
Walsh Media used Cyara to test the audio quality of the voice prompts for two competitive retailers, 
and they are now implementing Cyara to help their customers understand where poor voice prompt 
quality is costing them customers. “The effectiveness of the prompts is a significant factor in the 
outcome of each call,” said Tim Walsh. “Without Cyara, all we have is our ears to assess the quality 
and clarity of the prompt. Cyara gives an objective measure that lets you know immediately the 
specific prompts that are causing confusion with customers.” 

Walsh Media Uses Cyara for an 
Objective Measure of Voice Quality

“Cyara helps prevent the most expensive IVR errors, where a customer can’t navigate effectively or 
even worse, simply hangs up in frustration and goes to the competitor.”

Tim Walsh, President, Walsh Media

Case Study
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Walsh Media, leaders in contact center persona design and script consulting, 
wanted to find an objective way to measure the probability of a customer 
understanding a voice prompt. “How you say something, the order in which 
you say it and the tone all come into play,” said Walsh. “Something as simple 
as giving too many options can mean customers simply ask for an agent. In 
addition to that, you have the persona, that is, do I “like” the automated voice 
used for the prompt, and does it fit the image the caller has for the company 
and application they called. Finally, there is the technical aspect of whether the 
voice speaks at a pace and with clarity that can be understood.”

For one retailer working with Walsh, the quality of the IVR had a major impact 
on the cost and speed with which customers could be served. “In this particular 
IVR, if someone couldn’t get self-service, the retailer had to have a skilled, 
live representative answer the phone.” In some cases, a customer might only 
need to find the retailer’s nearest branch, but if the IVR prompts were too hard 
to understand, the customer would ask for an agent, meaning a highly-paid 
professionals, who would be directing people to the nearest branch. Not only 
was this costly, it was frustrating for both the customers and the call agents, 
who are trained and certified in their professions. Even worse, in this competitive 
industry, it’s easy for a customer to simply hang up and call an alternative 
retailer.

Walsh Media decided to test the quality of the voice prompts for the retailer 
against their largest competitor. “What we found was that with our voice 
prompts we were getting above a 95% score for clarity of the speech in the 
prompts. The competitor was getting in the 70 to 90 percentile range, and in 
some cases we had to change the thresholds because the quality was so low as 
to not be intelligible.” 

CHALLENGES

• Obtaining 
an objective 
measurement 
of a “quality” 
prompt

• Getting 
customers 
the fastest 
automated 
service possible

• Avoiding error 
recovery

• Pacing voice 
prompts 
appropriately 

• Benchmarking 
against industry 
practices

BENEFITS

• Provides proof 
of the value for 
investing in Walsh 
Media service

• Provides 
customers with 
confidence in 
their competitive 
advantage

• Allows 
organizations 
to empirically 
immediately 
assess their IVR 
effectiveness

• Provides 
the ability 
to compare 
different 
customer 
journeys

• Improves the 
offering Walsh 
Media provides 
for customers

SOLUTIONS

• Cyara Voice

• Cyara Pulse

• Cyara Crawler

Without Cyara, all I had was the customer, ears and responses 
to assess the customer experience. With Cyara, we have an 

objective measurement of the customer experience.

The customer wants to get services as quickly as possible, and 
Cyara enables you to assess in the most efficient way possible 

whether the system you provide is going to give them what 
they want.

Tim Walsh, President, Walsh Media 

Not only was this valuable information for our customer, it 
was also incredibly easy to set up the test in Cyara. We really 
just started working with the product and already are seeing 

significant value.

Tim Walsh, President, Walsh Media



Cyara Case Study | Walsh Media | page 3

The clarity and intelligibility of the voice 
prompts becomes even more important when a 
customer calls from a mobile phone, while 
driving, or from a location with background 
noise. Under those circumstances, according to 
Walsh, poor quality of IVR voice prompts 
magnifies the uncertainty of what’s said and 
simply means the caller doesn’t know what to 
do. If the request is unclear, the customer either 
chooses the wrong option, asks for an agent, or 
just hangs up. In addition to any of those three 
options, the caller is not satisfied with how the 
call went.  

     We could quantitatively prove that the retailer working with us was providing a much 
higher quality service than their competitors.

Tim Walsh, President, Walsh Media

According to Walsh, today’s customers expect a much higher quality of service than ever before. The 
leaders in every industry are spending time and thought in creating the personas and voice recordings 
for their IVR systems, considering the voiceover artist, the level of friendliness of tone, and the specific 
words that are said.

“Even in a scenario where someone gets a negative response, the customer experience is different if 
you say for instance, “Based on your credit report, you are declined for a loan”, or if you say “We cannot 
approve your loan application at this time based on your credit report, you might want to check into 
some of the things that improve your rating.” The end result is the same, but by giving a soft landing, you 
can change how the customer perceives your organization. 

Cyara for Improving Voice Prompt Quality and Effectiveness

Walsh Media works with a wide range of customers on improving their IVR, and they recommend Cyara 
to their customer to help them understand the impact not only of voice prompts, but also to improve 
voice quality and to improve the customer journey across the board.

Cyara’s products are used to:

 ą Benchmark voice quality against competitors

 ą Ensure scenarios are followed correctly in every instance

 ą Test different call scenarios, voices, and options for effectiveness

 ą Identify voice quality in real time as well as in testing environments

 ą Provide A/B testing of call scenarios, voice prompts, and other options

 ą Test dynamic IVR systems
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About Walsh Media 

Walsh Media, Inc. provides professional voice solutions to enhance the “Customer Experience” in Contact Center 
Applications. IVR, Speech Recognition, PBX, ACD, Message-on-hold and websites are all systems Walsh Media can 
assist in developing and maintaining the consistency, quality and ongoing support necessary for efficient and 
effect customer interactions.  Since 1985, we have supported the Fortune 1000 and companies globally to improve 
the way they communicate with their callers.   Professional voice talents, voice coaching, foreign languages, 
persona development, scriptwriting assistance, “best practices” expertise and ongoing support are the key 
solutions provided by Walsh Media, Inc.

About Cyara

Cyara was founded in 2006 with a mission: gather the best expertise in the industry to reinvent customer 
experience. Today, Cyara has fulfilled that promise, as market-leading provider of an omni-channel discovery, 
testing and monitoring SaaS platform. Over 150 employees around the globe help the world’s top companies use 
Cyara’s platform to accelerate the delivery of seamless and frustration-free customer experiences across every 
channel. Thanks to Cyara, organizations with combined revenues of over $3 trillion deliver billions of flawless 
customer interactions every day.

Cyara was named a Gartner Cool Vendor in CRM Customer Service and Customer Support in 2015. For more 
information, please visit http://www.cyara.com

Cyara is a product we recommend to clients who already recognize that the quality 
of their IVR can dramatically impact their costs and customer retention, but Cyara 

is more than that for Walsh Media. Cyara provides reports we can use to show them 
what is really happening to their end customers, rather than just having to appeal to 

their common sense.

Tim Walsh, President, Walsh Media


