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Preface 
During times of economic uncertainty, strong organizations can position themselves to take advantage of 
the next economic expansion cycle.  While it is no secret that cutting costs is the top priority for many 
organizations in a downturn, what gets less attention is how organizations go about deciding where to cut 
costs.  A recent McKinsey Quarterly article1 discussed balancing the need to cut costs, while maintaining 
high levels of customer satisfaction.  McKinsey recommends spending time finding the drivers of 
customer satisfaction and investing heavily in them, while reducing investment in non-value creating 
activities. But how do you find low-value interactions and the key drivers of satisfaction?  

In addition to cutting costs, organizations are also being tasked with navigating uncertainty in the 
economic environment and changes in customer behavior.  It is becoming ever more crucial to detect 
changes in customer behavior and react immediately to emerging risks while taking advantage of market 
opportunities. But how do you know what’s happening before it’s too late to react? 

Adding to the complexity, organizations are being asked to do all of this with fewer resources.  With 
budgets under pressure, decisions must not only be well informed, but achieved within reasonable dollar 
and resource costs.  But can you find tools that provide high analytic value with reasonable administration 
requirements? 

Organizations that accomplish these goals practice customer-centric cost containment.  Customer-
centric cost containment means implementing unbiased analytic tools to find activities that have the 
greatest cost/impact on customer satisfaction and detect changes in customer behavior rapidly.  
Organizations that do this grow faster than the competition when the economy rebounds. 

Impact 360® Speech Analytics 
from Verint® Witness 
Actionable Solutions® can help.  
Contact centers collect and 
store a vast amount of data in 
the form of customer 
interactions, but they rarely tap 
into this key competitive 
advantage.  Verint has 
developed the ability to unlock 
the access to this vast 
repository of interaction data.  
By showing you what is 
happening and telling you why, 
Impact 360 Speech Analytics 
helps equips you to make 
better-informed decisions that 
capitalize on your strengths, 
minimize your deficiencies, and 
help you take advantage of 
market opportunities when they 
arise.  Impact 360 Speech 
Analytics puts customer-centric 
cost containment within your 
reach. 

���������������������������������������� ������� �
� � � � �� � � �� �� � � � � 	 � 
 � � � 
 � 	 � � � � � 	 � �	 � � 	 � � � � � �� 	 
 � � � 
 � � � 
 � �� � � � � � � � � � � � � � � � � � � � � � � � � � � 
 � �� 
 � � � 
 � 
 � � 
 � � �   ! �

� �� � � 	 � � � � � 
 � � � 
 � 	 � � 
 	 � � � �� � 
 
 � � � 
 
 � � � �� � 	 � � �



�

Page 2 

In this solutions guide, we will examine Verint’s Speech Analytics and how it can be used to: 

·  Navigate uncertainty and changes in customer behavior– surface key trends and issues as 
they happen so that organizations can react quickly to shifts in customer sentiment. 

·  Cut costs and maintain or even improve the customer experience– help organizations to 
reduce call volume and optimize business processes while continuing to invest in value creating 
activities. 

·  Do more with fewer resources– deliver actionable intelligence with minimal setup requirements 
and make administration and daily usage a simple task that business users feel comfortable 
managing. 

Impact 360 Speech Analytics delivers customer-centric cost containment on a daily basis.  One example 
is a leading insurance company that is using speech analytics to cut costs by reducing repeat calls and 
increase usage of self service. Another is a financial services company that estimates increasing quality 
monitoring supervisor efficiency by 500%.  Yet another is a home mortgage company that is reducing 
thousands of back office errors a month.  These organizations are moving ahead of their competitors by 
making informed decisions on how to cut costs by leveraging one of the greatest competitive advantages 
they hold – actionable intelligence from their own customer interactions. 

About Verint  
Verint® Systems Inc. is a leading provider of Actionable Intelligence® solutions for an optimized enterprise 
and a safer world. More than 10,000 organizations in over 150 countries rely on Verint solutions to 
perform more effectively, build competitive advantage, and enhance the security of people, facilities, and 
infrastructure.  

About Verint Witness Actionable Solutions 
Verint® Witness Actionable Solutions® is the leader in analytics-driven workforce optimization software 
and services. Its solutions are designed to help organizations capture customer intelligence, uncover 
business trends, discover the root cause of employee and customer behavior, and optimize the customer 
experience. From contact centers to remote office, branch and back-office operations, its award-winning, 
next-generation Impact 360® Workforce Optimization suite is the industry’s most unified solution set – 
featuring quality monitoring and recording, workforce management, speech and data analytics, customer 
feedback surveys, performance management, eLearning and coaching. Impact 360 helps improve the 
entire customer service delivery network, powering the right decisions to help ensure service excellence 
and transform organizations into customer-centric enterprises. 
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Verint believes that an effective speech analytics solution should help me understand what is happening 
within my customer interactions and TellMeWhyTM it is happening so that I can find the key drivers of 
cost/customer satisfaction and quickly surface changes in customer behavior.  As the market leader in 
speech analytics, Verint has implemented its patent-protected speech analytics technology at hundreds of 
contact center sites.  This experience has proven vital in developing an application that delivers strategic 
and operational value, while remaining easy to use on a day to day basis for business users.  Key Impact 
360 Speech Analytics  features such as Customer Behavior Indicators TM trend analysis and TellMeWhy 
root-cause analysis surface insights that the business did not know 
to search for in advance. 

The key to uncovering previously unknown and statistically valid 
indicators is Verint’s proprietary Complete Semantic Index™ 
Technology, which ingests up 100% of customer calls and fully 
indexes every identifiable word and phrase in all of these 
interactions.  By indexing 100% of the content and context of each 
interaction the Complete Semantic Index processes, retains and 
mines the entire content of processed calls, not just the keywords 
and phrases that we know to search for and without the bias of a 
phonetics filtering pass that requires you to tell the system what 
specific words to look for in advance.  This is a key enabler of the 
ability of Verint’s speech analytics solution to immediately surface Customer Behavior Indicators that you 
did not know to search for and to provide unique TellMeWhy root cause analytics.  

Once the Complete Semantic Index processes customer interactions, insights are delivered via an 
interface that was built with the business user in mind. Verint’s Impact 360 Speech Analytics features 
automated trending tools, automated root cause functionality, wizard-like category building tools and 
simple, drill-down reporting capabilities that start delivering insight out-of-the-box, without overwhelming 
the user with complicated administrative or technological tasks.  These features help them attain 
customer-centric cost containment by showing them what is happening in the contact center, and why it is 
happening, while making it easy to take action and improve performance. 
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No Need to Predefine 
Terms 

The Complete Semantic 
Index looks for everything that 

happens on calls, whether 
you know about it or not, and 

without any of the bias 
inherent in predefined term or 

phonetics only solutions. 
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This unbiased and timely information can then be used by decision makers. As an analytics-driven, 
unified workforce optimization (WFO) platform, the Impact 360 Workforce Optimization suite is comprised 
of quality monitoring (QM)/call recording, analytics, customer surveys, workforce management (WFM), 
performance management, eLearning and coaching.  As part of the solution set, Impact 360 Speech 
Analytics helps improve the effectiveness of other functions in the contact center – including QM, WFM 
and service experience analysis teams.   

To accommodate contact centers of every size, Verint offers flexible options in purchasing and deploying 
speech analytics by offering differing levels of capabilities and simplicity in deployment.  Advanced 
Speech Analytics is our fully-featured solution for any contact center looking to leverage the power and 
capabilities of speech analytics.  Speech Analytics Essentials is our solution for small and mid-sized 
contact centers that require minimal installation and service requirements and provides out-of-the-box 
actionable intelligence from customer interactions by automatically surfacing significant trends within the 
contact center.   
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This solution guide provides a detailed overview of how Impact 360 Speech Analytics helps organizations 
achieve customer-centric cost containment via new breakthrough capabilities.  
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Automatically Surface Changes in Customer Behavior 
Impact 360 Speech Analytics can be used as an operational customer-centric cost containment tool that 
shows you what is happening in the contact center, trends that are emerging, and factors that are 
changing over a specified time interval.  This helps organizations respond to changes in customer 
behavior and quickly adjust to changing conditions. 

Customer Behavior Indicators Surface Unknown Trends 
Impact 360 Speech Analytics is 
designed to proactively report on 
significant call center activity based 
on automated trend analysis of 
term, phrase and category activity 
over multiple time periods.  If a 
certain word, phrase or category is 
being used more or less often in a 
statistically significant manner, it is 
automatically flagged as a 
Customer Behavior Indicator.  You 
do not need to know in advance 
what to trend on, the Complete 
Semantic Index trends hundreds of 
thousands of terms and phrase combinations automatically – all “out-of-the-box” – with no set up or 
keyword definitions.  

For example, for a financial institution the phrase “new fees” has had a sudden increase in utterance due 
to a new fee policy being implemented without proper customer communication.  Impact 360 Speech 
Analytics can automatically detect this without any guidance from the user, and clearly displays it with 
other top trending words and phrases in an easy to read chart.  In the screenshot above we see that the 
term “new fees” has increased by 38% in past week in this call center rising to the top of the “Customer 
Behavior Indicators” chart.    If the contact center can pick up on this trend early enough, they can 
reassign resources to reducing call volume and average handle time, either by quickly issuing talking 
points for agents to increase customer satisfaction, or by posting a notice on the website, or other self 
service channels to better explain these 
new fees. 

 Impact 360 Speech Analytics also 
provides a graphical view of the historical 
usage of a term for up to 18 months in 
the past.  Armed with this data, contact 
center managers can look for seasonality 
trends and/or any other patterns in the 
data that helps them adjust to changes in 
customer behavior.  

Customer Behavior Indicators help you 
quickly understand what is happening in 
the contact center so that you can react 
rapidly.  It works out-of-the-box and requires no predefinition of terms so that it can begin delivering 
immediate insight into changes in customer behavior that may have a dramatic effect on contact center, 
as well as enterprise performance. 
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Keep an Eye on Key Business Issues with Focused Call Categories 
Contacts are assigned to one or more defined (and continually refined) business categories based on 
their content. Category definitions combine the same types of keyword and phrase combinations that can 
be used in interactive searches through a powerful automatic Category Wizard. The result is a rich 
analytics database that can continually and automatically classify contacts into a series of categories 
related to specific business drivers, such as first contact resolution, customer retention, complaints, 
website and self service 
issues, competitive 
intelligence, or product 
suggestions, which can all be 
accessed with one mouse click.  

Categories are used in trend 
analysis as well as root cause 
analytics. Users can also perform 
category drill-downs within any 
set of results. This provides an 
analytic map of how a set of 
contacts relates to other 
business categories. For 
example, users can view the 
mapping of contacts within the 
Self Services category to other categories, such as First Contact Resolution, New Customers or 
Customer Satisfaction.  

Impact 360 Speech Analytics categorization provides analytic output that would otherwise require armies 
of trained analysts to individually listen to hundreds of thousands of calls. The solution generates reports 
that display category-related information and analysis. For example, business users can use Impact 360 
Speech Analytics to identify the success of a new product or service offering that was recently launched. 
The category report may reveal a high level of customer complaint calls, and playing back even a sample 
of these contacts may elaborate on what customers would like to see changed.  

Guided Keyword Searching Helps You Find the Right Calls Immediately.  
The best Internet search engines 
provide intuitive, user-friendly ways for 
people to search for web pages. Impact 
360 Speech Analytics allows users to 
conduct the same type of free-text 
search when searching through millions 
of audio interactions. Results are 
returned within seconds, and users can 
easily and rapidly find relevant calls and 
share the intelligence they contain with 
other users across the enterprise. Users 
can search by individual words, specific 
phrases, and advanced search 
operations.  

In addition to traditional search 
capabilities, Impact 360 Speech 
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Analytics leverages the Complete Semantic index to offer auto-complete and advanced context based 
suggestions, in order to assist you in quickly finding what you are looking for by building more relevant 
queries.   

Impact 360 Speech Analytics also provides advanced operator search functionality.  For example, Impact 
360 Speech Analytics supports searches where two words appear close together by using a NEAR 
operator, without having to define the exact phrase to search for. The solution also supports advanced 
query language, such as NOT IN to find all instances of a word except when it appears in a specific 
phrase.  

In addition to combining words and phrases, you can search the call opening or closing, exclude contacts 
with a certain word from search results, apply more importance to contacts with a certain word, and 
search for segments where a certain term was spoken specifically by the agent or by the customer. 

Each individual business user can save his or her own unique search parameters, such as Emotional 
Sales Calls, in easy-to-access folders on a personalized homepage for recurring use.  

 

Understanding Drivers of Cost and Customer Satisfaction 
Impact 360 Speech Analytics not only shows you what is happening, but it is also a strategic tool that help 
you understand why it is happening so that you can address the underlying root causes of call drivers for 
long-term sustainability of customer-centric cost containment and increased customer satisfaction. 

Use Automated Root Cause to TellMeWhy  
Once you have found a set of calls pertaining to a specific issue (such as repeat calls), in most cases it is 
still not practical or possible to individually listen to each call.  Impact 360 Speech Analytics can 
automatically TellMeWhy by analyzing a set of categorized calls (such as repeat calls) and the automated 
surfacing of underlying issues (such as unclear policies, delays in the back office, and lack of agent 
empowerment) without having to know or define these specific sub-issues and root causes in advance. 
Since the contact center environment is dynamic in nature, the Complete Semantic Index continuously 
categorizes and mines calls when they take place, surfacing new root causes. Only Verint provides 
TellMeWhy analysis that is based upon the entire content and context (as opposed to simply counting a 
very small sample of pre-defined keywords) and compares any subset of calls that is of interest against 
the entire population of processed calls to determine root cause.  

For each of these top issues, the Complete Semantic Index surfaces the most statistically significant set 
of terms and phrases that make this issue unique. These terms help identify and prioritize the different 
root causes of your most important issues.  For example, when analyzing very long calls with the 
TellMeWhy feature, as seen in the screenshot on the next page, the Complete Semantic Index 
automatically identified that a subset of calls within that category contains the phrases “new fees”, “five 
thousand” and “six months” indicating that the new fees that were recently assessed on balances below 
five thousand dollars or inactivity of over six months, is not only driving call volume, but a key driver of 
long calls. Management can then assess the value of the fees as opposed to the increased cost and 
customer dissatisfaction that they are causing.  Other TellMeWhy Root Cause findings typically address 
business issues such as first contact resolution, customer retention, vendor management, just to name a 
few.  Management can see what the underlying cause of each of these particular issues are, and then 
make informed choices about them. 

 

 



�

Page 8 

 

� �� � � 	 � - � � � ' � � � � � � " ( ) � � � 	 	 � � � � � � �� � �� � � � � � #� � 	 � � � � 	 � � 
 
 � � � � � � 	 �$� �%	 � � � . 	 � �� $� � � � � � 	 � � 
 #� � � ��� �
 

TellMeWhy root cause is dynamic; one week the root cause for customer dissatisfaction could be 
technicians not arriving as scheduled.  The next week the root cause could be inappropriate up-sell 
attempts.  Impact 360 Speech Analytics reflects this by continuously updating the root cause suggestions 
based on the latest customer interactions within the system. 

Speech Analytics Driven Scorecards Pinpoint Cost/Satisfaction Drivers 
Impact 360 Speech Analytics categorization results are available to other applications in Verint’s WFO 
suite. This includes unified analytics-driven scorecards to help organizations balance cost drivers with 
customer satisfaction drivers down to the individual agent level.  Impact 360 allows contact center 
management to drill down on agent performance in an easy to use scorecard that compares agents 
against their peers in any call content category built within the speech analytics application.  

For example, combining scorecards of cost drivers such as average handle time and first contact 
resolution with speech analytics driven KPIs such as customer requested escalation and compliment calls 
can help analysts balance cost drivers and customer satisfaction drivers without the need to be a user of 
speech analytics.   In one scorecard users can compare their group performance with their peer group, or 
even each agent’s performance with their peers, based on actual content of their calls. 
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Emotional Calls Are Automatically Surfaced 

Impact 360 Speech Analytics includes a unique emotion detection feature that helps identify calls that 
may be more emotional than average so that organizations can track the issues that most affect customer 
satisfaction. These calls can be accessed at the click of a button via a built-in customizable Emotions 
category.  They can also be easily identified from within the search results, no matter which business 
issue the user is investigating.  Emotional calls are detected based on both linguistic and acoustic 
elements to account for the various ways customers express emotion.  

During playback, emotional sections of the call are highlighted, helping users easily jump to the emotional 
content and rapidly get to the root cause of customer dissatisfaction. Analyzing emotional calls helps 
organizations understand the key drivers of customer satisfaction as a measure to compare against cost 
drivers. 

 

Doing More with Fewer Resources 

Out-of-the-Box Functionality Begins Delivering Insight Immediately 
Several Impact 360 Speech Analytics features, such as Customer Behavior Indicators, work out-of-the-
box with minimal setup.   These capabilities reduce setup costs and require less training so that contact 
centers of every size can begin using speech analytics to practice customer-centric cost containment.  
Speech Analytics Essentials focuses specifically on these out-of-the box features and is specifically 
designed for small to medium size contact centers. 

Speaker Separation and Talk Analysis Accelerates Quality Monitoring 
Impact 360 Speech Analytics provides 
speaker separation (for qualifying recording 
environments), which is the ability to analyze 
both sides of the conversation (agent or 
customer) separately.  For example, a search 
can be conducted for the term “frustrating” 
only on customer side to reduce false 
positives when searching for unhappy 
customers. 

Users can also analyze, query and report on 
various conversational characteristics of the 
recorded conversations; such as percent talk 
time, silence and talk over.  Additionally, � �� � � 	 � � � � � �  � �* � � � � �� � �� � � 	 � � �� � �
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Impact 360 Speech Analytics offers users the ability to search conversations for terms or phrases based 
on the beginning or ending of the conversation.   

This functionality allows the contact center to accelerate the quality monitoring process by pinpointing 
likely candidates for further review.  For example managers can use Impact 360 Speech Analytics to 
search for calls that began with the customer in a good mood, and ended in an emotional customer 
requesting to speak to a supervisor.  Instead of listening to hundreds of calls to pinpoint which agents 
drive escalations, they can identify those they should pay special attention to in a matter of minutes via 
speech analytics.  

In another example, an analyst may want to search for all calls where agents were required to comply 
with specific regulations, such as performing a security check.  Since this check must be done in the 
opening of the call by the agent, Impact 360 Speech Analytics can analyze the agent stream within the 
first 45 seconds to provide an analysis of whether the regulation was met.  The analyst can see who 
scores highest and lowest in this category within each peer group and focus their monitoring, training and 
consulting more effectively.   

Visual Dialog Map - Speeds Up Call Monitoring Tasks 
Impact 360 Speech Analytics provides a rich audio and visual playback environment that leverages the 
Complete Semantic Index to automatically highlight phrases of interest using patented call visualization 
techniques, including a fully synchronized interactive transcription of the entire interaction for all 
processed calls. Key themes are highlighted by color coding keywords and phrases. The solution also 
highlights segments of the call that include emotional areas (shown below in yellow). Users can quickly 
navigate to areas of interest within the call by clicking on any highlighted keyword or phrase or word 
within the call transcription. This saves valuable time reviewing the call and allows users to focus 
attention on the most actionable elements of the interaction.  
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The Automated Category Wizard Makes Category Building Simple 
Impact 360 Speech Analytics features a patented Category Wizard™ that incorporates several automated 
tools that help define effective categories more quickly and efficiently. Users typically start building a 
category by brainstorming several terms. While keying in the first letters, the auto-complete feature 
instantly brings up a list of the most relevant (and frequently used) variations of this term based on their 
appearance in the specific call set analyzed. After choosing terms from the list, the auto-suggest tool 
automatically surfaces correlations from the Complete Semantic Index to other unique terms used in this 
type of interaction. These suggested terms and phrases help refine the category definition to reflect how 
your agents and customers actually express themselves, in many cases using terms and phrases that 
you would not otherwise know exist in these specific interactions.  

Once categories are defined, the Complete Semantic Index continuously categorizes customer 
interactions. In the following example, while starting to key in the term “pass” the auto-complete tool 
automatically displayed additional terms such as “password”, each with frequency of use in the entire call 
set, helping select the most effective terms for the Self Service category. Then, the auto-suggest tool 
automatically suggested terms and phrases such as “user id”, “email”,  “email address”, that were all 
found to be strongly correlated to password in this call set. These suggested phrases reflect real 
customer and agent dialogs in this specific environment. This functionality helps to continuously and 
easily keep category definitions up to date with changes in the business environment and customer 
needs. 

The terms can also be weighted with different levels of importance. This allows effective targeting of calls 
that relate to specific issues even when certain keywords and terms are used different contexts.    

Auto-complete and auto-suggest are powerful tools that are easy to use and require no special analytical 
skills. However, they are sophisticated enough to provide intelligence about how customers actually 
express themselves in live conversations with agents, helping to build categories with greater business 
value.  
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Advanced Context Visualization Tools Improve Search and Category 
Development 
Impact 360 Speech Analytics includes Advanced Context 
Visualization tools that assist in developing focused 
categories by visually guiding the user to terms that are 
associated with the actual category meaning, while 
avoiding other terms that may introduce non- relevant 
calls and decrease category accuracy.  The system can 
automatically surface and visually present the correlated 
terms and phrases to any search or category based on 
the actual content of the calls, without the need to know 
in advance how agents and customers express 
themselves. Since a single word or phrase can be used 
in many different contexts, it is critical to be able to 
visualize all these before you execute the search, or 
apply the TellMeWhy functionality.      

In the example to the left, when searching for calls 
regarding the new self-service website, the Context 
Visualization tool has automatically surfaced that agents 
and customers discuss the website in several different 
ways: calls where people complain about problems with 
passwords, other calls where they ask for help in placing 
orders, or cases where agents are educating customers 
on use of the self service channels. Each group of terms define a distinct context in which website is 
being discussed and enable to instantly drilldown into the specific and focused set of calls. At that point 
users can leverage TellMeWhy to surface for example the drivers of password related calls about 
website, or consult the drillable charts to identify agents that are not educating customers enough on the 
Self Services channels.  

 

Reporting Tools 

Analyze Data on Multiple Dimensions  
Speech Analytics data is delivered to the Impact 360 
reporting platform for comprehensive analysis in 
conjunction with other data sources such as chat, 
email, CTI, CRM and data captured off agent 
desktops. The presence of this structured type of 
metadata, such as the number of transfers or 
customer identification, can help define multiple filters 
per category. Impact 360 Speech Analytics can 
associate calls with specific individuals via agent or 
customer identifiers, customer profiles, account 
numbers or ANI, thus offering a focused subset of 
calls. By correlating structured data with the 
unstructured content of the calls, the solution can 
automatically mine for calls that concern specific 
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customer interests or business issues such as customers at risk of churn, or customers with interest in 
new product offerings.  Impact 360 Speech Analytics, for example, can group Complaints Calls by VIP 
Customers on a specific product and automatically suggest that a broken promise of free delivery is the 
root cause for customer dissatisfaction. 

Conduct Drill-Down Analysis with Visual Aided Query Tools 
Impact 360 Speech Analytics provides a rich set of data visualization tools and charts to make critical 
business intelligence readily available in a visual format. These views distribute any specific call set by 
virtually every data type tagged by the system. Viewing this data can provide insights before users even 
begin to search for contacts or play back calls. Every time users perform a search, the results are visually 
displayed both in a prioritized list and as a set of selectable graphical views. These visualization features 
make searching for relevant information simple.  
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For example, when looking into the key issues that drive long calls, a user may click on the Repeat Calls 
category bar and find that an unusual number of repeat calls were taken on a specific date.  After clicking 
the bar, users receive a prioritized list of long calls related specifically on that date to examine if anything 
unique occurred that increased the number of repeat calls.  

Perform Detailed Category Analysis via Advanced Reporting Tools   
For every query or category results, Impact 360 
Speech Analytics delivers a wide range of out-of-
the-box reports, to uncover trends, opportunities 
and the ways in which customers perceive your 
company’s various business processes and 
services. Reports map categories over time 
intervals or in other business contexts.  

Once a set of significant calls is identified in Impact 
360 Speech Analytics, users can take immediate 
action and leverage the intelligence derived from 
these calls by creating a report on-the-fly. These 
instant reports reflect on any business issues or 
identified performance trend to help prepare the 
business case for change. Reports can be printed, 
saved, and sent by email to be shared with users 
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throughout the enterprise.  

Export Contact Data to Excel 
Impact 360 Speech Analytics can export Complete Semantic Index data within the platform to Excel for 
further analysis.  The export can include all segments of calls, a partial selection of segments (as chosen 
by you), a random selection of contacts (automatically selected) or a specific number of contacts starting 
from the first contact.  The report features all the information available for each segment and the context 
of the search. For example, segment�s rank in the search and the keywords found. It also contains 
category and contact metadata. 

Integrate with Predictive Churn Models 
Impact 360 Speech Analytics can be married with data from other systems to conduct sophisticated 
analysis such as correlation studies with CRM data to predict customer behavior based on interaction 
analysis. 

 

Part of the Next Generation Impact 360 Unified Suite  
Speech Analytics is part of the unified, analytics-driven, enterprise-enabled Impact 360 suite.  Once 
categorized by Speech Analytics, calls are annotated in the Impact 360 database with the appropriate 
categories.  Impact 360 can then leverage these categories and supplement the rich variety of data in the 
system to better address a broad spectrum of business objectives, including cost containment, contact 
center and enterprise quality, liability management, regulatory compliance, and business process 
optimization.  

Unified with Quality Monitoring for Focused Quality 
Quality supervisors may issue a query to search directly for calls related to specific business issues that 
have been categorized by Speech Analytics. Or they may set up the Impact 360 Quality Monitoring Smart 
Inbox™ to deliver calls of interest for evaluation based on speech categorization results. This functionality 
eliminates the need to manually conduct searches, by setting a quota of calls per Speech Analytics 
category to be delivered to a supervisor or business analyst on a regular basis 
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Impact 360 Speech Analytics categories can also help identify areas of development for individual agents. 
Once an area is identified, supervisors can monitor, evaluate, coach, leverage best practice interactions, 
review agent desktop screen activity or schedule reports that map categories to other metadata or quality 
results, such as total quality scores per business issue from a Web-based portal.   

Users can instantly open a contact of interest in the Impact 360 multimedia evaluation workspace. There 
he or she can leverage a fully-integrated workflow to evaluate that call, flag it for a marketing specialist, 
forward or download it to be shared with other stakeholders in the organization, convert it to a best 
practice clip for agent training, and more. For example, calls showing agent inexperience with a new 
product can be forwarded to contact center supervisors, so that agents can receive the coaching they 
need. Contacts revealing significant customer dissatisfaction with new pricing can be forwarded to 
product managers and customer retention specialists for rapid action. A view of the agent desktop 
screens is also available while playing back calls. This often adds significant insight into the potential 
process or agent knowledge improvements required. 

Unified with Data Analytics for Quantitative Trending Analysis 
Impact 360 Data Analytics leverages Verint’s patent-protected data mining technology to explain contact 
center metrics by surfacing call scenarios that are impact overall performance.  Impact 360 Data Analytics 
leverages data associated with a call to build relationships between data and metrics that determine the 
root cause of performance. Impact 360 Data Analytics mines both the call attributes as well as the context 
categories identified by Speech Analytics to uncover hidden trends and surface scenarios that impact 
these call types. This information pinpoints both positive and negative trends and areas of improvement.  

For example, a business may know that customers are leaving but not understand why. Impact 360 Data 
Analytics can mine Customer Retention calls as detected by Speech Analytics to identify and suggest the 
root cause of customer churn, showing, for example, that midmonth calls mentioning competition are 33% 
more likely to be a customer retention call, increasing overall rate of customer churn by 0.71%. Or that 
early month billing-related calls are 21.6% more likely to be a customer retention call, increasing overall 
churn rate by about 0.7%. Working independently, users may not otherwise uncover these significant 
correlations and trends. 
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Lower Cost of Ownership, Higher Return on Your Investment 
Unification with  the Impact 360 Recording and Impact 360 Quality Monitoring solutions helps reduce 
administration of agents, agent groups, lines of business, multiple sites, and other enterprise business 
dimensions while reducing the cost of installations, training, consulting, maintenance, troubleshooting, 
upgrades, and future application integration.  

Unlike standalone speech analytics technologies that duplicate the audio files to their own storage and 
databases, consuming valuable storage and bandwidth resources, Impact 360 Speech Analytics does not 
require any additional storage or bandwidth for audio duplication or retransfer. 

Enhanced Security Protects Your Customer Data 
Impact 360 Speech Analytics leverages Impact 360’s built-in security elements, including strict 
management of application rights, user permissions and audit trails, so that critical information is readily 
accessible to those who need it, but protected from misuse and unauthorized access.  

Encryption Support to Help Meet PCI Compliance 
To help users comply with Payment Card Industry (PCI) data security standards, Impact 360 Recording 
and Impact 360 Quality Monitoring encryption is available in Impact 360 Speech Analytics, which provides 
a rich set of security enhancements to protect recorded data. 

Impact 360 security options help call centers and multimedia contact centers achieve compliance with 
Payment Card Industry (PCI) Data Security Standards (DSS). A rich set of security enhancements for PCI 
compliance protects the recorded data that may contain customers’ payment card information and 
authentication parameters are used by applications within the recording system.  

AES 256-compliant encryption protects data when it is recorded, in transit, and archived. Flexible security 
features allow users to configure and operate the solution based on the policies specified by the 
standards. This optional PCI compliance functionality includes a separate key management system, 
enabling users to move, archive, and store customer data while protecting it from unauthorized access. 

 

Solutions Consulting & Training Services 
In addition to the advanced technology used to correctly define business categories, Verint provides 
expert solutions consulting to help ensure that the application is correctly aligned with your contact center 
and your company’s main business goals. To facilitate this process, Impact 360 Advanced Speech 
Analytics installations are typically paired with a workshop. A Verint solutions consultant specializing in 
speech analytics will work with business users inside and outside the contact center to define an initial set 
of business categories and to train those users to get the most impact and business value from their 
speech analytics investment.  
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Verint’s Market Leadership 
Verint is the market share leader for speech 
analytics. In addition, Impact 360 Speech Analytics 
has been awarded with the highest scores in 
product satisfaction, a perfect 5.0/5.0.  The average 
for all other vendors was 3.7. 2 

Our 5th generation Speech Analytics technology 
features unique intellectual property, the largest 
global footprint and overall WFO market leadership 
that reduces your risk when considering a long-
term speech analytics partner and solution. 

 

Conclusion 
Verint Witness Actionable Solutions’ Impact 360 Speech Analytics is designed to help organizations 
achieve customer-centric cost containment by showing them what customers are calling about so they 
can navigate through economic uncertainty and changes in customer behavior.  Leveraging the solution, 
you can find out why call volumes are on the rise, so you can determine root causes, make necessary 
adjustments and contain costs, while also maintaining or even improving customer satisfaction.  Impact 
360 Speech Analytics helps you achieve more with fewer resources, and is available via flexible 
implementation options to meet the analytic needs of all types of contact centers – large to small.  Today, 
organizations are looking to scale back and understand where the greatest ROI from the dollars they 
spend comes from.  Verint Impact 360 Speech Analytics helps companies use one of their greatest 
competitive resources – their customers and workforce – to help improve margins, operations and 
customer experiences, while also positioning them for growth in the next expansion cycle. 
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2 Speech Analytics Market Report,, DMG Consulting LLC, August 2008, Pages 134 and 178 
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