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Using interaction analytics to improve operational efficiency

We work with all the leading vendors, but are wholly independent. You can use us to supplement 

your in-house team – focusing on specific projects – or build a solution and train your analysts in our 

best practice methodology. Alternatively, you can choose our managed service that simply delivers 

you the report and recommendations for change. 

Our analytics services typically identify opportunities to improve 
operational efficiency by as much as 40%.

Putting analytics to work

Our analytics team examine a comprehensive range of your customer interactions across multiple 

channels – telephone, webchat, emails, surveys and social media – to generate actionable insights 

around key aspects of your operation.

We’ll work with you to understand your priorities, then develop relevant language packs and searches 

to help answer key questions like:

•	 What are the most common causes of avoidable contact (e.g. unable to complete a task or 

transaction, delivery delay etc)

•	 What are the most common causes of repeat contact?

•	 What types of interaction and processes lead to longer calls?

Our analysis will provide you with robust data, clearly presented, that gives you a richer 

understanding of the situation. Better still, we’ll provide actionable recommendations for change 

that drive out cost from your operations, improve contact centre performance and result in a more 

consistent customer experience across channels.

Our insights can lead to:

•	 Reduced call volumes, as more interactions are completed successfully via lower-cost channels

•	 Improved first contact resolution, by identifying and then streamlining customer journeys that 

historically involved call-backs or follow-ups

•	 Shorter handle times, by pinpointing the processes that took too long – and simplifying them

•	 More focused use of automation, improving accuracy, speed and service.
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Our Approach

We work with all the leading vendors, but are wholly independent. You can use us to supplement 

your in-house team – focusing on specific projects – or build a solution and train your analysts in our 

best practice methodology. Alternatively, you can choose our managed service that simply delivers 

you the report and recommendations for change. 

Cutting to the chase for an international retailer

When one of our retail clients asked us to help drive inefficiencies out of its contact centres, we 

identified a substantial opportunity in both its France and UK operations. Our analysis found that the 

main drivers of contact in both countries were around chasing deliveries and chasing refunds – which 

together amounted to 30% of the workload. 

Many of these contacts could be automated to take the load from the contact centre, or eliminated 

altogether by providing better customer information upfront. We identified some quick wins 

to improve processes that would eliminate some of the contacts and in doing so improve both 

operational efficiency and CX. We also recommended automating responses to simple information 

requests, using FAQ & chatbot functionality.

Getting it right first time for a multinational insurer

A multinational insurance company and financial services provider wanted to improve first contact 

resolution as part of increasing the efficiency of its frontline service.

We examined its interactions over a period of a few weeks and found several opportunities. For 

example, the company’s password reset process drove large contact volumes – which in turn deterred 

users from self-service further down the line. We recommended a number of changes, including 

enabling customers to reset their password online, which would reduce call volumes by 5%.

Other issues identified included improving call transfer processes, to avoid unnecessary repeat 

calls, and additional training to help the agents better diagnose the customer issue. By taking these 

simple and quick steps, together with some further recommendations around self-service, the insurer 

achieved an improvement in its first contact resolution. In the first few weeks following the changes 

alone, the ROI was over £1.5m.

Eliminated unnecessary 
contacts 

Identified opportunities 
for automation 

5%  
reduction in call volumes

£1.5m  
Return on Investment
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For more details of our analytics services or to discuss how we can help you apply  insights 
from your customer interactions to improve your operations, contact:

davies-group.com/consulting
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