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Presenter
Presentation Notes
Hello and welcome to a brief demonstration to understand “what’s possible” by leveraging the power of voice data and Conversation Analytics.  


Summary - Call JJourney Universal and ubiquitous

ATM CPX326 PROJECT SCOPE

« 10 different insurance companies
« Small Sample size of 1710 calls
« Wide range of audio
* Quality from poor to excellent
 Call duration of 0 secs to 10+ mins.
« TASK: Using Conversation Analytics, interpret ASIC guidelines and risk definitions to assess:

* inappropriate sales techniques
* inaccurate or inappropriate information about products
« compliance with financial services laws

* Normally, we work with one client and one type of audio and a calibrated/collaborated approach to use case definitions and structure.

listen better

© 2017 - TMA COMMS PTY LTD




Summary - Call JJourney Universal and ubiquitous

CONCLUSIONS AND FINDINGS

+ Conversation analytics can definitely be used to identify inappropriate behaviour (e.g.) to ensure that:

* inappropriate sales techniques are not used
* inaccurate or inappropriate information about products is not provided
* compliance with financial services laws are followed.

* A mix of both sentiment (WHAT was said) and acoustic (HOW it was said) analytics is best practice in capturing conversation insights
* Greater Success via greater transcription accuracy will be dependent on the quality of the call recordings (G.l.G.O)

*  All participants in the industry should be recording calls with high quality settings (dual channel, bit rate > 32 Kbps)
* In most instances, just a change setting in their current technology stack

*  Many of our customers are moving to high quality dual channel audio- in most instances, just a change setting in their current
technology stack is required with minimal cost implications (mainly on storage). It is really a de facto measure of constituents
commitment to conduct risk management

* The call samples provided through the Mini Trial were mostly poor in quality but “okay to good” output was still possible. Despite the quality
of audio, we could still deliver effective insights
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Summary - Call Journey Universal and ubiquitous

INSIGHTS

»  Based on live/current experience we know that ASIC constituents will want to consume voice data in their own analytics environment
and augment voice data with other data sets when assessing conduct risk

* In other words, customers will want conversation data to be provided into their own Business Intelligence/Analytics environment and
not be tied to one particular vendor platform

* Universal solutions (like Call Journey) are best placed to solve this challenge for ASIC Constituents (and potentially ASIC themselves)
* Best in region conversation Speech to text accuracy (developed in Australia for Australia)

* Advanced analytics model including flexible data output for upstream analytics (constituents want to augment analytics stack, not to
add other software to it)

* Highly advanced and engineered environment to cater for multiple audio environments and sources

*  Willingness and capability to work with ASIC (using current customer real life experience) to finalise customer search frameworks

* Industry leading sentiment and acoustic algorithms
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Recommendations

+ Conversation analytics should be adopted by all constituents to identify inappropriate behaviour:

»  Constituents will get a significant uplift in ability to assess conduct risk when using comprehensive processes like Call Journey provides
and combining the conversation data with other upstream data sets

*  ASIC should direct constituents to move to minimum standards in call recording.

*  Minimum standards would be that ALL participants in the industry should be recording calls with high quality settings (dual channel, bit
rate > 32 Kbps), open source

» Technology - our platform is engineered to cater for:
= Noisy background
= Mobile phone audio
=  Mono (single channel calls) — where both callers are on the same channel

»  Conversation Analytics technology should cater for both sentiment and acoustic assesment.
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Recommendations

*  Output from Conversation Analytics activity should be easily consumed in the customers up stream analytics environment and should not be
reliant on a vendors software solution.

e Further we recommend that:

»  ASIC should encourage constituents to utilise/consider adaptive conversation analytics frameworks like Call Journey’s within their
upstream data environment.

ASIC take the opportunity to ratify/endorse Call Journey's approach to create structured search frameworks for conversation analytics.
As an example Call journey is working with key analytics providers (i.e. SAS, Microsoft, Tableau) to create a conduct risk assessment
framework for Conversation Analytics in direct correlation to ASIC guidelines. We understand ASIC can’t recommend — we believe a
good approach here would be to endorse the framework/approach

*  Productivity and Coverage benefits can be of benefit for ASIC themselves in it's capacity as Australia’s integrated corporate, markets,
financial services and consumer credit regulator.

*  ASIC could consider adopting Call Journey’s EVS process (audio ingestion, processing and data output via structured search algorithms)
internally for improved constituents governance. Further to this, with ASIC already having an Advanced Analytics environment delivered

by SAS, we could via our SAS partnership collectively create a leading risk assessment environment in the ASIC business intelligence
practice.
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Conversation Analytics Environment - Call Journey connects end to end

Can Integrate as part of Call Journey suite Highly Advanced and Refined Can Integrate as part of Call Journey suite

Australian Language Model

call journey @B
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The problem - voice is invariably recorded but ‘rarely
heeded’

Unanalysed calls

Each conversation that takes place in an
organization poses an opportunity or a risk.
Currently, in an average ten-minute call, an alarming
98% of the conversation is largely ignored with most

of the focus for analysis aimed at the post-call

survey.

* Only 1 percent of calls is analysed (QA). @
» Less than 2 percent of customers provide usable
inputs from which (NPS) scores can be calculated Ombudsman

Voice data: the missing piece

Despite the rise of Omnichannel Customer Engagements, voice interactions continue to play a vital role in all
business today.

But Voice Data is often overlooked in the data mix.
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Presenter
Presentation Notes
Add here Only 1% of call is analysed 


Conversation Insights - key to augmented data assesment

Banker Supervision
Conceptual Analytics Architecture

Termination Employee . Account
. . Ethics Logs )
interviews CONcerns transactions

Sales integrity Case notes

Fﬁ AML data mart

Employee
forums

' Social media

Red flags Unknown behavior Complex patterns Relationships

Advanced Analytics automate the current Business Rules Anomaly Detection Text and Predictive Entity Linking and Networks
manual banker supervision monitoring, and

Analytics
add additional capabilities covering unknown Rules and cross-checks for Abnormal values for teller and risks Entity resolution and discovery
behavior, complex patterns, and known high-risk scenarios activity (out of market learned from prior behavior through link analysis
relationships (ex. Deceased client activity, origination) including peer and language ontologies (collusion, family ties, etc.)
etc.) group comparisons

L ——————

Risk factors are scored, and evidence is Banker / Banker / Banker / Banker
systematically stored supporting the analytic Account Transaction Origination Relationship Conduct Vulnerable
outcomes —outcomes are used to drive machine Activity Risk i i i i Client Risk
Risk Risk Risk Risk
learning
Decisions will are based on the combination
e of the analytic findings and bank risk and Banl.(er LT + Risk Policy = Auto‘m-ated
business policy Risk Score — Decisions
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Current Industry Practices — who is serious about hearing customers?

A snapshot of what we know of your target industry

* Nice
*  Mono, 8Kbps
e SAS/Power BI

* Genesys
* Mono, 32Kbps
» WordBench/Tableau

e Verint
*  Mono, 16Kbps
e SAS/Power BI

* Genesys
* DC, 48 Kbps
* SAS/Tableau

* Genesys
* DC, 48Kbps
» SAS/Power BI

* Genesys
*  Mono, 16Kbps
* SAS/Tableau

* Nice
*  Mono, 8Kbps
WordBench/Power Bl

Constituent
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EVS More than speech to text — conversation analytics

streams

Data is king and we provide the most comprehensive
conversation data in the market

« With EVS a 3 minute call produces over 3,800 lines of structured (AND very valuable)
data

* There are three main levels of data — Level 1 (Conversation), Level 2 (Utterance) and
Level 3 (Words)
* Level 1 (Conversation) - provides total call stats. e.g.
« Confidence (overall probability)
* Sentiment and emotion
* Gender by channel
+ Client specific data
*  Number of words
» Silence on call

e Duration
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« Level 2 (Utterance) provides utterance statistics e.qg.
» Confidence (overall probability)
« Sentiment and emotion
« Gender
 Start and end times
 Utterance ID and Channel ID

"gender”:
SSE"':if"er‘*-Ei-*:“= [ * Level 3 (Words) provides word stats. e.q.
"start”: 1.3, » Word/s spoken

donedate " '  Start and end times of each word

« Confidence (overall probability) for each word

"metadata”: {
"source”:
"model”:
“uttid": 4,
“channel”: @

listen better

© 2017 - TMA COMMS PTY LTD




Scope

10 clients, 1,710 calls, and a wide range of audio quality and duration. We were asked to interpret ASIC
guidelines and risk definitions.

Normally, we work with one client and one type of audio and a calibrated/collaborated approach to use case definitions and structure.

1,710 Calls by Quality m 1,710 Calls by Duration

. CBA <0.5
Average, Goo1d?:(y 4, CMLA minutes,
719, 42% ’ 330, 19%
Freedom
Excellent, Hannover — A&G > 10
25, 2% minutes,
% Hannover — Real 729, 43% o4
minutes,
Unusable, Nobleoak 317, 19%
58, 3%
Onepath
Select AFSL 3-10
Poor, 684, Suncorp minutes,
40% 334, 19%
TAL

TASK: Identify inappropriate sales behaviour using conversation analytics
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Methods

We would normally work with a client to profile a call.
For this project, we had to use our industry knowledge (existing customer engagements) and ASIC insights (Rep 587) to profile

calls with inappropriate behaviour.

(1] 2]

Profile call

Identify calls
with
inappropriate
sales tactics

* key phrases
 duration

»  overtalk

* use existing apps
« use search feature

and filter within
WordBench

* silence
» agent emotion
* client emotion

k

|
Inappropriate Behaviour Broken Down Into Six
Categories
+  Force selling *  Time to think
«  Vulnerable customers  *  Personal advice
*+ Cost *  Restricted words

listen better

4

Refine/create
app/search
framework to
automatically
identify and

Apply new
app to all

categorise calls

inappropriate
calls

5

Review

results

App is refined as more calls are reviewed

)

|

All 1,710 calls were scored with many
low duration calls receiving zero scores.

\ }
|

With the tight timetable, there was
limited time to review results. What
was achieved was essential “out-of-
the-box” with minimal customization.
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Findings - Misconduct Identification

Forced Selling and Cost were the two highest rating categories, both in terms on number of calls scoring
hits and the number of hits per call.

No. of Calls Average Score Per Call
807 I Force Selling I, 2.7
761 Cost 3.29
29 I 7ime to Think I

277 B \/unerable Customers |GG .47
274 I Personal Advice I, .62

Restricted Words

I 1.67
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Findings - Clients will create dashboards in their own environment

relative to individual needs

1
Count of Insurer
71

No. of Products

22,008.95

Duration (minutes)

Inapropriate Behaviour

1708
No. of Calls Approach to Market
538 Reference ID: CPX 326

No. of Policies

' 024

' 022

0.30

Vulnarable Customer Time to Think oo Restricted Words 1p 00
Average Score by Product Average Score by Insurer
10
accdental injury | l
e e 6
Income protection _ 4
e

premium LIFE DL [ :

ozicare accioe.. [ NG l .

rrrvue ure ins... [ P ‘;& A @q? e d"“ ?&;A st

wmy protecTion... [ *'% 0“5&
Y\'*“ ~.~>-

0

500 oF

Force Selling

BE Microsoft | Power BI

128 0.42

Personal Advice 0

Average of Score by Product and Insurer

MOBLE_. | NOBLE... | TALG_
TAL LIFE...

SUNCORP MYS...

SUMCORP 31.00

GUARDIAN LIFE T‘L””

LIFE INS...
LIVE COV... | SUNCOR...
HAMNOWVER - REA_. IR0
SELECT AF5..

SUNCORP 7_.
LIFE INSU.

REAL FA...
LIFE INSURANC... =
HANNOVE . | CBA 7.38
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Findings

« Highest ranking score at 31 was
for Suncorp Mystyle Life
Insurance

Category Hits
Force Selling 10
Cost 8
Time to Think 6
Vulnerable Customers 6
Personal Advice 1
Restricted Words 0

/
BB Microsoft | Power BI

,

soproach oMkt
5 s R 0,325 yie oo

e Inapropriate Behaviour

2200835

- A\
oo o0 0

Average scre by roduct

vrage scoe by nsurer
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Advanced and common Bl tools allow customers
to drill down to identify inappropriate behaviour

3] SUNCORP MYSTYLE LIFE INSURANCE MY PROTECTION PLAN LET'S INSURE ACC... [ TAL LIFETIME PR... NIB INCOME PRO... | REAL FAMILY LIFE...

NOBLEOAK 10.5
Accidental death
SELECT AFS... HANNOVE...

Income protec...

ACCIDENTAL D... | LIVE COVER

SUNCORP 31.0
GUARDIAN LIFE

NOBLEOAK 10.3
INCOME PROTECTION - NIB

TAL 8.0 SELECT A...
SUNCORP ACCIDENTAL INJURY P...

ONEPATH...
SUNCORP ACC... | AAMI LIFE INS...
HANNOVER - REAL 19.0
REAL BILL COVER
SUNCORP 7.8
LIFE INSURANCE - NIB

HANNOVER - REAL...
INCOME PROTECTION - INS...
PREMIUM LIFE DIRECT

R SUNCOR... |SUNCOR...

LIFE INSURANCE - VIRGIN REAL SERIOUS ILLMESS COVER

NOBLEOAK 9.3 NOBLEOAK 7.8 HANNOVER - REAL 7.6



Data presented in another popular B.I tool

Australian Securities &
Investments Commission

a1
ASIC Inappropriate Behaviour Demo -b-}+_|_+ + a b I e au
i+

OVERVIEW

ASIC

. . . Australian Securit
[ Investments Com
11707 10 feniE
STATS

Select Inappropriate Behavior Inappropriate Behaviour
TOTAL POLICIES all ¥ M Force Selling M Restricted .. M Vulnerable .

366 82 M Personal Ad.. M Time To Thi..
Top Insurer By AVG Score Top Product By AVG Score

Vulnerable Customer Time To Think Restricted Words Force Selling Personal Advice = - SUNCORPMYSTYIELIEE L I -
: ¢ FirTyue LIFe insurance  NENNEEEENE
MY PROTECTION PLAN I B
0zIcARE ACCIDENTAL DE.. NN
SELECT AFSL NSURANCE - VIRGIN
16.23% 13.12% 47.28% 16.05% SUNCORP e =-.
CNEPATH LET'S INSURE ACCIDENT C.. NN
AL SUNCORP LIFE PROTECT E._ NI
asatoly LIFE INSURANCE - NRMVA  [EEREEN
LA INCOME PrOTECTION - NiE |

Total AVG Score
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Findings

Due to the disparate nature of the sample set, the findings are best seen as a continuum, with hits on low
quality calls producing more false positives/negatives.

Key dependencies

= Audio quality

= (lient involvement to define/profile the behaviour to be detected
* Inclusion of additional metadata

Low HIGH
*  Mono channel audio *  Dual channel audio
*  Low bit rate . *  High bit rate
*  Noclient involvement AUDIO QUALITY / CLIENT INVOLVEMENT *  High client involvement
*  General profiling *  Clear/Tight profiling
*  No additional metadata *  Additional metadata
Higher €---------- False positives/negatives/insight inaccuracy ---------- » Lower *  Augmented upstream data
approach
i Il_Darg,e IciiSt of C,?”S to"vglidate as .inapg)rﬁpri.ate behaviour »  Target list of calls to validate as inappropriate behaviour
> Sotnt etectt sometlnatpproprlate ehaviour »  Minimize missing inappropriate behaviour
€t parameters (cast net) . . o »  Less trade off when setting parameters to reduce false positives/negatives.
*  wide: V false negative / /N increase false positives

*  narrow: A false negative / ¥ increase false positives
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Challenges -specific and general

Reflective of our experience over many years in the Australian Marketplace;

Quality of audio has and will have an impact on the ASIC constituents conversation analytics capability. As
discussed, poor audio quality has an impact on transciption accuracy which can impact data accuracy.

= Low quality audio
= Normally, you compensate low quality with a higher sample size (not available for the mini trial)
= Technology — our platform is engineered to cater for:
= Noisy background
=  Mobile phone audio
= Mono (single channel calls) — where both callers are on the same channel
= Low sample size (very low when spread over 10 different insurers) — specific for this mini trial
= No involvement from end client to profile calls - (not available for the mini trial)
= No additional metadata - (not available for the mini trial)

Under the Mini trial umbrella, the impact of not having larger sample sizes, generally poor audio, customer metadata and “client”
involvement in the assesment framework build inhibited what we would normally expect to see in terms of outcomes and insights...
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Live Example - one of Call Journey’s current engagements applying what ASIC
are prescribing in the real world.

Financial Services Organisation...

Scope: Task: Preliminary Results:
. * |nappropriate sales technique Every second call
60,000 calls, 10,000 hours pprop q identified is proving to
= 3 month project = Failing to disclose certain show inappropriate
mandatory items behaviour

= Project Team o
= Objection handling ° 89%

= Personal advice, opinion &
recommendation

= Data scientist
= Senior QA staff

ead of Operations = Restricted words & phrases 52%

= C suite sponsorship - Forced selling

=  Call quality:
q y = Vulnerable customers

= Average (mono, mid range bit rate) . Privacy

= Upgrading to dual channel, high bit

rate = Mandatory scripting
= Customer verification
Category 1  Category 2  Category 3

= Fraud
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How Call Journey Can Help ASIC constituents with the ASIC approach

To shift the paradigm toward PROACTIVE PREVENTION

_ Current State > Future State

Compliance Risk Coverage Retrospective Audits Dynamic, Embedded
React to Complaints Checks
Business Mentality Risk Management as Built-in Risk Management From Awareness to Proactive Prevention
separate function
Delivery Model On-site, Point-in-time Digital Audit, Real-time o ) -
Auditing Monitoring Awareness of  Remediation & Real-time / Predictive
Capability Dependency Audit Expertise Operational Expertise Past Root Cause Near Real-time Alerts &
Misconduct Analysis Alerts Prevention
Desired Outcomes: — e . ~ r ~ - — ~
Strengthened internal systems, with checks-and-balances for detecting, predicting Quantify V|SU?| Mlmng of
and preventing misconduct, both episodic and systemic unverified qurelagontcg Enh?an((:jedd ;he(t:ks multiple (ljactf
. . . misconduc embedded into sources including
Strengthened demonstration of transparency and traceability to regulators Cl;stomgrhdata, issues against key processes, voice data to
eizmze‘no business units, triggered based dynamically
. . / products, on customer audit customer
From Awareness to Proactive Prevention overcharging; processes and segments or interactions to
customers systems => circumstantial prevent potential
vulnerable to insights into data breaches or
default hotspots oversight
\. J — \ WV, . J
Awareness Rergels(l)i‘?on Real-time / Predictive
of Past Cause Near Real- Alerts &
Misconduct ; time Alerts Prevention
Analysis

Historical Reporting — Embedded Analytics
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Teall journey
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Call Journey — for ASIC Constituents:

«  Will make it simple — plug and play

« Structured Search Algorithms

» Agnostic to Audio technology and Bl environments

* Global thought leaders in the Conversation Analytics
Industry

Call Journey — for ASIC
* Mature, in-market organisation
» Flexible adoption pathways for constituents

« Option for ASIC to adopt internally and improve
coverage (when appropriate)

* Trusted advisor around the Conversation Analytcis
environment (specialisation)



Presenter
Presentation Notes
Hello and welcome to a brief demonstration to understand “what’s possible” by leveraging the power of voice data and Conversation Analytics.  


	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	             More than speech to text – conversation analytics
	        3 level process to dissecting the data file
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23

