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SpeechIQ® with Quality Management’s Top Customer Care 
and CX-Focused Capabilities 

These reports allow you to understand the 
primary and underlying reasons for every inbound 
customer contact across all of your channels.

Build custom scorecards that are 
automatically completed by advanced AI 
for 100% of interactions.

Create custom scorecards to track 
the performance of different agent 
groups, incentive programs, promotional 
campaigns, and CX initiatives. 

Identify basic issues that can be resolved 
via self-service. Detect complex issues 
and apply targeted agent training to 
improve performance on customer-
centric objectives.

See a separate agent and customer 
sentiment score for every interaction 
that takes place in your contact center.

Have your decision-makers promptly alerted when 
critical incidents occur with automatic, customized 
SMS and email notifications.

The overall mood of an interaction 
can flag customer pain points 
to explore, uncover training 
opportunities, and identify top-
performers for scaling best practices.

Make sure that managers are automatically 
alerted to service failures and regulatory breaches. 
Configure custom notifications with keywords that 
automatically trigger an email or text to relevant 
parties in your contact center or organization.

Find precise interaction data faster and 
more proficiently with advanced search 
and filtering capabilities.

Gain unprecedented insight into agent 
performance and scale best practices across 
your team or operation.

Search for keywords, sentiment, and metadata for 
a contextual view of call drivers. Filters allow you to 
mix-and-match data for more intentional intelligence.

Create a library of eLearning content and include 
synchronized call, email, SMS, chat, and screen 
recordings so agents can learn from top performers.

Customer Intent Reports Automated Scorecards
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Sentiment Analysis Notifications
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Advanced Search Coaching and eLearning

How you can use it: How can you use it:
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CUSTOMER EXPERIENCE CHALLENGES 
IN TODAY’S CONTACT CENTER 

98% of interactions go unmonitored leaving 
businesses blind to their customers’ true experiences .

Remote teams make it difficult to maintain quality, 
consistency, and continuity of coaching and training.

Understand customer experience like never 
before with in-depth insight into every interaction .

Agents are able to receive targeted feedback and 
coaching, and complete eLearning assignments at 
their convenience within the agent desktop.

Unable to track agents’ first-contact resolution 
performance in a multichannel environment. 

Monitor FCR performance across 100% of 
voice, email, SMS, and chat conversations, 
and leverage omnichannel analytics to identify 
underlying reasons for repeat contacts.

Lack of actionable insights to drive CX 
improvements and strategic decision-making

Deep-dive into customer intents to uncover 
hidden needs and opportunities to improve 
processes, products, and services.

Supervisors spend most of their time creating 
reports and analyzing the results yet agent 
performance isn’t improving.

Build custom scorecards for specific teams, 
interaction types, and channels, then apply filters 
to surface the most important conversations.

SPEECHIQ® WITH QUALITY MANAGEMENT

LiveVox SpeechIQ® with 
Quality Management
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LiveVox SpeechIQ in Action:
How Royal Caribbean International Used Customer Intent 
to Transform CX and Agent Workflows

Royal Caribbean International is one of the world’s leading cruise 
companies. They take pride in continuous innovation and a commitment to 
providing friendly and engaging service to their global customer base.  

The Challenge 
Understanding the reasons customers are calling is a vital part of Royal 
Caribbean’s operations. It influences their call flow, training, promotions, 
website, problem resolution, and communications – all to create a better 
customer experience. Capturing the main call driver required agents to 
open an application and select from a drop-down menu with more than 300 
options.  Accuracy was less than 40% when tested.  
 
The Solution 
Royal Caribbean used SpeechIQ®’s granular call driver functionality to not 
only understand the primary reason customers were calling, but also to 
capture all the additional intents during any given call. They were able to 
filter this by contact center, date range, skill group, agent, and more to create 
valuable reports and insights. 
 
The Results 
The accuracy of the primary call driver report is approximately 90% vs. less 
than 40% when selected manually by agents. This enabled Royal Caribbean 
to automate call dispositioning, saving more than 20 seconds of post-call 
activity per call, and hundreds of thousands of dollars. The reports are sent 
to several areas of the company throughout the day, providing invaluable 
insights that inform a plethora of business decisions, from marketing and 
operations to communications, customer service, and more. 

Understanding Customer Intent: How It Delivers Business Value

Understand 
Customer Intent for 

Every Interaction  

Which common/simple issues 
are taking up agents’ time?

Drive new self-service 
initiatives.

Which issues are agents 
struggling most with?

Provide targeted training 
to agents.

Unlock Insight Dig Deeper Take Action Drive Results

Which issues are driving 
the most repeat customer 

interactions?
Develop Knowledge Base 

and train agents.
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