IVR HEARTBEAT

CUSTOMER EXPERIENCE VALIDATION AND

ALERTING SERVICE

IVR is an essential component

of modern contact centres,
conducting billions of pounds
worth of transactions every day.
It‘s role is to reduce costs by
enabling customers to self serve
24/7/365, which is why any issues
with your IVR system need to be
identified and rectified quickly.

IPI's IVR HeartBeat is a cloud-based
testing as a service for contact
centre experience management.
The solution provides an automated
calling service that replicates how
your customers are interacting

with your IVR system and lets you
know what your customers are
experiencing in real-time. Auto-alerts
enable you to quickly identify and
fix issues right away, before the
business is impacted.

EXCEPTIONAL IVR
PERFORMANCE TESTING

From the moment your customer
makes a call, all the way through to
the information presented to the agent
in a screen pop, your contact centre
and unified communications (UC)
environment must perform smoothly
and reliably.

IPI's HeartBeat service gives you
detailed insight into the availability,
performance and quality of service
you're delivering to your customers.
This prevents revenue disruption
while ensuring retention of your
customer base. As a cloud-based
service, there is no requirement for
additional hardware or software in
your infrastructure.

BENEFITS:

End-to-end testing ensures you are providing the
best possible customer experience

Validate your IVR can meet seasonal or promotional
demands

Deliver improvements in service quality, first call
resolution and customer satisfaction

Quickly identify problem areas and opportunities
for improvement

Automated testing removes costly human labour
and errors




EASY-TO-USE SOLUTION THAT
GIVES YOU CONFIDENCE

Flexible notification options. If, during
the testing, there is any failure of a call, the
system sends an automatic notification with
detailed information. Notifications can be
send via email, SMS, pager, phone call(s)
with the ability to have variable notification
schedules.

Initiate on-demand test calls. Verify issues
have been resolved and revalidate to
confirm.

Load-testing. IPI's IVR HeartBeat service
provides load-testing capabilities to measure
how your system will perform under normal
and peak conditions.

Spend less time finding and fixing
problems. Evaluate and optimise system
performance and achieve fast problem
resolution so you spend less time
dealing with dissatisfied customers

Ensure the right data pops on the
agent’s desktop. Confirms customer
data is accurate and delivered and
displayed quickly and accurately

A COMPREHENSIVE,
AUTOMATED TESTING PROCESS

IPI staff work with you to define the Virtual
Customer (VC) test call scenarios that

most effectively validate the end-to-end
performance of your UC or CC customer
interactions from an outside-in perspective.
Combinations of notifications and escalation
methods create a CX validation strategy
that’s just right for your business model.

The IPI VR HeartBeat validation process
initiates real voice calls at regular intervals
that access and interact with your systems
just as real customers do through the public
telephone network.

IPI's evaluation process is both language
and vendor agnostic (i.e. Avaya, Microsoft,
Cisco, Genesys, etc).

You decide how frequently test calls occur—
from once a day to several calls an hour. If
the response at any step is unexpected or
takes longer than anticipated, the IPI IVR
HeartBeat process immediately notifies

you via e-mail or SMS message that an
unexpected condition has been identified.
This assists you in pinpointing and solving
the problem, before your customers are
affected.
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Response Chart REPORTING

Select Charting Range - . . ) R )
Start DaterTime ChabtIorRrognos i HedrBeat Dot IVR HeartBeat provides immediate visibility and actionable

MM/DDIYYYY hh mm

31262020 |[08 v |[85 v iﬂSightS into customer experience across your contact
Lot centre so you have the data you need to quickly identify
and remedy any issues the moment they occur.

372772020 |[08 v |[55 v

Include Transactions with
Motifications OFF

Select Test Case

¥ * Dashboard reporting enables you to visualise real-
& . . -
Jo & Ty il I R time availability and performance data across your

. e ® e
- (X o A% ” . . * - ©

. A . .
b i ST Y o dEn % il e o P ) ':Im P )

#| Houston

#! Minneapalis
| Denver

#! Los Angeles
! San Diego

#| Chicago

communications channels.

0 T T T T T T T T T 1
| 3/26/2020 3/26/2020 3/26/2020 3/26/2020 3/26/2020 3/26/2020 3/26/2020 3/27/2020 3/27/2020 3/27/2020 3/27/2020
New York 8:55:00 11:1%:00 1:43:00  4:07:00 6:31:00 &55:00 11:1%:00 1:43:00  407:00  6:3L:00  8:55:00

B A S A Better insights with test call results and recordings.

¥l Seattle

Filter Data Series Lo @ BEA R e R AL e Data from test calls, including recordings of every call, are

* E2(4)
® ¥ oK

Response Time in Seconds

A e S e A R available via IPI's secure portal.

* Vg2
® ez
A @gy

Historical Trending. Use rich call history data to
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EXPERIENCED TEAM OF EXPERTS

CONTACT OUR MANAGED SERVICES TEAM

HeartBeat helps you meet your service level requirements, and provides the documented results so you can be confident
your contact centre interactions are working as intended. HeartBeat is a valued component of IPI's Managed Services
portfolio, which provide you with 24/7 peace of mind and ensures the delivery of exceptional customer experiences tailored
to your business.
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