
 

Interaction Analytics: 
An Enterprise Vision and 

Practical Applications  
 

July 2020  

 

Sponsored by:  
 
 

 



 

 - i - © DMG Consulting LLC  
 

Table of Contents 

I. The Customer Experience Challenge ........................................................... 1 
II. The Answer ................................................................................................... 1 
III. How Interaction Analytics Works .................................................................. 2 
IV. Making IA an Enterprise BI Solution ............................................................. 4 
V. Enterprise Applications of Interaction Analytics ............................................ 4 
VI. Putting IA to Work for your Company ............................................................ 6 
About Calabrio ...................................................................................................... 7 
About DMG Consulting LLC .................................................................................. 7 
 
 



 

 - 1 - © DMG Consulting LLC  
 

I. The Customer Experience Challenge 

The coronavirus pandemic has had a profound impact on the customer experience 
(CX). As economies revive and a new business paradigm is established, delivering 
an outstanding CX cost effectively will again be a core and necessary building 
block for organizations that want to succeed and differentiate themselves.  
 
In the past couple of years, companies have started to take a broader view of the 
CX. Executives appreciate the importance of evaluating the entire customer 
journey, including the contributions and impacts of all customer-facing 
departments, on a continuous basis. This has become one of the important 
objectives companies are trying to achieve as part of their digital transformation. 
However, without the right tools, it’s challenging to conduct an upstream and 
downstream analysis of every customer outreach and interaction. Most companies 
do not have the ability to track the full customer journey at every touchpoint. It’s 
often in the unmonitored channels and points of presence where issues arise that 
drive customer dissatisfaction and enterprise cost, for example, when customers 
are forced to repeat actions and discussions due to the enterprise’s disconnect in 
capturing and sharing essential information across departments.  

II. The Answer 

Companies have attempted to improve the CX for years but never at an enterprise 
level; instead, much of the effort was directed at sales, marketing and customer 
service organizations. While these investments and changes were mostly positive, 
as was the case for the customer relationship management (CRM) movement that 
started in the 1990’s, they generally left out other customer-facing departments 
that are important contributors to the customer journey, such as retail branches, 
product development and the back office.  
 
CRM suites that address the functional requirements of sales, marketing and 
customer service departments highlight the need for standardized views of 
customer data, which they have yet to provide. These suites have also not been 
effective at sharing this data across the company. Enterprises need a 
comprehensive and integrated view of what happens to customers as they traverse 
the growing number of channels available to them. Customer data models that are 
supported by artificial intelligence (AI) and machine learning can spot trends, 
identify missing information and help users to find ways to fill the gaps.  
 
This is where interaction analytics (IA) comes in. The most reliable customer 
information comes directly from the source. IA solutions capture, structure, store 
and analyze customer inputs from voice and digital interactions. An enterprise IA 
solution can capture spoken and written conversations that occur in all channels, 
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including those that occur live in branches and retail outlets, in a regulatory 
compliant manner. (Live interactions are limited these days due to COVID-19 but 
will increase in frequency when a vaccine becomes available.) 
 
Once inputs are captured, the IA solution, which is likely to come with its own 
business intelligence (BI) environment, can either provide a harmonized view of 
the data or feed this information into an enterprise data lake for input into a 
customer journey analytics (CJA) data model. The more information captured by 
the model, the better the chance for an enterprise to provide an outstanding CX. 
Salespeople, customer service representatives, bank tellers, clerical employees, 
marketers and other workers influence the CX, but there are many more factors 
that are critical to evaluating it, including enterprise policies and procedures, the 
“experience” in each channel, how easy or hard it is to conduct business, service 
level/response times, and more. As IA solutions can capture emotion and 
sentiment in addition to customer/prospect/partner needs and wants, they are able 
to provide a more complete and detailed view of how the people who interact with 
a company feel about the experience and where the pain points are.  

III. How Interaction Analytics Works 

IA solutions capture and process customer conversations as they occur. Some of 
these solutions use the derived insights to notify users of issues and opportunities 
as they arise, by delivering real-time alerts to employees or their supervisors or by 
applying predictive analytics to identify the next best action to take. These real-
time IA solutions are using AI to identify opportunities and potential issues, helping 
agents resolve them before they become bigger problems.  
 
Currently, IA solutions are most commonly used on a historical basis, delivering 
findings the next day or as quickly as within 2 – 4 hours. The most common use of 
IA is to identify the reasons why people are contacting an organization; this is 
referred to as trend analysis. The more feature-rich solutions perform many other 
functions and analyses, as depicted in Figure 1. Advanced IA solutions can also 
be configured to surface emerging issues that the company didn’t know to look for; 
this is called discovery. Trend analysis and discovery enable business analysts to 
find the root cause of inquiries and complaints – the sooner the underlying cause 
is identified the faster it can be resolved and the volume of contacts reduced.  
 
IA-supported quality management, also known as analytics-enabled quality 
management (AQM), is experiencing an upsurge in adoption, especially now that 
more agents are working from home. As the volume of inquiries to contact centers 
increases, companies using traditional QM methods have not been able to perform 
an adequate number of reviews to determine if their agents are adhering to internal 
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policies and guidelines. AQM can provide this oversight and also function as a 
highly effective audit tool to track the accuracy of financial transactions.  
 
Along the same lines, IA is being used to ensure that agents fully adhere to a 
variety of regulatory guidelines, such as the worldwide Payment Card Industry 
Data Security Standard (PCI DSS), the General Data Protection Regulation 
(GDPR) established by the European Union (EU), and the Telephone Consumer 
Protection Act (TCPA) in the US, just to mention a few. And while performing all of 
these analyses, IA solutions with more advanced AI tools are able to evaluate and 
report on the emotion levels and sentiment of both the people who contact the 
company and the agents who respond. When these capabilities are combined, the 
output is highly valuable customer feedback about each customer contact with the 
organization. The findings from speech analytics are so significant that many 
companies also ask to see call transcriptions.  
 
Figure 1: The Workings of Interaction Analytics 
 

 
Source: DMG Consulting LLC, July 2020 
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IV. Making IA an Enterprise BI Solution 

The primary source for customer conversations (spoken and written) has typically 
been the contact center. Until about 2 years ago, contact centers were viewed as 
the only provider of customer service in most companies. Even though it is only 
one of the many departments that interact with customers throughout their 
relationship with a company, the contact center has been held responsible for 
ensuring the quality of the customer experience. For this reason, contact centers 
have been the primary buyers and users of IA solutions, although most of the 
information captured by IA systems is about other departments’ actions, systems, 
policies and procedures. IA has always been an enterprise application, and it’s 
time for it to be perceived, managed and applied in a manner that is most beneficial 
for the enterprise and its customers.  
 
IA solutions should become the responsibility of the chief customer office (CCO) 
or chief customer experience office (CCXO), functions that report to the chief 
operating officer (COO) or even the chief executive officer (CEO) of the 
corporation. This will make the IA solution an enterprise BI application and position 
its findings to be applied on a strategic and operational basis across the company. 
As importantly, it will empower the CCO or CCXO with the information necessary 
to drive transformative actions to enhance the CX on a continuous and lasting 
basis.  
 
For this to work, a formal charter and a governance process must be agreed upon 
by the executives responsible for all front- and back-office customer-facing 
departments. The new function needs to be staffed with BI analysts to manage the 
IA solution and success managers whose job it is to work with departments 
throughout the enterprise, including the contact center, to help them apply the 
findings. This is a total reversal of how IA solutions are applied today; these 
organizational changes will drive the modifications necessary to rapidly identify 
and fix issues and enable the company to achieve its goal of delivering an 
outstanding CX.  

V. Enterprise Applications of Interaction Analytics 

IA solutions provide feedback via the customer’s voice. The feedback is 
spontaneous and unfiltered, unlike a focus group, and it’s immediate, not an 
afterthought or delayed reaction to a primary experience, as is the case with 
surveys. The data is pure, comprehensive and highly actionable, as long as the 
company has a process for applying it on a timely basis, which is why IA needs to 
be an enterprise BI solution. The ideal solutions improve the experience of 
customers and employees while increasing revenue and reducing operating costs. 
All of these benefits will be realized when IA findings are applied consistently.  
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Figure 2 provides depicts the various ways in which IA solutions should be used in 
companies. Of course, the contact center is one of the departments that should be 
a recipient of historical findings from the IA solution, so it can keep its staff and 
self-service solutions up to date. Contact centers should also actively leverage IA’s 
real-time capabilities, so agents receive alerts, reminders and next-best-action 
guidance to enable them to deliver an outstanding experience.  
 
The executive suite can benefit greatly from IA findings, if they have access to the 
insights on a timely basis. The IA system can generate an executive-level 
dashboard that identifies the top trending issues and opportunities for each day. 
This one-page dashboard would also include a chart that identifies the changes in 
trends during the month, and it would include a CX score to keep executives 
informed about customer sentiment and satisfaction. From a practical perspective, 
the IA dashboard would be a feed into the corporate performance management 
(CPM) application, which is delivered to CXOs on a daily basis, allowing them to 
be more responsive to take the necessary actions to rapidly identify and correct 
institutional bottlenecks which improves the CX.  
 
The legal department is another potential beneficiary of IA findings and insights. 
While delivering an outstanding CX is a top goal for companies, a related objective 
is to keep the number of complaints and lawsuits to a minimum, as these are costly 
and can hurt a brand when they are publicized. While many lawsuits are frivolous, 
having access to actual conversations (whether in the form of calls or text-based 
interactions) positions companies to take the necessary actions to mitigate and 
minimize their potentially negative impact. Based on verbatim records, interaction 
analytics can help a company’s lawyers determine if a claim has any merit. Today, 
a large number of lawsuits directed at large corporations are settled out of court, 
because it’s not worth the cost of litigation. Giving legal departments access to the 
underlying conversations may not eliminate these lawsuits altogether, but it’s likely 
to reduce settlement fees and save companies millions of dollars each year.  
 
Many other departments will also benefit from gaining a first-hand view of customer 
needs, wants and feedback. This includes auditing and compliance functions that 
need to make sure employees follow the company’s rules and guidelines when 
interacting with customers and prospects. Sales and marketing organization can 
apply the findings to increase revenue and reduce costs. Collections can use 
interaction analytics to make sure its agents are adhering to the many regulations 
for interacting with customers who owe money and use IA’s predictive analytics 
features to determine which customers are most likely to pay. Human resources 
can utilize the solution to identify candidates who are best suited for various jobs. 
The enterprise uses of IA are numerous and are limited only by a company’s 
willingness and openness in applying this AI-based solution. 
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Figure 2: Enterprise IA Applications 

 
Source: DMG Consulting LLC, July 2020 

VI. Putting IA to Work for your Company 

IA is an ideal enterprise solution because it supplies direct customer feedback to 
help many departments in a company deliver a more personalized customer 
experience. IA is different from and better than many of the current solutions that 
companies use for voice of the customer (VoC) because it is the only one that 
passively captures and analyzes customer wants, needs and intents as 
interactions occur, instead of before or after they are completed. IA gathers 
customer information in many channels and touchpoints, giving companies 
insights into the CX throughout the journey. As we move toward a more 
technologically driven and digital world, companies need value-enhancing 
solutions like IA that intelligently automate work activities and tasks, and perform 
them accurately and cost effectively.  
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About Calabrio 

Calabrio is the customer experience intelligence company that empowers organizations to enrich 

human interactions. The scalability of our cloud platform allows for quick deployment of remote 

work models—and it gives our customers precise control over both operating costs and customer 

satisfaction levels. Our AI-driven analytics tools make it easy for contact centers to uncover 

customer sentiment and share compelling insights with other parts of the organization. Customers 

choose Calabrio because we understand their needs and provide a best-in-class experience, from 

implementation to ongoing support. Find more at calabrio.com/ and follow @Calabrio on Twitter. 

Calabrio, Calabrio ONE® and the Calabrio logo are registered trademarks or trademarks of 

Calabrio, Inc. All other trademarks mentioned in this document are the property of their respective 

owners. 

About DMG Consulting LLC 

DMG Consulting LLC is a leading independent research, advisory and consulting firm specializing 

in contact centers, back-office and real-time analytics. DMG provides insight and strategic guidance 

and tactical advice to end users, vendors and the financial community. Each year, DMG devotes 

more than 10,000 hours to producing primary research on IT sectors, including workforce 

optimization, workforce management, performance management, knowledge management, 

interaction (speech and text) analytics, desktop analytics, robotic process automation, customer 

journey analytics, surveying/voice of the customer, voice biometrics, cloud-based contact center 

infrastructure,  and intelligent virtual agents. Our actionable solutions are proven to deliver a lasting 

competitive advantage, and often pay for themselves in as little as three months. Learn more at 

www.dmgconsult.com. 

https://www.dmgconsult.com/
https://www.dmgconsult.com/
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