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An Evidence-Based Look at Reducing Staff
Dependency and Increasing Automation

As the demand for digital self-service continues to accelerate across sectors, some
organizations have implemented some type of Interactive Voice Response (IVR)
Payment option. Yet implementation does not guarantee adoption. Some
organizations experience rapid uptake, while others struggle to move customers
away from live agents.

This report explores real-world usage data from a multi-month IVR Payment
deployment, highlighting the behavioural, operational, and communication levers
that drive adoption. It features a dual-case study in which Agent-Assisted Pay-by-
Phone dropped from 98% to 3%, while Self-Service IVR Payment usage rose from 2%

to 100% in under 12 months.

() Agent-Handled Pay-by-Phone “Usage dropped from 98% to 3% in 12 months”

A Self-Service IVR Payments “Usage rose from 2% to 100% in under 12 months”
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Industry Context

In the face of cost pressures, leaders push for automation, evolving PCI compliance
mandates, and increasing consumer expectations for convenience. IVR payments have

emerged as a critical channel for modernizing payments.

IVR Payment Benefits:
» Reduces live staff costs and manual processing
» Shrinks PCI DSS scope by removing staff from card data handling
» Offers 24/7 payment access without staff involvement

« Improves security posture and customer trust

However, many organizations underperform after rollout due to weak adoption strategies.

This study identifies the patterns behind successful transformations.

Study Approach

This report draws from:
» Usage data from Datatel’s IVR Payment implementations across healthcare, utilities,
services businesses and government sectors
« Monthly performance metrics over a 13-month transition
 Frontline interviews with operational and support teams

« Voice script audits and call routing analyses

The focal case study includes over 10,000 monthly pay-by-phone interactions, making it a

robust sample for behavioral pattern analysis.
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Case Study: Agent to IVR Payments - A Complete Channel Transition
In this flagship implementation, an information services provider achieved a

complete channel migration within 12 months:

Chart 1: Agent-Handled Payments Dropped From 98% to 3%

Agent Handled — me

98%

Month # datatel

Insight: The organization introduced IVR Payments as the preferred method
and aligned scripts, routing, and staff behavior accordingly. Live agents

became a fallback, not the default.
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Chart 1: Agent-Assisted Payments Dropped From 98% to 3%

Customer Self Service Pay-By-Phone
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Observation: Initial resistance was overcome within three months. With each
communication push, through phone greetings, SMS, billing reminders, and

agent coaching, self-service grew stronger.
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Customers can’t use what they
don’t know exists.

Awareness Low awareness = low adoption

Systems that offer IVR Payments

Call Routing
up front drive usage.

Burying options reduces uptake

Friendly, clear, branded voice
prompts build trust.

Voice Experience Robotic tone lowers confidence

Staff who understand the value Uninformed agents default to old

Internal Buy-In
will promote it. behavior

SMS, email, and bill reminders
must mention IVR Payments

Channel Promotion Visibility boosts first-time use

Monitoring & Optimization Track, refine, repeat. Sustains and grows adoption

Organizational Outcomes

Organizations that invested in an adoption strategy saw:

» 85%-+ reduction in agent-handled payment calls

50 - 75% cost savings per payment transaction (once all costs and resources are factored)

Increased IVR Payment flow completion rates and lower call abandonment

Greater customer satisfaction through 24/7 access

Reduced PCI compliance burden on contact center teams

Strategic Recommendations

To maximize IVR investment, organizations should:

» Place the IVR Payment option in the first 20 seconds of the business phone tree greeting

Update agent scripts to refer to IVR Payments as the preferred payment method

Embed IVR Payment numbers in SMS and billing reminders

Conduct regular reviews of call payment flow and abandonment data

Ensure agents and support teams understand the business case for IVR Payments
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Organizations that succeed treat adoption as a strategic effort, combining clear

communication, intentional routing, staff enablement, and continuous reinforcement.
The results are measurable: decreased call center load, reduced compliance risk, and
significantly improved customer satisfaction. The case study presented demonstrates

that when customers are given the right guidance, they embrace self-service.

If you want customers to shift, you must lead the shift, with

purpose, process, and persistence.

We're Here to Help

At Datatel, we don't just deploy IVR Payment solutions; we partner with
organizations to design and execute adoption strategies that deliver measurable
results.

Through our , we help
clients align technology with business outcomes by addressing the operational,

behavioral, and regulatory dimensions of IVR Payment and Payment Technology

adoption.
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Our team of advisors and solution specialists can help you:

We help organizations minimize risk, reduce staff dependency,
manage PCl scope, and modernize the customer payment
experience through a structured, cross-functional approach,
backed by over 25 years of specialized expertise in secure

payments and compliance.
« Incorporate IVR Payments across your customer
communications ecosystem, including billing notices,

payment reminders, and digital outreach.

- Equip your internal teams with adoption playbooks, training

modules, and change management support.

. Track the right performance indicators and build continuous

improvement loops to ensure long-term success.

Let’s talk. Schedule a discovery call today:

https://www.datatel-systems.com/contact/

Or explore more insights at: (( datatel
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