
Suggested meta description: What IVR is and what the benefits are 
 
Suggested optimised tag:  
 

What is an IVR System, and What Are the Benefits of Using One? 
 
What Is IVR? 
 
For a modern call center, an Integrated Call System (IVR) is indispensable no matter the 
industry. In fact, they are quite popular choices for the call centers of best-in-class companies, 
and that alone suggests their value to businesses. 
 
This software feature handles customer calls by greeting customers and then presenting options 
for them to be routed to exactly what department, representative, specialist, etc. they are 
looking for. The system is simple and effective because it’s efficient for customers and it saves 
businesses money. 
 
How Does an IVR System Work? 
 
Using a menu of automated prompts, an IVR system allows the caller to interact with it. The 
interaction can be through spoken responses or via entries on keypads or touchscreens. Using 
the system, the caller can efficiently find automated information, leave a voicemail message, 
speak with a live customer service representative, or reach some other desired resource. 
 
The IVR system can also facilitate responses by fax, callback, email, and other methods in 
addition to traditional voice and automated replies. 
 
What Are the Benefits from an IVR System? 
 
There are numerous benefits that serve the interests of both clients and businesses, and they 
deliver a solid ROI when setting up an IVR system. 
 

● Customised responses-- Greetings, messages, and prompts customised by 
department, inquiry type, etc. provide a more personalised experience for customers. 
Prerecorded IVR messages allow a professional touch if you’d rather not use your own 
voice or those of your employees. 

● Prioritise high-value customers-- Data collected by the system can allow you to 
identify high-value customers when they call. Based on that, you can quickly transfer that 
customer to the department or person best suited to serve the caller’s needs. Another 
way this benefits high-value customers is that during periods of high volume when all 
representatives are busy, the system can reduce priority customers’ wait time by moving 
them to the front of the queue. Your high-value customers are usually your most loyal 



ones as well, and optimising their experience not only keeps their business but increases 
the likelihood that they will spread word of your business to others. 

● Saving time for customers and employees-- For all customers, an IVR system can 
save time because they more quickly find whom or what they need. It also gives them a 
greater sense of control since the self-guiding system means they spend less time 
waiting on someone else to direct them where they want to go. Compared to when using 
a more traditional system of waiting for a live response just to start the routing process, 
customers are more likely to stay on the line and see their business through. IVR 
systems also save time for employees, increasing productivity by getting customers 
connected with the right responders in a faster manner. Have you ever been bounced 
around from person to person trying to solve a matter? A well-designed IVR system 
alleviates that time-consuming and frustrating experience and can all but eliminate it 
from occurring at all. 

● Handling high call volumes-- Nothing frustrates a caller like waiting a long time on hold 
to get through, but there are going to be times of high volume when an immediate 
response is not possible. IVR systems help with this inevitable problem in a few ways: it 
can at least get callers right to the queue in the department they need and save time 
overall, it can allow them to directly choose the option of leaving a message, and it can 
enable callbacks. That last option is becoming increasingly popular, and some 
companies’ systems will even provide estimated callback times so that customers can go 
about with other business in the meantime. 

● Increased efficiency-- All this adds up to increased efficiency in customer service by 
specialising services and responses for clients. Employees’ morale is higher because 
they don’t face the frustrations and hassles of not being able to answer questions or 
resolve problems. When employees can meet the specific needs of callers, they are far 
less likely to have to transfer calls, talk to a manager, or consult with someone else who 
might be better able to respond. 

● Better call resolution-- When a customer calls, he or she expects good, informative 
answers without waiting a long time or having to go through multiple steps to get them. 
An IVR system focuses on providing exactly that for the caller. 

● Lower operational costs-- IVR systems save companies money because of their 
efficiency and because they are affordable. Additionally, there is not a need for a 
receptionist or other agent who has to take calls and then direct them to the people who 
can actually resolve them. 

● Improved company image-- The streamlined processes, improved efficiency, and 
better customer service that IVR systems provide will help your company establish (or 
maintain) a reputation for professionalism and for delivering a quality experience. 

● Higher customer satisfaction-- Finally, all of this means happy customers. Customers 
who can meet their needs quickly and easily walk away satisfied after their call, and 
satisfied customers are more likely to come back and to tell others. 

 
Juno Telecoms, a Sound Solution 
 



You’ve probably had the experience of waiting what seems like forever on hold or being 
transferred back and forth because no one seems quite able to be the one person able to 
answer a question, help with a purchase, or resolve a problem. It’s frustrating, and unless you 
really need to complete that call with that company, you’re going to be tempted to hang up and 
quite likely will. With all the competition available out there, you probably will look for another 
company that provides the same service. 
 
Since you’ve probably been through that, you know you don’t want your own customers 
enduring the same. That’s lost money, and it’s lost prestige. 
 
For all these reasons, considering a switch to an IVR system for your business is a great idea.  
 
Juno Telecoms specialises in business connectivity with the aim of delivering exactly what you 
need so that you can go back to focusing on what it is that you do best. 
 
Through our offices in Derby and Harrogate, we provide personalised service to local 
businesses throughout Yorkshire and the East Midlands. Our contact page includes an easy 
online form in addition to email and telecom options. Making an enquiry is simple and free, and 
we look forward to helping your company with its telecom needs! 
 
 
 
 
 
IMPORTANT: This written material has been prepared based on sources which you 
provided. Neither Flocksy or the creative who wrote the copy makes any claims whatsoever 
as to the accuracy of the information contained within, and they are not responsible for any 
legal or financial difficulty resulting from the use of this written material. We encourage you 
to review it thoroughly before disseminating it or using it in trade. 
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