
5 Ridiculously Simple Ways to Get the Most 
Out of Your Speech Analytics Program
As contact centers become increasingly digital and add new voice-based channels, more organizations 
are looking to speech analytics for growth and insights to better understand associate and customer 
conversations at different moments of the journey. 

1. Unlock insights  
from every conversation

Use speech analytics to identify keywords, phrases, and emerging 
topics to help define when and how often associates should 
“name drop” specific terms while interacting with customers. 
When associates actually “hear” what’s being said, they can make 
immediate adjustments to improve interactions.

Here are five fantastic ways today’s leading contact centers are leveraging speech analytics to enhance the 
customer journey, train associates more effectively, and ensure quality assurance at every contact point. 

2. Take what works  
and proliferate it 

Dig into past dialogues to discover what top performing employees 
do when interacting with customers and then share that information 
with other associates. Doing so will help recognize top performers  
as well as teach other associates exactly how to achieve the  
same success. 

3. Enhance the journey  
for each customer

There’s no one-size-fits-all customer journey. Gather insights 
through speech analytics to develop processes and tactics that 
deliver the right message to the right person every time. Hone in 
on duplicative calls to fine-tune customer self-service options and 
enhance call routing. 

Listen actively at scale 

In a contact center, thousands of voices speak 
at once, but so few are heard. Using speech 
analytics to reduce the noise and truly listen to 
what associates and customers say is paramount 
to understanding experiences from the inside 
out. The last step is to use those learnings to 
feed the business intelligence machine.
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4. Amplify the Voice  
of the Customer

Speech analytics helps brands see what their customers see and feel 
what their customers feel — and in effect, discovering the real Voice 
of the Customer. Once defined, contact centers can drive product 
enhancements, market share gains, increase customer lifetime 
value, and realize higher customer satisfaction scores.

5. Strengthen quality  
assurance and compliance

Today’s progressive speech analytics technology can “listen” to  
all interactions — calls, chats, and SMS texts — to glean insights  
into what really is (and is not) working. This can ensure quality  
assurance across every customer-associate exchange and mitigate 
the risk of non-compliant interactions negatively impacting 
customer relationships. 


