
Ceridian Corporation Uses Speech Analytics 
to Improve First Call Resolution  
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Ceridian, a leading global business services company, used Genesys Speech Analytics to  
improve processes and systems, and ultimately increase first call resolution.   
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Ceridian is a leading global business services 
company that helps organizations control 
costs, save time, optimize their workforce, 
grow revenue, and minimize financial risk. 
Ceridian offers a comprehensive range of 
human resource, benefits and payment 
solutions. From workforce management and 
benefits to productivity and payroll services, 
Ceridian helps organizations maximize their 
human financial and technology resources. As 
a leader in payroll outsourcing, gift cards and 
corporate expense management, Ceridian is 
the driving force in payment innovations.  

What drives First Call  
Resolution rates?
Like most contact centers these days, 
Ceridian is constantly striving to improve its 
First Call Resolution (FCR) rate, as higher 
FCR rates mean lower call volumes and 
higher customer satisfaction. Ceridian 
measures FCR using its IVR (Interactive Voice 
Response) system, which asks the customer 
whether or not it is the first time the 
customer has called about the particular issue. 
This method provides an accurate 
measurement of the FCR rate, but 
unfortunately does not provide any insight 
into what is driving the FCR rate. 

“Before implementing Speech Analytics, our 
contact center quality monitoring and analysis 
systems and processes were good at telling 
us when on our FCR rate (and other KPIs) 
needed to get better, but they weren’t very 
helpful in discovering how we could improve 
our performance,” said Pamela Cook, Quality 
Coach, Ceridian. “Our existing analysis 
processes and systems were simply unable 
to analyze enough of our calls in enough 
detail to discover macro-level issues in a 
reliable way.”

Discovering the root causes of 
repeat calls
Early in 2011, Ceridian decided to utilize the 
patented speech-to-phrase recognition 
technology provided by Genesys Speech 
Analytics to help them discover opportunities 
to improve their FCR rate. Data from the 
Ceridian case tracking system was integrated 
into the speech analytics system’s unified 
Data Mart. This enabled repeat calls to be 
measured at the individual customer level 
and identified which customers were calling 
repeatedly and the root cause(s) of those 
repeat calls. Simultaneously, patented 
speech-to-phrase recognition identifies 
repeat calls by recognizing when the 
customer or agent utters any phrase that 
indicates it is not the first time the customer 
has called about the particular issue. 

Unlike every other Speech Analytics product, 
which begins by converting the speech into 
text or phonemes, then searches within the 
converted speech, the patented Speech-to-
Phrase Recognition delivered by Genesys 
Speech Analytics uses an iterative phrase 
recognition algorithm applied directly against 
the audio itself. This provides the most 
accurate and complete analysis available on 
the market, leading to understanding the true 
meaning of all customer conversations. This 
method automatically categorizes all calls by 
call type in addition to any sub-topics 
discussed during the call, while also 
classifying customer service skills and 
processes used by agents.

This unique method of comprehensive call 
categorization quickly uncovered which types 
of calls were generating the most callbacks 
for Ceridian. By investigating those particular 
types of calls further, Genesys Speech 
Analytics uncovered additional commonalities 
within those specific types of calls, thus 
discovering the root cause of the repeat calls. 
In the same way, Ceridian can now analyze 
which of its customers and agents have the 
lowest rates of FCR, and identify the drivers 
of the low FCR rates for each customer and/
or agent.

CHALLENGES
• Needed insight into what 

is driving the First Call 
Resolution rate  

• Unable to analyze enough 
calls in enough detail to 
discover macro-level 
issues 

• Couldn’t discover how to 
improve performance 
with existing systems and 
processes 
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Creating a new callback and follow-up process
In this way, Speech Analytics enabled Ceridian to discover that they were lacking a 
standardized process for callbacks and follow-up, which was causing increased calls into 
Ceridian Customer Care and lowering their FCR rates. As a result, Ceridian defined a new 
callback and follow-up process to ensure that their agents all used the same method to: 
recognize that a callback is necessary; gather the necessary callback information; set the 
proper customer expectations regarding the callback; and keep their commitments. 
Ceridian trained all of their agents to use this process whenever a callback was necessary.

Result: Dramatically improved FCRs with an enormous potential 
for continuing improvements
Ceridian implemented this new process for improving FCR in June of 2011. The results of 
this effort were measured using responses to Ceridian’s post-call customer surveys. The 
post-call customer survey asks customers “how likely are you to call back on this issue?” 
Ceridian implemented the new process in a pilot group of two teams initially. When 
Ceridian compared the responses to this survey question from July, August and 
September 2011 to the results from March, April and May 2011, the percentage of 
customers saying they were unlikely to call back improved by 30% in the pilot group and 
by 18% throughout the entire Ceridian Customer Care organization.

“Speech Analytics and analytics-driven coaching helped us significantly improve our First 
Call Resolution rate in 2011,” said Pamela Cook, Quality Coach, Ceridian. “However, the 
reality is that we’ve just scratched the “tip of the iceberg” in terms of the opportunities 
for improvement that Speech Analytics can help us to discover. The potential is enormous.”

SOLUTIONS
• Genesys Speech Analytics

• Genesys Coaching

BENEFITS
• Improved FCR rates

• Implemented processes to 
improve connection between 
callers & agents 

• Developed guidelines for callbacks 

• Improved percentage of customers 
saying they were not likely to call 
back by 18% 

• Discovered the root cause of  
repeat calls 

“Speech Analytics and analytics-driven coaching helped us 
significantly improve our First Call Resolution rate in 2011”     
PAMELA COOK,  
QUALITY COACH, CERIDIAN
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Genesys 
2001 Junipero Serra Blvd. 
Daly City, CA 94014 
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Worldwide Inquiries: 
Tel: +1 650 466 1100 
Fax: +1 650 466 1260 
E-mail: info@genesyslab.com 
www.genesyslab.com
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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 


