
Boost Your IVR Performance
IVR Tuning from Genesys helps reduce the number of calls that require live  
agents—saving costs and improving your Net Promoter Score (NPS).

IVR Tuning analyzes: patterns of customer inquiries, call volume, and live customer 
utterances; updates to the platform and IVR applications; and previous tuning cycles. 
Along with insights from your in-house staff, Genesys experts apply industry best 
practices and their IVR expertise to improve speech recognition accuracy and refine  
your voice prompts so they’re easier to use.

IVR Tuning improves automated IVR tasks such as caller authentication or identification 
(logins), pre-qualification surveys, store hour/location announcements, bill payments, 
balance checks, order statuses, and post-call surveys that measure NPS. 

Respond Quickly to Changing Customer Needs 
Your customers’ needs change, so you introduce new communication channels. Your 
products change, or your competitors’ products do. All of these changes affect your  
IVR. The more dynamic your business or customer needs, the more you’ll benefit from 
continual IVR Tuning. Minimize your costs by maximizing your IVR performance—and 
deliver the great experiences your customers demand.
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IVR Tuning
Optimize Your IVR for Peak Performance 

BENEFITS

• Reduce live agent costs with 
improved call deflection

• Decrease average handling  
time (AHT)

• Use analytics to identify call flows 
that cause the highest levels of 
customer confusion, demand for 
live agents, or abandoned calls 

• Increase caller satisfaction by 
improving problematic areas,  
task completion, and call lengths

Figure: 1

Example of semi-annual IVR optimization and major changes that affected the IVR 
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Step 1: Analytics Data Review
• High-level application performance:  

Review information about recognition 
and task completion rates, volume of 
calls, and AHT.

• Trouble areas: Analyze call flows to  
identify where customers struggle most 
due to IVR errors.

• Hang-ups: Analyze why and where 
customers abandon interactions. 

• Call monitoring: Identify other issues  
with call recordings. 

Step 2: Data Collection and Analysis
• Data collection: Collect caller utterances 

to identify specific “hotspots.”

• Data transcription: Transcribe  
caller speech, including hesitations  
and restarts.

• Grammar updates: Include new phrases 
used and exclude those not used by 
your callers.

• User dictionary updates: Analyze  
alternative pronunciations caused by  
accents or dialects.

• Speech settings updates: Adjust  
confidence thresholds and other  
recognition parameters to  
improve accuracy.

• Prompt updates: Ensure that IVR 
prompts elicit expected responses  
and don’t confuse callers.

• User interface review: Leverage  
Genesys experience and best practices 
to analyze call flows in problematic areas.

• Response-time analysis: Identify any 
latency issues caused by recognition or 
back-end interactions.

• Data quality analysis: Verify if application 
errors are caused by the quality of data 
returned by the back end.

• Tuning report: Present tested  
results of speech tuning along with  
additional recommendations.  

Step 3: Implementation and  
Post-Deployment Analysis
• Update prompts, grammar, speech  

settings, and application call flows.

• Test the new version, and then deploy.

• Analyze the effect of changes through 
available reports.

Click here for information on other 
Genesys optimization services or here  
for Genesys CX Speech Assessments  
and Genesys Guru services.

IVR Tuning: A Three-Step Process 
DELIVERABLES

• Application Performance  
Review report

• IVR Tuning report

• Semi-annual or annual iterations  
of IVR Tuning as dictated by 
changes in contact center

• Options such as caller feedback 
surveys and customer data analysis

About Genesys
Genesys, the world’s #1 Customer  
Experience Platform, empowers 
companies to create exceptional 
omnichannel experiences, journeys 
and relationships. For over 25 years, we  
have put the customer at the center of  
all we do, and we passionately believe  
that great customer engagement drives  
great business outcomes. Genesys is  
trusted by over 4,700 customers in 120  
countries, to orchestrate over 24 billion  
contact center interactions per year in  
the cloud and on premises. 
 
Visit us at www.genesys.com 
or call us at +1.888.436.3797

http://www.genesys.com
http://www.genesys.com
http://www.genesys.com/services/professional-services/deployment-optimization-services
http://www.genesys.com/services/genesys-guru

