
From the RX pad of the
IVR Doctors

Can Your Automated Phone System Use Some I.C.E.?
It most certainly can! … well, not the kind you put in iced coffee, but 
the kind that focuses you squarely on what your callers are looking 
for and what you are actually delivering … understanding your 
Intended Caller Experience – I.C.E.

Youʼve gone through the time, trouble, and expense of providing 
access to your business through an automated phone system that, 
hopefully, allows willing callers to complete many of their own 
transactions without having to speak with a representative and helps 
direct other calls to the right person the first time. 

Your intentions are good; however, sometimes, the results donʼt 
match them: Self-service functions are hidden (however 
unintentionally) so the willing caller doesnʼt use them. Callers reach 
representatives who are not the most appropriate to their call type 
and have to be transferred within the system. The result: your 
system is underutilized and your callers and reps are dissatisfied 
and frustrated.

Itʼs critical in managing and monitoring your IVR that you have 
defined what it is that you expect callers to do or say at every menu 
option and how you want to treat them once theyʼve made their 
choice (i.e., your “intended caller experience”) and then see if there 
is a real world match.

Menus and call flows need detailed analysis to determine whether or 
not what you “intend” to happen is really happening and that 
analysis is the best, often easiest, place to start any system 
improvement effort. System metrics help paint another part of the 
picture, but bringing your customers into the loop puts the ultimate 
judge of success squarely in front of you.

The IVR Doctors first-hand experience in researching callersʼ reactions to IVR menus and call flows and 
managing call centers give them a valuable outside-in and inside- out perspective and a proven track record 
of very healthy and high-performing systems.
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Contact us to get the IVR Doctors on your  case -- STAT!

Oct. 
2009

IVR Master Class
The IVR Doctors will be leading 
an IVR Menu and Call Flow 
Design Master Class and Clinic 
in Seattle, October 27-28. 

www.conferencesconnect.com

Can you afford 
NOT to attend?

One attendee from our 
June 2009 

IVR Master Class says: 

"These guys obviously know what 
they're doing. They not only have 
the knowledge and experience, 
but they are also very good at 
sharing that information. 

I was a little hesitant in 
this economy to spend the 
money for this workshop.!
I got my money's worth!" ! 
!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!! 
-- Managing Supervisor,
   Customer Relations
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