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CUSTOMER ABUSE IN

CONTACT CENTERS:
THE POWER OF THE
ABUSE LISTENER

Working in a contact center is no easy task—especially in
industries where customers call in frustration over high-value,
emotionally charged issues like car insurance, debt collection,
or warranty disputes. Some of CXEX's clients handle difficult
service calls daily, with agents facing verbal abuse and high-
pressure situations as part of their jobs.
For years, businesses have relied on manual complaints
processes to track instances of customer abuse—a time-
consuming, subjective, and often ineffective approach.
Until now.
With the introduction of the Abuse Listener, CXEX has
automated the detection and tracking of abusive
customer interactions, enabling businesses to better
protect their agents, optimize complaints handling, and
reduce agent attrition.

The customer is always right? Not when it comes to agent
abuse.

While customer service agents are trained to handle
difficult conversations, exposure to sustained verbal
abuse has a long-term impact on agent well-being and
retention.
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Contact centers face
multiple challenges in
tracking and managing
customer abuse:

» High volumes of calls make
manual review impossible.

e Agents rarely report abusive
calls, leading to under
reporting.

e Legal & compliance risks arise
from mishandling abuse
claims.

« Agent attrition remains high
—employees leave due to
stress and lack of support.

Businesses that fail to monitor and act on abuse trends risk not only increased
agent turnover but also escalating complaints, litigation, and reputational damage.

Introducing the Abuse Listener: Al-Powered Abuse
Detection

CXEX scoped, built, tested, and refined the Abuse Listener, an Al-

powered tool that:

@Detects and classifies abusive language in real-time or post-call
analysis.

@Automatically flags high-risk calls, prioritizing critical incidents.

@Extracts key abusive excerpts for easy review—no more manual call
tracking.

<\/ )Generates contextual summaries to streamline stakeholder decision-
making.

@Tracks abuse trends over time, providing data-driven insights to HR and
leadership teams.
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How it Works

The Abuse Listener integrates seamlessly into Autolnsights, CXEX's Al-
driven analytics platform. When an agent experiences an abusive call,
instead of relying on subjective reporting, the system:

0 Automatically analyzes the conversation, identifying high-risk language,
threats, or aggressive speech patterns.

e Classifies the severity of the abuse (High, Medium, Low).
e Extracts call snippets containing abusive language for quick review.

°Generates a summary with critical insights for HR, compliance, or
escalation teams.

G Provides trending data, showing which agents, teams, or business areas
face the highest abuse rates.

Real-World Impact: What Clients Are Saying
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“Wow, we never knew it
was this bad!” — [CLIENT]
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process is now 10
minutes... and very
efficient and just what |
needed.” — [CLIENT]
Operations Manager

Before the Abuse Listener,
businesses had no clear
data on the scale of agent abuse. Now, CXEX clients can:

C" Pinpoint problem areas and proactively intervene.
" Take action faster, reducing customer escalations.
C Support agent well-being, reducing burnout and attrition.

- Reduce legal exposure, ensuring abuse claims are properly handled.
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The ROI of Abuse Detection

Beyond protecting agents, the Abuse
Listener delivers measurable business
impact:

(vjTime savings: A process that once

took 4+ hours now takes 10-20
minutes.
@ Lower complaints costs: Faster

resolution = fewer escalations and
legal disputes.

@Proactive risk management: 75% of
high-risk complaints get resolved
early when businesses act quickly.

@Improved agent retention: Agent
churn drops when employees feel
protected and supported.

Conclusion:

Autolnsights: More Than
Just Abuse Detection

The Abuse Listener is just one part of the
Autolnsights ecosystem. Clients also
benefit from:

* Media Player Integration: Faster call
reviews, automated downloads, and
streamlined workflows.

e Al-Driven Categorization:

Automatically classifies customer

issues for reporting and trend
tracking.
e Root Cause Analysis: Understand

why customer complaints escalate.

e Quality Assurance & Compliance:
Ensure agents follow business and
regulatory guidelines.

Turning Abuse Data Into Action

Al-powered abuse detection

isn't just about flagging bad behavior—it's about

transforming how businesses handle difficult customer interactions. With the Abuse
Listener, organizations can protect their agents, enhance complaints handling, and drive

meaningful business improvements.

If your business is ready to move beyond reactive complaints handling and into proactive
abuse prevention, it's time to explore the power of Al-driven analytics.

Ready to protect your agents and streamline complaints handling?
Contact us today to see Autolnsights in action!
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