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General tips for implementing LIVECHAT

• Define a ‘service’ vision for LIVECHAT

• Establish Senior Stakeholder ‘buy in’ and sponsorship

• Build a cross functional team to support delivery

• Governance Model with clearly defined operating model, roles & responsibilities

• Establish regular ‘delivery forums’ with appropriate attendees

• If LIVECHAT is for call deflection; realise the benefit first before redeploying Agents

• Email deflection to LIVECHAT requires greater Agent resources at the start

• LIVECHAT Agent productivity should be high on the agenda from the onset

• Don’t be surprised if overall contact volumes increase following introduction of LIVECHAT

• Benefits tracking is paramount – measure of success and highlights areas to improve
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Where is LIVECHAT heading?
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• CHAT Messenger (similar to WhatsApp)

• Rise of AI (i.e. IBM Watson) through 

CHATBOT deployment in LIVECHAT

• Have yet to see a blended LIVECHAT 

operation with CALLS – will this ever happen?
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Select Nexidia Clients
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