Is your IVR guilty?

Your customers are now using your VR (Interactive
Voice Response) system as an escalation channel
after being unable to resolve their issue through your
website or mobile app. When they call and get your
VR, they're already impatient and, most likely
frustrated.

Did you know... Right now, in your contact center:

20
seconds

One customer will zero out to an operator after spending 20 seconds
wading through a confusing maze of IVR options.’

40 hang up

seconds

Another will hang up after 40 seconds of repeating themselves to
antiguated speech software.

90 frustrated

seconds
Yet another will be frustrated after spending 90 seconds being directed
to wrong departments and repeating their problem to multiple agents.

Now consider the scale of those
And the thousands of irate customers
reconsidering their relationship with your brand.

Consumer satisfaction with the IVR falls well below other
self-service channels (web and mobile apps).’

Consumer satisfaction
with the IVR

Consumer satisfaction with
web self-service & mobile apps
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of consumers say they
might stop doing business with
a company altogether after a
single bad IVR experience.?

Is your IVR guilty of any of these
headache-inducing complaints?

If so, you’re
and risking a negative impact to your bottom line.
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say that IVRs have too many menu options
to remember.?

say that it takes too long to navigate IVRs.*

say not being able to reach a real person through the
IVR system is a top (and regular) frustration.®

agree that if they could converse with the automated
phone system as if it were a person, the experience
would be improved.®

3 &5

will hit zero to bypass an automated phone system.”

would use an IVR if they could simply speak instead
of using the telephone key pad.®

indicated that the reason they’re calling is never in the
generic menu tree.’

say getting a satisfactory answer or being connected to
someone knowledgeable is key to a great experience.™

Y &

want phone systems that can understand them and
quickly deliver answers.

are more likely to use an IVR if they know they won’t
have to repeat information to an agent.'?

T

agree that it'’s difficult to describe problems they’re calling
about using IVRs.™

will transfer to an agent if there’s not a first-level menu
choice that matches why they are calling.™

The fix for these IVR headaches?

M M

Callers want easy, intelligent, friction-free interactions. Is that
what your IVR delivers today? If not, it may be time to rethink
your IVR experience.

Learn how investing in your IVR today will help you to
exceed caller expectations and lower contact center costs.
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About Nuance Communications, Inc.

Nuance Communications is reinventing the relationship between people and technology. Through its voice and language offerings, the company
1S creating a more human conversation with the many systems, devices, electronics, apps and services around us. Every day, millions of people
and thousands of businesses experience Nuance through intelligent systems that can listen, understand, learn and adapt to your life and your
work. For more Information, please visit nuance.com.
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