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Inadequate 
explanations

Pressure selling

…and more

Reducing informed 
decision making

Billions of customer interactions 
recorded… 
extremely difficult to extract 
insights at scale
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Speech analytics results delivers value in 4 ways
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Speech analytics results delivers value in 4 ways

1. Call triage

2. Risk category(ies)
• playing on emotions

00:43 “not much extra”

3:36 “children cope”

• framing consumer choices

16:38 “if you don’t mind me asking”
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Speech analytics results delivers value in 4 ways

1. Call triage

2. Risk category(ies)

3. Locate within call

• playing on emotions

00:43 “not much extra”

3:36 “children cope”

• framing consumer choices

16:38 “if you don’t mind me asking”
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Speech analytics results delivers value in 4 ways

1. Call triage

2. Risk category(ies)

3. Locate within call

4. Explanations

• playing on emotions

00:43 “not much extra”

3:36 “children cope”

• framing consumer choices

16:38 “if you don’t mind me asking”
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JOHN CITIZEN
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We identified a number of potentially risky calls based on the risk categories 
articulated in Report 587

1. Inadequate 

explanations

2. Pressure selling

3. Reducing 

informed decision 

making

4. Other

268 

19 

81 

268 

19 

81 

-

209 

321 

308 

10 

317 

66 

31 

353 

14 

266 

178 

213 

Inadequate policy exclusions…

Deferred explanations

Price increases

Deferred payments

Cooling off

Playing on emotions

Dominant communication

Downgrading cover

Deferred documentation

Framing consumer choices

Avoiding cancellation

Obscured information

Cross-selling

Promotions

Vulnerable consumers

Ineffective comm…
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Algorithmic logic

Transcription capability

Analytical accuracy

Voice signals

Other algorithmic logic: 

count, timing, filters, combinations etc

Quality of transcription engine

Custom dictionary

Keywords/phrases

Data quality

Recording quality

Stereo (duplex) channel

Search engine capability

Beyond exact search

Other

Metadata availability

Call duration

A number of factors drive analytical accuracy
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Algorithmic logic

Transcription capability

Analytical accuracy

Voice signals

Other algorithmic logic: 

count, timing, filters, combinations etc

Quality of transcription engine

Custom dictionary

Keywords/phrases

Data quality

Recording quality

Stereo (duplex) channel

Search engine capability

Beyond exact search

Other

Metadata availability

Call duration

Some factors are customer-dependent, and others are technology provider-
dependent

Based on Customer

Based on speech 
analytics provider
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Call quality by insurer
Percent

$833m $31m $185m $27m $96m $26m $214m $116m $50m $132m $1,710m

47%

10%
4% 7%

1% 2% 1%
8%

2%

24%

42%

29%

17% 11%

6% 8% 5% 5%

12%

1%

25%

10%

45%

43%
41%

40%
31% 28% 30%

8%

14%

20%

1%

10%

37% 41%

53%

58%

2%

64%
72%

83%

22%

6% 4%

63%

8%

Total

Total

Excellent

(137)

Good

(377)

Average

(349)

Poor

(429)

Unusable

(418)

10 anonymised insurance firms

While only 30% of calls had excellent or good quality…

30%
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…hundreds of risky calls were surfaced, thanks to the diverse suite of more 
advanced sensors and algorithmic logic

Exact presence/ 

absence

Non-exact 

presence/ 

absence

Count

Sequence

Timing

Filter

Key phrase 
search

Algorithmic 
conditionals

Pauses / silences

Interruptions / 

streaks

Voice signals

Mumbling

Volume

Talk speed

Mirroring
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Traditional analytics typically relies on exact phrase matching

Key phrase 
search

• “will only take a few minutes”
Exact presence/ 

absence

Examples
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More recent analytics goes beyond exact phrase matching

Key phrase 
search

• “will only take a few minutes”

• “will just be a few minutes”

• “a few minutes is all it’d take”

• “won’t take very long”

Examples

Exact presence/ 

absence

Non-exact 

presence/ 

absence
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Various algorithmic conditionals restrict and specifies the search logic to 
further improve accuracy

Key phrase 
search

Algorithmic 
conditionals

• Was “cooling off period” mentioned 

more than once?

• Was PDS offered before payment 

process?

• Did consumer want to terminate 

call in first 60 seconds?

• Only apply search algorithm to 

sales calls, not service calls

Examples

Count

Sequence

Timing

Filter

Exact presence/ 

absence

Non-exact 

presence/ 

absence
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Voice signal sensors allows transcription-independent insights to be detected

Key phrase 
search

Algorithmic 
conditionals

Voice signals

Count

Sequence

Timing

Filter

Pauses / silences

Interruptions / 

streaks

Mumbling

Volume

Talk speed

Mirroring

Exact presence/ 

absence

Non-exact 

presence/ 

absence

• Dominant 

communication: 

Talking at length 

without pause

Examples
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Combining the various sensors allows more complex algorithmic logic to be 
built to improve accuracy

Count

Sequence

Timing

Filter

Key phrase 
search

Algorithmic 
conditionals

Pauses / silences

Interruptions / 

streaks

Combine 

sensors

Voice signals Combinations

Mumbling

Volume

Talk speed

Mirroring

Exact presence/ 

absence

Non-exact 

presence/ 

absence
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Combining the various sensors allows more complex algorithmic logic to be 
built to improve accuracy

Combine 

sensors

Combinations

• Promotions: Were any of the 

‘special offer phrases’ said 

more than 3 times within 90 

seconds?

Examples
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This analysis was retrospective, but in practice, 
analytics is increasingly forward-looking

V
a
lu

e

Business Intelligence

Descriptive

Artificial Intelligence

Hindsight Foresight

Diagnostic

Predictive

Prescriptive
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AI and speech analytics is an iterative journey that gets better over time

Increasing 

valueHuman 

only

Human 

+ Machine

Machine +

Human

Machine

only
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Analytical accuracy

So what? Consider what’s most important for your organisation, and compare 
your options thoroughly

Relationship

Price

Most suitable 

technology provider?

Speed to value

Data security

Adaptive partner
Transactional 

one-off
vs

Consumption-based, 

no hidden costs

Lock-ins,

hidden costs
vs

A few weeks A few monthsvs

Australia-based Othervs

Improve over time Static algorithmvs
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“Foresight is not about predicting the future,

it’s about minimising surprise”

- Karl Schroeder
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Thank you


