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WE WILL COVER THE 
FOLLOWING TOPICS:

An IVR, or interactive voice response system, is a key component of any call center. It 
allows customers to interact with your company using their voice and can automate 
many tasks that would otherwise need to be handled by agents.

However, an IVR can also be a major source of frustration for customers if it is not 
designed properly. In this eBook, we will show you how to review and improve your 
call center IVR system in order to make it more user-friendly and effective.

By the end of this eBook, you will have a better understanding of how to design and 
implement an IVR system that will work well for your call center and your customers.

What is an IVR?

The benefits of an 
IVR system

How to design an 
effective IVR system

The importance of 
user testing

Common IVR problems 
and how to solve them
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WHAT IS AN IVR?

KEEP IT SIMPLE
The goal of an IVR system is to make it easy for customers 
to interact with your company. Don’t try to cram too 
many features into your IVR system; instead, focus on the 
most important tasks that you want to automate.

MAKE IT EASY TO USE
An IVR system should be easy to use, with a simple menu 
structure and clear instructions. Customers should be 
able to accomplish their task without getting frustrated or 
confused.

TEST IT OUT
Before you launch your IVR system, be sure to test it out 
with a small group of users to get feedback and make 
sure it is working as intended.

HOW TO DESIGN AN 
EFFECTIVE IVR SYSTEM

THE BENEFITS OF AN
IVR SYSTEM

An IVR, or interactive voice response system, is a computerized 
system that allows customers to interact with a company using 
their voice. IVR systems are typically used in call centers, and 
can automate many tasks that would otherwise need to be 
handled by agents.

Some common features of IVR systems include the 
ability to:

IVR systems can be very simple, with just a few basic features, or 
they can be quite complex, with many different options and 
capabilities. The important thing is to choose an IVR system that 
will meet the needs of your call center and your customers.

There are a few key things to keep in mind when designing an 
IVR system:

IVR systems can offer many benefits to both call centers and 
customers. Some of the most common benefits of IVR include:

Improved efficiency: IVR systems can automate many tasks 
that would otherwise need to be handled by agents, such as call 
transfers and recording calls. This can free up agents to handle 
more complex tasks, and can help to improve the overall 
efficiency of the call center.

Increased accuracy: IVR systems can help to reduce errors in 
tasks such as data entry and call routing.

Reduced costs: IVR systems can help to reduce the overall costs 
of running a call center by automating tasks and reducing the 
need for human agents.

Improved customer satisfaction: IVR systems can offer a 
better experience for customers by providing them with self-
service options and eliminating the need to wait on hold for 
an agent.
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MAKE CALLS

RECEIVE CALLS

TRANSFER CALLS

RECORD CALLS

PLAY RECORDINGS

GENERATE REPORTS
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THE IMPORTANCE OF USER TESTING
User testing is an essential part of any IVR design process. User testing allows you to get feedback from real users about your IVR system 
and can help you to identify any problems or areas for improvement.

User testing can be conducted in a number of ways, but one of the most effective methods is to use a service that allows you to record and 
playback calls. This way, you can listen to how users interact with your IVR system and see where they run into problems.

COMMON IVR PROBLEMS AND HOW TO SOLVE THEM
There are a few common problems that can occur with IVR systems:

1
USER FRUSTRATION 
One of the most common problems with IVR systems is user frustration. Users can get frustrated if they can’t accomplish their 
task, if the menu structure is confusing, or if they have to wait on hold for an agent.

To avoid user frustration, it’s important to keep your IVR system simple and easy to use. Be sure to test your IVR system with 
real users before you launch it, and listen to their feedback.

2
LONG WAIT TIMES
Another common problem with IVR systems is long wait times. Customers can get impatient if they have to wait on hold for an 
agent, or if they are transferred to a different department.

To avoid long wait times, it’s important to design your IVR system so that it can handle the majority of customer inquiries 
without the need for an agent. You should also consider offering a callback option so that customers can continue on with 
their day and receive a call back when an agent is available.

3
POOR CALL QUALITY
Poor call quality can be a problem with any phone system, but it can be especially frustrating for customers who are trying to use 
an IVR system. Poor call quality can make it difficult for customers to understand the menu options, or to hear the instructions from 
the IVR system.

To avoid poor call quality, be sure to use a high-quality VoIP provider for your IVR system. VoIP providers offer superior call 
quality and can help to ensure that your customers can always understand the menu options and hear the instructions from the 
IVR system.

4
MISUSE OF CUSTOMER DATA
Many IVR systems allow customers to input their personal information, such as their credit card number or Social Security 
number. If this information is not properly secured, it could be accessed by unauthorized individuals and used for fraud or 
identity theft.

To avoid misuse of customer data, be sure to use a secure IVR system that encrypts all customer data. This will help to ensure 
that your customers’ information is always safe and secure.

5
LACK OF FLEXIBILITY
Some IVR systems can be inflexible, making it difficult for customers to accomplish their task if they need to deviate from the 
standard menu options. For example, if a customer needs to speak to a specific department or agent, they may have to go 
through the entire menu structure before they are transferred.

To avoid a lack of flexibility, be sure to design your IVR system so that it can handle a variety of customer inquiries. You should 
also consider offering a self-service option so that customers can accomplish their tasks without the need to speak to an agent.
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CONCLUSION
By following these tips, you can improve your IVR system 
and make it more user-friendly for your customers. By 
providing a better experience for your customers, you 
can improve customer satisfaction and loyalty. In turn, 
this can lead to increased sales and revenue for 
your business.

KEEP IT SIMPLE
The best IVR systems are those that are simple and easy 
to use. When designing your IVR system, be sure to keep 
the menu structure simple and easy to navigate. You 
should also consider offering a self-service option so that 
customers can accomplish their task without the need to 
speak to an agent.

TEST IT BEFORE YOU LAUNCH IT
Be sure to test your IVR system with real users before you 
launch it. This will help you to identify any problems with 
the menu structure or the call flow.

OFFER A CALLBACK OPTION
Consider offering a callback option so that customers 
can continue on with their day and receive a call back 
when an agent is available. This will help to reduce wait 
times and improve the customer experience.

IMPROVING YOUR 
IVR SYSTEM

SCALABILITY

There are a few things you can do to improve your IVR system:

SCALABILITY

As your business grows, it’s important to choose an IVR system 
that can scale with you. If you choose an IVR system that is not 
scalable, you may find yourself having to replace the system 
entirely as your business grows. This can be a costly and 
time-consuming process.

To avoid this, be sure to choose an IVR system that is scalable. 
This will allow you to add new features and functionality as your 
business grows. Additionally, a scalable IVR system will allow 
you to keep your costs down as you will not need to replace 
the entire system when your business expands.
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USE A HIGHQUALITY VoIP PROVIDER
To ensure superior call quality, be sure to use a 
high-quality VoIP provider for your IVR system. VoIP 
providers offer superior call quality and can help to 
ensure that your customers can always understand the 
menu options and hear the instructions from the 
IVR system.

4

USE A SECURE IVR SYSTEM
To protect your customers’ information, be sure to use a 
secure IVR system that encrypts all customer data. This 
will help to ensure that your customers’ information is 
always safe and secure.
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