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THE TEST INSIGHTSTHE CHALLENGE

The test call which can be scheduled or manually 
activated is routed though the customer’s call centre 
menu to a hidden option which plays an audio track 
which is recorded and analysed for quality using 
an international standard audio test (PESQ). The 
result of each test is displayed immediately and the 
recording of the test is available for playback at any 
time for confirmation of the result of the test. 

The test detects non-connection, silence, IVR 
failures and audio quality. The customer decides 
on what actions to take depending on the results 
and decides on what level of alerts and reporting 
is required. In this case, the customer requested 
immediate alerts for failures of mission critical 
numbers which in this case was done by a Spearline  
automated call to a designated number. Our 
customer support manager maintained a daily 
contact with the customer to keep them informed of 
major issues and to help them resolve these issues 
where it required intervention with for instance a 
carrier in a particular country/region. 

Our customer is a large multinational which 
has operations across the world. They 
operate a number of different contact 
centres for sales and customer support 
functions. Across the entire organisation 
they have hundreds of toll and toll free 
numbers using a variety of different 
infrastructures and carriers. 

After an initial pilot project with Spearline 
we established that there were a number of 
significant issues with some numbers. The 
significant issues that typically affect customers 
would be a total failure to connect the call, silence 
on the line (i.e. a failure to reach any menu options 
at all) or audio quality which was below acceptable 
thresholds.

The customer was quite shocked by the variety 
and extent of the problems encountered and 
decided to instigate a larger number of test calls 
across their entire network in order to investigate 
further. Spearline began to set up tests for the 
customer in each country to be tested. The test 
calls are placed from within the country being 
tested using our worldwide network of servers 
thereby exactly replicating the callers’ experience. 

This means that while  the level of failures 
improved - in this case because a large number 
of numbers no longer in service were finally 
taken out of service from our customer’s 
numbers list - the remaining numbers in service 
suffered from poor audio quality in particular 
countries. With those countries identified, 
we were able to inform our customer of the 
individual underperforming numbers and help 
them to deal with their carrier to undertake a 
programme to upgrade audio quality.
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The initial testing from January to March 
showed an overall high failure rate in the 
first month with improvements made in 
subsequent months. Whilst the total number 
of failures went down due to intervention 
the overall quality was poor at an average of 
3.17 well below our recommended comfort 
level of 3.30 on the PESQ scale.  
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Total Tests

Average PESQ

Testing Failures Testing Failures  by Reason

1,640

3.30

319

Current Testing Total Tests/Average PESQ per Month

11  Countries in Testing

54  Countries Available

Iceland
Russia
Poland
Finland
Greece
Norway

Austria
Hungary
Portugal
Romania
Argentina

Attention necessary; 
no appreciable effort 
required
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KEY BENEFITS OF TESTINGREPORTING

From the customers point of view the power 
of the data lies in their ability to use it to 
troubleshoot issues and to utilise it to identify 
issues with, for instance, a carrier delivering poor 
quality service. The test can be re-scheduled as 
many times as necessary to ensure that a fix has 
been implemented correctly and the ability to 
listen to a recording of a test call at any time gives 
additional power when dealing with a third party 
vendors/service providers. 

The customer support team supports the 
customer’s testing 24/7 which means that there is 
on the spot assistance and advice around the clock 
covering all timezones. In addition our experience 
can frequently help the customer bring a quicker 
resolution to commonly discovered faults and 
outages.

With any quality issues, the customer can 
benchmark their numbers’ performance against 
millions of previous tests carried out by Spearline 
which means the customer is empowered with the 
knowledge of the standards which can be achieved 
in any region or country.

The Service Delivery Manager also prepared 
a high level report on failures and fixes to 
help the customer spot trends in the overall 
quality they achieved. A significant aspect of 
the customer service provided by Spearline 
is our 24/7 customer support team who 
monitor test results for each customer in 
real time. 

This means that as soon as a test call reports 
a failure our customer support team verify the 
reported failure by re-testing on the spot. This 
ensures that no “false positives” are returned and 
that the error is not a one-off but is a repeatable 
event. This means there is no wasted effort on the 
part of the customer and it ensures that only issues 
which need to be resolved are reported to them. 

A typical monthly report would record the relative 
number of tests across the various business 
divisions within the customers organisation 
together with an overview of the total number 
of failures month by month. In this example the 
overall average audio quality is good but the 
overall number of failures increased in the first 
quarter. Again the failures were narrowed down 
to particular countries and numbers and fixes 
monitored with further testing. 

As can be seen from the example given, 
the number of failures can vary significantly 
from month to month which reflects the 
dynamic and ever-changing nature of modern 
telecommunications infrastructure. The 
parameters reported on by us for the customer 
overview can change from month to month and of 

course the customer has direct access to the 
extensive reporting software contained within 
our online platform to break down the data by a 
large number of parameters. 

We also did a comparison of PESQ scores 
for average audio quality, broken down by 
geographic region.  The customer had set the 
benchmark for minimum audio quality required 
to be 3.2 on the PESQ scale with anything less 
requiring immediate action by them to remedy. 
In this example the LATAM region had an 
average score of 3.5 which would have meant 
that for that reporting period there would have 
been a significant number of calls below the 
acceptable threshold. 

Testing Failures Per Country & Number
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Number no longer in service 258

DTMF Issues 50

Busy 4

Music in conference 3

Quality too poor to return score 2

Silence on the line 1
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