
Expert
Solutions Group
Professional services consultation that
optimizes your customer interactions.





In today’s business environment, providing great customer service 

at a reasonable cost is not a luxury, it’s a necessity. Expert Solutions

Group™ provides you with the consultative insight, advice and 

services you need to improve customer satisfaction, increase revenue,

reduce costs and enhance your brand. 

Our experienced team has expertise across a range of disciplines

including customer behavior analytics, root cause analysis, user

interface design, usability testing and speech recognition. We apply

our best practices and lessons learned from the thousands of

assignments we’ve been involved in to help you develop efficient

and effective customer contact solutions.

Group



Our  consultants have been advising

clients and designing, developing and

managing automated applications for

many of our nation’s leading companies

for over twenty years.  We pride ourselves

on the success we’ve had with some of the

industry’s most innovative and complex

assignments. Our talented team of 

professionals brings advanced knowledge

and deep industry experience to every

client project. 

Initial Strategic Analysis

The best solutions begin by understanding

your customers and your business goals.

We’ll review your existing customer 

contact solutions, analyze application 

data and conduct research as needed.

We’ll provide you with recommendations, 

an action plan and roadmap, as well as  

highlight the financial, customer service

and brand-strengthening benefits you’ll

receive by implementing our plan. 

Customer Focused Research

We use a variety of research techniques to

evaluate your existing customer contact

solutions and make recommendations on

your program.

We’ll conduct customer focus groups,

agent interviews and one-on-one meetings

to understand what motivates your 

customers to contact you. Further, we’ll

examine the service experience they

encounter when doing so. We’ll summarize,

analyze and report on trends, and offer 

recommendations that will help you care

for your customers more effectively.

The Best Advice 
in the Business

Expert Solutions Group provides:

� Speech Services – design,
deployment, tuning and life cycle 
management

� Creative Services – voice prompt
recording, editing, voice talent coaching,
persona definition, and creative audio
solutions

� Analytics – customer behavior 
analysis, root cause and repeat caller
analysis, integrated channel analysis, 
customer survey design and analysis

� Research – usability testing, agent
interviews, customer focus groups and
behavioral studies



Usability Testing 

Expert Solutions Group conducts a series

of one-on-one tests with a cross section

of your customers.  Test subjects are

observed interacting with the application

in a controlled environment. Our

usability experts review the videotaped

sessions and report on potential areas

for improvement and redesign. 

We also conduct Wizard of Oz (WOZ)

testing prior to applications being coded,

to ensure that proposed scripting and

call flow will work effectively.

Dialog Design Consulting

Our user interface design experts will

develop a dialog specification (script) 

to meet your business, marketing 

and customer service objectives. 

The document will reflect the most 

up-to-date user interface design 

methodologies to ensure your customers

can easily navigate your applications

and enjoy their experience.

Audio Prompt Recording and

Production

Expert Solutions Group has three 

state-of-the-art, 24x7, professional

multimedia recording studios readily

available. Our audio professionals

record, edit and load prompts into your

program in an efficient, high quality

manner. We’ll help you to decide the

right “persona” and voice talent for

your program. If you’ve already selected

your voice talent, no worries, we can

still do the recording and editing for

you from our on-site studio or a remote

location. We have access to hundreds of

professional recording talent in over 40

languages, or you may choose to 

provide your own talent.

Application Tuning 

and Maintenance 

During the pilot phase of the project

and after your program is fully launched,

our application tuning professionals

continually monitor and analyze your

application data and make performance

improvement recommendations.

We recommend 
the best combination
of customer contact

methods.



We understand that the key to servicing

your customers begins with the philosophy

that each customer is unique, and every

customer contact is an opportunity to

make a positive impression. That’s why

we’ve created a special analytics team that

focuses on customer segmentation and

behavioral analytics to help you provide

quality service tailored to each of your

individual customers.

Knowing what your customers

think of you is only half the 

battle.  The real challenge is 

to take intelligent action on 

the knowledge obtained. 

Many companies survey their customers,

but few actually take the time to 

develop a targeted action plan based on 

information from these surveys. That’s

where our expertise and experience

comes to play. Our team of researchers

can help you design your customer 

surveys, interpret results, and develop

action plans that will help you improve

your customer service and respond to

ever-changing customer demands. 

It’s not just about who’s 

contacting you, but why they are

contacting you. 

It could be a billing question or a 

promotion you ran last week. Whatever

the case may be, our team will help you

understand what drove your customers 

to contact you in the first place. We’ll

advise you on how to manage these 

contacts efficiently and effectively 

by using segmentation strategies, 

proactive outbound notifications and

other techniques. 

Frequent contacts from the 

same customer can be either 

a good or a bad thing. Only

detailed analysis can help you

accurately determine your 

problem or opportunity.

It’s tough to stay on top of all the data

coming from your contact centers and

automated applications. It’s particularly

challenging to uncover repeat contact

incidents and do something about them.

Expert Solutions Group will help you to

navigate your way through the data

maze. We'll analyze and segment your

repeat contacts, work with you to minimize

non-revenue generating interactions and

show you better ways to maximize those

with revenue potential.

Customer 
Behavior 
Analytics



To learn more about Expert Solutions Group,
call 800-841-9000 or visit us online at 
www.expertsolutionsgroup.com
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Expert Solutions Group is a service of 

West Interactive Corporation, a world-class 

provider of automated customer contact solutions. 

Our professional services, analytics and industry-leading 

solutions have delighted our clients and earned numerous

nationally-recognized awards. For information on how 

our team of experts can help you to improve your 

customer service, reduce costs and strengthen your 

brand, contact us at 1-800-841-9000, visit us on 

the web at expertsolutionsgroup.com or email us at 

inquiry@expertsolutionsgroup.com. 


