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Show TOC 7 Task Flow o

Task VR - Accourt Activation

5,727 sessions 4,957 sessions 2,587 sessions 3,044 sessions
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IVR Traffic Overview
Key Metrics
Self Service
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4,349 callers attempted to
Activate in the web and
were not successful

37.4% of these
customers placed a
call into the IVR within

4 hrs

90.2% of these
callers
transferred to an
agent

Accesses in Step 2
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Web to IVR

IVR to Web

Web Visit -> IVR Call
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Time Statistics

Average Amount of Time Spent at Each Step

Total Time Spent at Step for All Callers

Average Time Spent Before Step

Average Time Spent in Step

Average Time Spent After Step

Average Call Duration for Callers Visiting Step

Step Statistics

Numbers of Callers that Visited

Total Number of Accesses

Average Accesses per Call

Hang-Ups from Step

Hang-Up Percentage from Step

Average Accesses Before Reaching Step

Average Accesses After Reaching Step

Relative Popularity of Step

Speech Statistics

Utterances / Keywords by Step

Utterances / Keywords at Step that Resulted in Callers Continuing to Another Specified Step

Number of Callers Recognized

Average Recognized Confidence

Number and Percentage of Callers Rejected

Number of Barge-In by Step

High Level Statistics

Total Number of Callers

Number of Callers by Week/Day/Hour

Unique Callers

Repeat Callers

Average Unique Callers per Day

Total Accesses

Average Accesses per Call

Relative Comparison of any Available Step Statistic [Hang-ups, Hang-up Percentage, Barge-In, etc.] for all Steps

Relative Comparison of any Two Available Step Statistics for all Steps

Ranked List of Top 50 Steps by Call Volume

Ranked List of Top 50 Steps by Accesses

Ranked List of Top 50 Steps by Hang-Ups

Ranked List of Top 50 Steps by Hang-Up Percentage

Ranked List of Top 50 Steps by Highest Average Accesses Before

Ranked List of Top 50 Steps by Highest Average Accesses After

Ranked List of Top 50 Steps by Total Time Spent in Step

Ranked List of Top 50 Steps by Average Time Spent in Step

Ranked List of Top 50 Steps by Average Time Spent Before Step

Ranked List of Top 50 Steps by Average Time Spent After Step

Application Structure - Steps per Level

Total Number of Steps

Total Actions (Links Between Steps)

Calls, Accesses, Steps per Day / Week / Month / Hour / Day of the Week

Calls by Number of Steps
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Completion Statistics for Business Experiences

Completion Rates for Experiences

Detailed Success / Failure Rates at Each Point in Experience

Use of Help / Retry / Time-Out / Confirmation Steps in Experience

Key Drop-Off Points in Experience

Key Paths for Callers who Complete Experience

Amount of Time it Takes at Each Step in Experience

Average Time to Complete Experience

Average Number of Steps to Complete Experience

Top Referring Steps to Experience for Callers at Any Step in Experience

Top Referring Steps to Experience for Callers Departing at Any Step in Experience

Accesses at Each Step in Experience (Which of Option Steps Did Caller Visit)

Immediate Next Steps for Callers Departing Experience

Caller / Session IDs at Any Step in Experience

Caller / Session IDs Departing at Chosen Step in Experience

Top Utterances / Keywords at Given Step for Callers in Experience

Top Utterances / Keywords for Callers Departing Experience at Specified Step

Any Statistical Information for Callers Who Complete Experience

Experience / Step Completion Percentage by Time Statistics (Day / Week / Hour / Date)

Experience / Step Completion Percentage by Referring Step

Experience / Step Completion Percentage by Utterance / Keyword

Experience / Step Completion Percentage by Caller ID

Number and ID of Callers who Completed Experience in Direct Manner (No Side Trips)

Percentage Likelihood for Callers to Complete Multiple Scenarios in Single Session

Identification of Steps that Lead to Direct Transfer to Representative

Repeat Caller Statistics

Number of Callers Making X Calls

Top 50 Callers by Accesses / Calls / Call Duration

Repeat Caller Information

How Many Times Did One Caller Complete a Task Over Time

View a Caller's Nth Session (User Specified)

View Callers with Respect to a Baseline Event (X then Y)

* For callers who performed X, how many called back within Y hours and what did they do?

* For callers who performed X, how many had prior sessions, and what did they do in prior session?

Filtering and Segmentation

Filter Any Report for Seasonality - by Hour / Day / Week / Month

Filter Any Report for Individual Callers or Groups of Callers

Filter Any Report for Steps that a Caller Visited or Did Not Visit

Filter Any Report for Other Activities the Caller Completed

Filter Any Report Based on Results from another Report

Filter Any Report Based on Customer Defined Segmentation
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