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IVR technology - an essen�al tool in gaining crucial insights



Introduc�on

Common IVR Myths

Automatedphonesurveysutilizing IVR
technologycanbeanessential tool in
reachingouttocustomerstogainthe
crucial insightsneededtodevelopand
deliver incredibleproductsand
exceptional service.

MYTH#1- IT’SHARDTOINTEGRATE
PHONEWITHOTHERDATASETS

MYTH#2- IVR ISLIMITEDTOSHORT
SURVEYSEXCLUSIVELY

MYTH#3- ITTAKESLONGERTOSET
UPANIVRSURVEY

MYTH#4- IVRPRODUCESLOWER
RESPONSERATES

Extend Reach with Phone
•Phonereachesalldemographics—
includingseniors, rural, selectsocio-
economicgroups.

•Yourcustomersmayspanmany
regions,ages,andcultures.Phone
helpsensurethatall customertypes
arerepresented inthefeedback,
reducingdemographicbias.

•Achievebetter insights from
representative input fromallyour
customertypesandregions.

Rethinking IVR

MYTH #1 IT’S HARD TO INTEGRATE PHONE WITH OTHER DATA SETS

Exceedingcustomerexpectations,creatingexceptionalproducts,deliveringhighlyrelevantpersonalized
experiencesateverytouchpoint—this isthenewbaselinefortoday’smarketersandcustomerexperience
professionals.

It isthechallengetheymustmeeteverydayiftheircompaniesaretoriseabovecommoditystatus,sustaina
competitiveadvantage,andthrive!

YoumaybesurprisedtolearnthatautomatedphonesurveysutilizingIVRtechnologycanbeanessentialtool
inreachingouttocustomerstogainthecrucial insightsneededtodevelopanddeliver incredibleproductsand
exceptionalservice.

IVR,atouchstoneforminingbrilliantcustomerinsights…really?

ThiswhitepaperexplodesmostcommonmythsaboutIVRandshowsyouhowourautomatedphone
surveyscanhelpyouconnectwithyourcustomersfaster,betterandmorecosteffectively.

Ouropensurveymanagementplatformandadvanceintegrationcapabilitiesstreamlineandexpedite
integrationwithotherweb-deliveredmarketresearchsolutions.Nolongerconstrainedbytechnical issues,
researchersarefreetodesigntheirdatacollectionstrategiesbywhatevermethodbestfitstheirresearch
needs:web, livephoneaswellasIVR.

Theresult:onesurveywithseveralcollectionmethodsandoneresponserepositorytocreateasingledata
setforanalysis.
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MYTH #2 IVR IS LIMITED TO SHORT SURVEYS EXCLUSIVELY

Nottrue. Itdependsonthemotivationof thesurveyaudience.

Wedidan IVRstudyfor trackingthequalityof thepatient’sexperienceatahospital.

Dependingontheversionof thestudy, thesurveycan includebetween30to50questions
andtakefrom11minutesto15minutestocomplete.Thehospital sawarespondent
completionrateofa littleover50%.

Re-ThinkSurveyDesign

•Onesurveywith several collec�onmethodsandoneresponse repositoryprovideamore in-depthandac�onableview
of theaudience feedback.

•Onesurveypublishedacrossmul�ple channels savesmoneyby removing theneed to recreate thesurveyoneach
pla�orm.

•Saves�meby
•Elimina�ng thestepofdataaggrega�onprior toanalysis.
•Reducing theneed toweightdata.
•Not requiringnewtrainingonanewpla�orm.

•Providing respondentswithachoiceofengagementmodehelps researchers target–andcollectdata– fromspecific
demographics.

•Our surveymanagementpla�ormprovides researcherswith tools tomanageprecisequota requirements, elimina�ng
theneed forweigh�ng, so results canbeanalyzedmorequickly, givingdecision-makersneeded insights faster.

MatchModewithAudience

•Short iso�enbe�er,butdependingon thenatureof thestudy,
longer IVRsurveys canbeaveryeffec�vemode for collec�ng
informa�on fromamo�vatedaudience.

•Ourexperienceshows thatoncea respondent starts a survey,
nearlyall complete thesurvey.

•AchieveTrueVoiceof theCustomer: Respondents like the
opportunity to speak theirminds. Youcanchoose toaddopen-
endedques�ons toproducea freeflowof comments that capture
their true insightsandemo�ons.



FieldFast

•Besetupon theflyaswell asautomated fromanexis�ngonline
survey.

• Includevoice, generatedby thecomputer, phoned in,or recorded
offlinebyyouoravoiceprofessional.

•Generatequick insights throughprecise respondent targe�ng.

•Be implementedwithout thecostor theschedulingdelayof
phone interviewing labor.

ChoiceDrivesHigherResponse

•Providecustomerswithchoiceandconveniencebycatering to the
respondent’spreferredmeansofpar�cipa�on, resul�ng inhigher
response rates.

•Precisely reach the right respondentsand therebyachieveamore
representa�vesampleof thepopula�on.

• Improvesurveyexperienceandsurvey response ratebyoffering
mul�pleop�ons toprovide feedback.

•Ensure thequotasarebeingachieved.

•Reduce respondent fa�gue throughcontact frequency rules.

MYTH #3 IT TAKES LONGER TO SET UP AN IVR SURVEY

Our IVRsurveyscanbe implementedquickly
andeasily. In thecaseofapoliticalpoll, a13-
questionsurveywassetupandfieldedthe
samenight.

Thesurveyyielded300
responses in just2.5hours
fromwell-targeted
respondents tomeet
demographicquotagoals
andspeed insights.

MYTH #4 IVR PRODUCES LOWER RESPONSE RATES

In-the-fieldstudiesshowIVRtobeaneffectivemethodologyforengaging
respondentsandproducing insomecasesresponseratesofover50percent.

IVRwasparticularlyeffective for
experiencemeasurementprograms
wherephonecontact information ismore
readilyavailablethanemail information,
target respondentsare less tech-savvy,
and/orwebaccess isproblematic.

Discover our solu�on
Request a call today via MRC@enghouse.com

WeareÍ a leadingproviderofphonesurveyautoma�onsolu�ons.Weprovideanaudience targe�ngandvoice-basedsurveypla�ormthatallowsorganiza�ons to
engagewithcustomers, employees, andvotersonamorepersonal level.Withour solu�ons,CXprofessionals,market researchers, andopinionpollingorganiza�onscan
reach theexact the respondentsneeded tofill quotasquicklyanddis�ll quan�ta�veandqualita�ve insights fromconversa�onal response.



info.cee@enghouse.com

MRC

Enghouse Interac�ve (EI), a subsidiary of Enghouse Systems Limited (TSX:
ENGH), is a leading global provider of contact center so�ware, services, and
video solu�ons, serving thousands of customers for over 35 years. Enghouse
Interac�ve solu�ons enable customers to deliver winning customer
experiences by transforming the contact center from a cost center into a
powerful growth engine.

Enghouse Interac�ve’s core values – Reliability and Choice – are key
differen�ators in the global marketplace. Reliability speaks to Enghouse
Interac�ve’s reputa�on for consistently honoring its commitments to its
customers, staff, partners, and investors. Choice is reflected in the unparalleled
breadth of its CX por�olio, which enables customers to choose from a wide
array of solu�ons, whether deployed on-premise, in the cloud, or on a hybrid
pla�orm. By leveraging a broad range of technologies and capabili�es based
on open standards, Enghouse Interac�ve simplifies the advanced integra�ons
customers require.

Respec�ng local regulatory requirements, and suppor�ng any telephony
technology, Enghouse Interac�ve ensures that its customers can be reached by
their customers – any�me, anywhere, and via any channel.


