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Vocal Laboratories points out five reasons why companies do not a understand customer's demands and fail to
provide a quality experience when the customer calls the business:1 

1. Failing to ask the customers their opinion on the call experience

2. Failing to gather meaningful call data on the business — such as time-on-hold, abandonment rate,
IVR containment rate, etc.

3. Failing to gather enough data that's statistically significant

4. Failing to understand the data in a way that drives meaningful decisions

5. Failing to use the data effectively

Vocalabs points out that while it may be easy to identify a problem that 20% of callers are experiencing, finding
a problem that only 1% of customers experience can be a challenge. But that 1% can have a real impact on
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Every Business Should Improve the Caller Experience
You may think that such functionality is only available through large call centers. But the reality is that all of 
this capability can be deployed even to a small-to-medium business. You just need to work with a vendor who
has the latest technology to accommodate your needs. By working with such a vendor, you can build out a true
customer loyalty strategy designed around building relationships in the long term.

Once you have developed a profile of your customers, identified the issues they are having with your system, 
and finally deploying new technology to correct those issues and improve the caller experience, it's time for the
last step. Call back into your own business. We think you'll like what you hear.
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