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Why: Calabrio exists to enrich the human experience, enabling our clients to 
elevate their brand to a cherished level by their customers and employees.

How: Delivering a unified user experience, Calabrio provides access to rich 
analytics which delivers unparalleled insight and intelligence, empowering our 
clients to make faster informed decisions that enrich customer and employee 
interactions.

What: Calabrio delivers world class Workforce and Conversation Intelligence 
Solutions that provide clients choice while accelerating customer centricity.

Our Why 
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Executive Summary 
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“Only about 30% of companies navigate a digital transformation successfully. Navigating amid 
uncertainty—the new reality—is especially difficult as new behaviors and expectations evolve 
at warp speed.”  BCG Digital Transformation Team.

“When organizations undertake a large-scale transformation, research shows that their efforts 
fail about 70 percent of the time.” Jon Garcia, McKinsey & Company

Transforming My Contact Center/CX Environment:  
First-Success Rates

https://www.mckinsey.com/capabilities/people-and-organizational-performance/our-insights/successful-transformations
https://www.mckinsey.com/capabilities/people-and-organizational-performance/our-insights/successful-transformations
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Business case for funding require validated ROI and reductions in operational cost, mainly  
headcount, is not delivering. 

Applying technology to traditional processes isn’t enough.  

Time to Value and Demonstrating Proof.

Maintaining positive impacts over time.  

  

Transforming My Contact Center/CX Environment:  
Second-Strategic Success Criteria and Proof of Value
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How to Strategize for AI Success
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What’s keeping you up at night?

High call 
back rate

Increased 
costs

High 
attrition

Low 
employee 

engagement
High AHT

High 
abandoned 

contacts

High 
occupancy

High agent 
stress

Limited 
coaching

71%
Of service agents have 

considered quitting in the 
past 6 months*

Agent Stress

High Attrition

Limited Coaching

Missed SLA's
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Customer Pain Points

Low agent morale/

High attrition

Fragmented 
problem solving

Poor customer 
experienceCost inefficiencies

Workforce management

• Increasingly complex in a dynamic business environment

Agent performance

• Lack of tools to evaluate, train, and monitor

Customer journey awareness

• Siloed service channels and data sources, lack of customer 

journey insights
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The Insights Gap

2%
The average organization analyzes just 2% of all customer 

interactions

98%
The rest of this valuable intelligence– 98% sits on the 

shelf, not working for the organization
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The Need for Analytics

“There is simply far too much valuable customer data to be 
collected, processed and turned into insights for any company to 
remain competitive without making full use of modern analytics 
tools.”
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The Need for Analytics

Impact of those demands

• Greater customer expectations

• $75B - poor customer service costs businesses 
around $75 billion in losses

• Employee empowerment and satisfaction

• $20K - estimated cost in hiring and training each new employee

• Omnichannel is here to stay

• 50%– optimizing channel mix can reduce cost per contact by 50% or 
more

Analytics can help meet those demands

• $5M - accessing the right analytics tools, companies cut costs by up to 
$5 million
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Evolution: Manual QM to Conversation Intelligence

321 4

• Basic compliance monitoring & 
script adherence

• Manual agent evaluations & 
feedback

• 1-2% of calls
• Biased
• Foundation for customer service 

standards

Traditional QM: Manual 
Call Evaluation

• AI/ML-fueled QM allows shift 
from manual sampling to data-
driven analysis

• Sentiment & keyword/ phrase 
detection

• Insights to enhance agent 
coaching

• 100% of interactions
• Predictive sentiment/NPS

Transcription: Speech & 
Text Analytics

• QM expanded across voice, chat, 
email, social

• Improved service consistency 
across multiple touchpoints

• Analysis of bots; impact on agent 
performance

• Interaction Summaries

Omnichannel Quality 
Management

• Auto QM: AI-based auto scoring 
of every aspect of every contact - 
unbiased

• Trending topics: Rich insight to 
identify reasons for contact. Dive 
into detail

• Reach right actions faster
• Performance management tools 

for agents/team leads

Conversation Intelligence

Time Consuming QA Process. 
Imperfect. Focus is Agent
Performance for coaching

AI reduces manual tasks; role of 
QA team elevated to drive contact 

center performance
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Evolution: Traditional WFM to Workforce Intelligence (WFI)

321 4

• Forecasting based on historical 
data 

• Static schedules with limited 

flexibility 
• Manual adherence tracking and 

coaching 
• Disconnected systems across 

WFM, QA, LMS

Traditional WFM: Manual & 
Siloed

• Modernized scheduling and 
forecasting interfaces

• Agent self-service for time-off 

requests and shift bidding
• Real-time desktop analytics
• Configurable notifications (e.g., 

adherence, time off) 

Digital WFM: Modern UX 
& Automation

• AI forecasting using internal 
signals (e.g., volume, adherence) 

• Real-time intraday response and 
alerts

• Auto-coaching from performance 
trends 

• Full agent self-scheduling for 
autonomy

Intelligent WFM: AI-
Augmented Operations

• Forecasting with multivariate 
signals & explainability 

• Intraday intelligence for staffing & 
shifts 

• AI shift bidding & strategic planning 
• Agent wellness & fatigue insights
• Scenario modelling & what-if 

planning  

• Supervisor AI tools for 
remote/hybrid teams 

Workforce Intelligence (WFI): 
Unified & Self-Optimizing

Reactive planning, low visibility, 
and high effort

AI cuts manual overhead—freeing 
workforce teams to focus on 
strategy, performance, and 

growth.
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Customer Transformation Stories
Using GenAI to Automate the Contact Center
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Paychex: 
Using GenAI to automate the contact center

Situation:
• Evaluators manually combing through calls to only evaluate 3% of contacts

• Dissatisfied with traditional, phrase-based speech and text analytics

• Build your own Generative AI solution was siloed and black box

Resolution:
• Using AI suite on 100% of contacts

• Gen AI Interaction Summaries automated QM process

• Organized contacts into 100 Trending Topics supported by managed services

• Q1 25 – Auto QM evaluating and coaching with Gen AI

Impact:
• 10M interaction summaries since April 2024 at high accuracy

• Summary reduced time to find contacts by 60%, evaluate an additional 18k contacts annually

• 1.8m Auto QM tests: 95% accuracy for Standard Questions, 92% for Bring Your Own Questions

• Plan to reduce manual QA by 90%

© Calabrio 2025

Increase Productivity

1.7 million
Auto QM assessments YTD

90%
Reduction in human evaluation costs

60%
Reduction in time taken to find contacts 
for Evaluation
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Thomson Reuters Reduces Average Call 
Time By Nearly 2 Minutes

Challenge

• Struggled with calls experiencing long and multiple hold times, affecting customer 

experience

• Lacked insights into the root causes of call holds, hindering efforts to improve efficiency

Calabrio Analytics Solution

• Identified calls with long or multiple holds handled by new remote agents

• Leveraged Calabrio Desktop Analytics to analyze how agents managed these scenarios

• Discovered new agents had above-target handle times and relied on team members 

instead of proper resources for assistance

3% Potential savings of up to 3% of budget

1.5 Reduced number of call holds per call

Results

© Calabrio 2025

CASE STUDY | ANALYTICS

6.4% Increase in customer satisfaction
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Delta Dental of Minnesota Improves 
First Contact Resolution By 20%

Challenge

• Interactions led to negative member experiences and required high effort from agents

• Needed deeper insights to improve FCR and reduce service defects

• Lack of visibility into interaction challenges made it difficult to enhance customer loyalty and 

employee engagement

Calabrio ONE Solution

• Calabrio Speech Analytics pinpointed key issues driving dissatisfaction and high-effort 
interactions

• Focused improvements on four major pain points—dentist search, treatment 
inquiries, insurance benefits, and claims confusion—addressing 60% of dissatisfied 
calls

• Improved training, quality reviews, IVR design, and real-time FCR tracking

20% Improved first contact resolution (FCR)

40% Reduced Six Sigma defect rate 

Results

© Calabrio 2025

CASE STUDY | CALABRIO ONE

40% Decreased customer and agent effort 
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GreenPath Grows Target Audience 
Call Volumes by 150%

Challenge

• Manually scoring calls 

• Little data to back marketing decisions

Calabrio Analytics Solution

• Uncovered key phrases to determine marketing 

campaign effectiveness 

• Discovered social media and radio ads were more effective than transit ads 

• Quickly identifies trends & training opportunities

150% increase in target population contacts

Results

© Calabrio 2025

CASE STUDY | ANALYTICS

15% increase in NPS over 2 years

• Uncovered need for Spanish speaking resources 

• Holistic view of customer journey

• Increase in Clients’ overall wellbeing score
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