
T H E 
FUTURE OF CUSTOMER INTERACTION 

Analytics



In 1965, Intel founder Gordon Moore observed that technology 

advances would enable computing power to double every two 

years. “Moore’s Law” defined the acceleration of computing 

technology over the past 40 years, but there’s one thing Moore 

didn’t predict: all the ways those increasingly speedy processors 

would be used. With more devices, more users and more uses for 

computing technologies, data growth in the modern world easily 

outpaces Moore’s Law. Until now, this overwhelming, exponential 

data growth has kept the business world fixated on the need to 

capture all the data—and kept data analytics tools largely focused 

on telling the story of what has already happened.

But the future of data analytics looks very different. 
As integrated technologies make gathering and 
centralizing data and metadata faster and easier, 
analytics tools are shifting their focus beyond answering 
“What?” to answering, “What now?” and “What next?”

This conceptual guide breaks down the buzz words to give 

you a simplified, highly visual understanding of the three core 

technologies that are defining the future of analytics: machine 

learning (ML), artificial intelligence (AI) and predictive 

& prescriptive analytics.
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The numbers on accelerating data growth are truly humbling. More than 90 percent of all the data created in 

human history has been created in just the last two years.1 By 2020, each of us will generate 1.7 MB of data every 

single day.2 And with Internet of Things (IoT) data growing at 50 times the rate of all other data, businesses will be 

managing a rapidly increasing flow of data from a rapidly diversifying range of devices and channels.3 

EXPONENTIAL DATA GROWTH OVERWHELMS THE BUSINESS WORLD
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1 https://www.forbes.com/sites/bernardmarr/2018/05/21/how-much-data-do-we-create-every-day-the-mind-blowing-stats-everyone-should-read/#76df1c4a60ba
2 IDC, “The digital universe in 2020: Big data, bigger digital shadows, and biggest growth in the far east”
3 https://insidebigdata.com/2017/02/16/the-exponential-growth-of-data/
4 https://www.forbes.com/sites/bernardmarr/2018/05/21/how-much-data-do-we-create-every-day-the-mind-blowing-stats-everyone-should-read/#76df1c4a60ba
5 https://insidebigdata.com/2017/02/16/the-exponential-growth-of-data/
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Against the backdrop of data growth that continues accelerating, new analytics tools promise to re-focus the business 

world—from the quantity of data captured to the kinds of quality insights that drive smarter business decisions. Next-

generation analytics tools go beyond statistical analysis (telling us what happened), giving businesses the capability 

to anticipate what’s going to happen (predictive analytics) and telling them what they should do about it (prescriptive 

analytics). This is not a “flying cars” prediction for a far-off future: IDC predicts that by 2020, half of all business analytics 

software will incorporate predictive and prescriptive analytics tools built on “cognitive computing technologies” like 

machine learning and artificial intelligence.1 

NEXT-GENERATION ANALYTICS TOOLS DELIVER MORE ACTIONABLE INSIGHTS
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By 2020, half of all business analytics 
software will incorporate predictive 

and prescriptive analytics tools.2

1 https://insidebigdata.com/2017/02/16/the-exponential-growth-of-data/
2 Ibid.
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You’ve likely noticed a theme across many analytics tools and technologies: they use terminology related to the human 

brain. In fact, next-generation analytics tools share much more than the language of human intelligence—the actual 

concepts driving these technologies stem from the science of the human brain. Why? Because as we endeavor to create 

“intelligent” technologies, we look to the only model of intelligence that we truly understand.

Let’s take a look at the three core technologies that will drive these next-generation analytics platforms:

MODELING HUMAN INTELLIGENCE

hone� , � eb, deo�� Email, Text, Chat, Social edia, Surveys�

VOICE-BASED 
INTERACTIONS

TEXT-BASED 
INTERACTIONS

See how forward-thinking contact centers 
are using contact center analytics 
to achieve real outcomes today.

DELIVERING VALUE
IN THE CONTACT CENTER & BEYOND

VISUALIZING CONTACT CENTER
ANALYTICS IN ACTION

SPEECH
ANALYTICS

SPEECH-TO-TEXT 
ANALYTICS

TEXT 
ANALYTICS

Uses the 44 English phonemes 
(the building blocks of speech) to 

match with a predefined collection 
of words and phrases.

Transcribes all words to text,
matching them with a set 

dictionary.

DESKTOP ACTIVITY
TRACKING

Eliminating gaps in agent 
technology and knowledge 

resources.

AUTO PAUSE-AND-RESUME
FOR COMPLIANCE

Preventing sensitive information 
from being recorded.

DESKTOP EVENT
TRIGGERS

Automating reporting and 
escalation workflows based on 

agent actions.

Brings comprehensive QM and 
analysis capabilities to all of your 

text-based channels.

Rapid Searching
& Analysis

Trend
Identification

E�cient Call 
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In-Depth Investigation 
& Analysis
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PREDICTIVE
EVALUATIONS

Automatically predicts evaluation 
scores for 100% of

 customer interactions.

AI-DRIVEN
INSIGHTS

Machine learning anticipates 
challenges and delivers answers 

before you have questions.

PREDICTIVE
NPS

ARTIFICIAL
INTELLIGENCE

MACHINE
LEARNING

Automatically predicts NPS for 
100% of customers.

TARGETED
MODELING

Predictive modeling allows smart 
planning and decision-making using 

hypothetical modeling.

PREDICTIVE
ANALYTICS

PREDICTIVE ANALYTICS IN ACTION

CORRELATES THE CONTENT 
OF AN INTERACTION 
(what customers and 

agents are saying) 

AGENT DESKTOP ACTIVITY
(what agents are doing)

WITH 

DESKTOP ANALYTICSHi!
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It likely doesn’t sound comforting to model your business analytics program after a toddler. But humans in this critical 

stage of development exhibit a profound capacity for rapidly learning the ways of the world. What, on the surface, appears 

chaotic and risky, is actually the efficient process of learning by trial and error: Experimenting, observing the results and 

adjusting the approach. Toddlers continue this cycle, gradually coming to understand what works, what doesn’t, and what 

happens when you do X, Y and Z. This trial-and-error learning process helps toddlers learn that the stove is hot, as well as 

how to walk. The process also benefits from existing learnings: as toddlers learn more about cause and effect, and more 

about the norms and patterns of the world around them, their learning curve accelerates.

Machine learning (ML) technologies follow the same basic principles:

MACHINE LEARNING: THE BRILLIANCE OF A TODDLER
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Beginning with experimentation, 

ML technologies observe the 

results, adjust the approach and repeat 

the cycle—honing in on a defined 

outcome, goal, solution or best practice. 

Like toddlers, ML technologies 

get exponentially smarter over 

time—harnessing previous learning and 

applying it to future problems. 

Finally, ML technologies work 

best in a closed system where 

feedback directly drives the cycle—and 

there aren’t too many variables to shade 

outcomes and obscure the “lesson.” 

1 2 3
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Predictive Evaluations & Predictive NPS

The most promising application of ML in the contact center enables automated, intelligent scoring of 100% of customer 

interactions. The ML system begins by observing a baseline of manually scored interactions and begins to learn the scoring 

criteria. The more interactions it scores, the smarter the system becomes. Scoring every single interaction not only gives 

more accurate measurements of customer satisfaction and agent performance—it also gives contact centers a valuable data 

point for every interaction that can be correlated with all the other data in their integrated contact center system.

MACHINE LEARNING IN THE CONTACT CENTER
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With all the talk of businesses “drowning in data,” one of the big questions is how to separate the valuable insights from 

the “white noise.” The human eye provides an easy-to-grasp example of how the human brain tackles such a challenge. 

Each of your eyes has around 5 million cones and 120 million rods. Just looking at an image on this page, your eye is 

sending 125 million discrete pieces of data to your brain. Now multiply that by every millisecond you’re awake, and you 

get a sense for the immense quantity of purely visual data your brain processes every day. So how does the brain handle 

it all—and separate relevant, actionable information from “white noise”? Through a concept called automaticity: the ability 

to rapidly and automatically recognize patterns in incoming data. We recognize signs, symbols, words and faces. We do it 

subconsciously. And we automatically react accordingly.

Artificial intelligence (AI) recreates automaticity in our technology systems:

ARTIFICIAL INTELLIGENCE: THE FOCUS OF THE HUMAN EYE
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AI tools enable businesses 

to automatically recognize 

patterns in the vast quantities of 

data pouring in every day.

1 2 3AI tools recognize what 

the patterns indicate.

AI tools either deliver prescriptive 

actions—or automatically take 

action on their own. 
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Reading the Cues of Human Behavior

Leading contact center analytics platforms apply AI to highlight the patterns in customer interactions and automatically 

trigger relevant actions: recognizing a pattern that leads to low customer satisfaction or customer attrition and escalating 

to a supervisor, recognizing a pattern from previous successful cross-sales and triggering a sales script for an agent, 

etc. Sophisticated sentiment analytics tools take these pattern-recognition capabilities beyond the actual words of the 

interaction, analyzing the subtle factors in voice and text interactions that are akin to “body language” in face-to-face 

interactions—clues to the customer’s underlying emotions and intentions.

AI IN THE CONTACT CENTER
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Throughout human history, we’ve been entranced by the almost-magical capabilities of talented athletes. Today, we look 

with amazement at a baseball player’s ability to hit a three-inch-wide ball flying at 100 miles per hour with a wooden stick 

that’s barely two inches wide. In fact, this is the human brain’s predictive and prescriptive analytics capabilities at their best. 

Despite the old adage, “Keep your eye on the ball,” no human being is capable of actually tracking a 100 mph fastball the 

entire way. Success doesn’t come by seeing the bat hit the ball. Rather, success depends on reading the extremely subtle 

visual cues (in the pitcher’s movement and from limited glimpses at the ball in flight) that predict where the ball is going to 

be—and extrapolating when and where to swing the bat to make contact.

In many ways, predictive and prescriptive analytics combine the concepts of machine learning and artificial intelligence:

 

At the core, this process is no different than the seemingly mystical foresight of stock market gurus, or the incredible 

“people skills” of the kings and queens of the sales world. All of these skills center on recognizing the subtle cues that are 

invisible to the untrained eye, making sense of those cues, and understanding how to respond.

PREDICTIVE & PRESCRIPTIVE ANALYTICS: 
THE WONDER OF HITTING A HOME RUN
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AI’s pattern recognition tells the batter, 

“these are the signs of a curveball.” 1 2
ML’s exhaustively honed response says, “If it’s 

a curveball, and I swing like this, I’ll hit the ball.” 
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Anticipating Call Volume & Optimizing Service Levels

Most modern contact centers today use analytics tools to predict call volume in order to ensure adequate staffing to 

maintain service levels. However, most limit their view to statistical analysis of historical data: based on previous years, the 

contact center can expect higher call volume at certain times of day, days of the week or times of year. But this approach 

cannot account for emergent drivers of call volume, such as an acute product or service issue. Applying predictive and 

prescriptive analytics tools allows contact centers to recognize the early signs and subtle cues that predict a surge in call 

volume—a threshold for customer complaints about the same product issue, for example. The prescriptive side of these 

tools correlates call volume data with customer satisfaction metrics to pinpoint optimized staffing to drive consistent service 

levels as volume increases—and even automatically adjust agent schedules accordingly. All of this happens seamlessly 

and in near-real time, giving contact center leaders unprecedented anticipatory insights into call volume, and data-driven 

best practices for optimizing service levels.

PREDICTIVE & PRESCRIPTIVE ANALYTICS IN THE CONTACT CENTER
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The pessimistic view of future technology says that as technology plays a greater role in our world, there will be a greater 

disconnect between the technical world and the human world. But one look at the smartphone in the palm of your hand 

tells you otherwise. In fact, Moore’s Law might today say that modern technologies grow more human-like every year. The 

reason for this is two-fold: The holy grail for the business world is a technology that truly understands and predicts human 

desires and human behaviors. And as innovators look to build these technologies, they find the greatest inspiration and the 

best models in the architecture and operations of the human brain. 

For the modern multi-channel contact center, the promise of these human-like technologies is undeniable: Next-generation 

contact center analytics tools will move away from the math of processing what’s already happened, instead focusing on 

recognizing the subtle cues and patterns that reveal customers’ sentiments and intentions—and predicting how those 

sentiments and intentions will drive actual behaviors. It’s smarter technology, built to drive better human connections.

HUMAN-LIKE TECHNOLOGIES DRIVE BETTER HUMAN CONNECTIONS
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SEE HOW CALABRIO ONE DELIVERS NEXT-GENERATION ANALYTICS TOOLS 
TODAY. > VISIT CALABRIO.COM
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