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INTRODUCTION

The telecom sector is in the midst of massive change. With revenue 

from traditional service lines—fixed-line voice, mobile voice and 

messaging—in continual decline, telecom businesses are looking to 

fill the gap with revenue from digital services. Yet it’s the over-the-top 

(OTT) players like Amazon, Facebook and Netflix that are earning the 

lion’s share of digital revenue—while simultaneously eating further into 

voice, messaging and mobile revenue streams. New entrants into the 

telecom sector are tapping into digital infrastructure to quickly scale 

and disrupt the market with innovative offerings and service models. At 

the heart of all of this lies a customer satisfaction crisis. U.S. consumers 

vilify telecom businesses. Even as consumers become increasingly 

dependent on digital technology and celebrate digital media and 

content, the medium itself gets little credit—and all the blame.

To solve the customer satisfaction challenge—and build a future-proof 

strategy to survive and thrive amid market transformation—forward-

thinking telecom companies are honing in on the voice of their 

customers (the VoC). They’re leveraging VoC insights to drive quick-win 

savings and establish competitive advantages today, from minimizing 

the costs of managing dissatisfied customers to building a highly loyal 

customer base. And they’re building a customer-centric foundation 

for future success—understanding where the market is headed, 

anticipating customer demand and creating new service offerings to 

capture tomorrow’s market opportunities.

TELECOM TRANSFORMATION EXPOSES CUSTOMER SATISFACTION CRISIS
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WHAT’S SQUEEZING TELECOM REVENUES?
Several market factors create significant new challenges for telecom businesses:

TRADITIONAL REVENUE 
STREAMS ERODING

In 2011, over-the-top (OTT) players like Apple, 

Facebook and Google accounted for 11 percent of 

fixed voice services, nine percent of messaging 

services and just two percent of mobile voice 

services.1 Fast forward to 2018: OTT players will 

account for 50 percent of fixed voice, 60 percent 

of messaging and 25 percent of mobile voice 

services. These changes will result in a 36-percent 

decrease in consumer spending on these traditional 

telecom services.

OTT PLAYERS CALL THE 
SHOTS ON DIGITAL SERVICES

OTT companies in both the B2C (Netflix, Hulu, Ebay, 

Alibaba, etc.) and B2B (Amazon, Cisco, Microsoft, 

Google, etc.) spaces are building their success 

directly on the backs of telecom providers, using 

digital connectivity to deliver their own services, 

charging consumers while contributing virtually 

nothing to telecom network maintenance and 

service delivery. To keep up with the increased 

data traffic from OTT services, Deloitte says 

telecom companies will need to make a $150 

billion investment over the next four years.2 The 

OTTs will benefit most from this investment, but it’s 

the telecom companies who will suffer most if the 

investment is not made.

SLOW GROWTH  
IN OVERCROWDED, 

HYPERCOMPETITIVE MARKET

As rapid technology improvements reduce the 

barrier to entering the telecom sector, there has 

never been more competition in the telecom 

market. Correspondingly, telecom CAGR in North 

America is projected at just 0.3 percent through 

2020.3 This global trend is even more pronounced 

elsewhere, with telecom CAGR in Europe projected 

to be greater (read: worse) than -1 percent over 

the next several years.4 Perhaps most challenging 

of all: there are no true “new” customers in the 

U.S. telecom market. We now average more than 

one digital connection per U.S. citizen, meaning 

that all “new” customers must be stolen from the 

competition. That’s expensive.

1. https://www.mckinsey.com/industries/telecommunications/our-insights/overwhelming-ott-telcos-growth-strategy-in-a-digital-world
2. https://www2.deloitte.com/us/en/pages/consulting/articles/communications-infrastructure-upgrade-deep-fiber-imperative.html
3. https://www.mckinsey.com/industries/telecommunications/our-insights/overwhelming-ott-telcos-growth-strategy-in-a-digital-world
4. https://www.mckinsey.com/industries/telecommunications/our-insights/overwhelming-ott-telcos-growth-strategy-in-a-digital-world
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36% DECREASE
IN CONSUMER SPENDING ON THESE SERVICES

These Changes will Result in a

OTT Share of Core Telecom Services5
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5. https://www.mckinsey.com/industries/telecommunications/our-insights/overwhelming-ott-telcos-growth-strategy-in-a-digital-world
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THE CUSTOMER SATISFACTION CRISIS
The telecom sector historically suffers from exceptionally low customer satisfaction levels and exceptionally high contact 

rates. Typically second only to government and public organizations, the U.S. telecom sector has seen customer satisfaction 

levels continually decline since the American Consumer Satisfaction Index began measuring levels in 1994.6 Anecdotal 

evidence of consumers’ vilification of telecom companies abounds, and objective research backs it up: A recent survey 

found that for a large portion of U.S. consumers (39 percent), the only thing stopping them from switching to another 

telecom provider is the expectation that all other options will yield equally poor levels of customer service.7 

6. http://www.theacsi.org/
7. Oracle Communications
8. Oracle Communications

BIG CHANGES & BIG CHALLENGES 
FOR TELECOM COMPANIES

TELECOM
How to Drive a Competitive Advantage Through the Contact Center
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U.S. ACSI 2017 Sector Rankings2

TODAY TOMORROW
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mostly for random quality assurance 
checks and reactive investigations.

REVENUE FIGURES SALES FIGURES

CMOS & CIOS RELY ON ONE-DIMENSIONAL DATA
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BUT THEY’RE LOOKING IN THE WRONG PLACES6

72% of businesses say improving the 
customer experience is their  
ABSOLUTE TOP PRIORITY5

HEAR THE VoC
DELIVER STAND-OUT EXPERIENCES

1. https://www.mckinsey.com/industries/telecommunications/our-insights/overwhelming-ott-telcos-growth-strategy-in-a-digital-world
2. www.theacsi.org
3. 2016 [24]7 Customer Engagement Index: https://info.247.ai/WS-NA-CE-Index-WS.html
4. 2016 [24]7 Customer Engagement Index: https://info.247.ai/WS-NA-CE-Index-WS.html
5. https://wp.nyu.edu/adityakapoor/2017/02/17/churn-in-the-telecom-industry-identifying-customers-likely-to-churn-and-how-to-retain-them/
6. Oracle Communications
7. https://www.forrester.com/72+Of+Businesses+Name+Improving+Customer+Experience+Their+Top+Priority/-/E-PRE9109
8. Calabrio Report: Business Transformation and Analytics: Driving Change in a Customer-Centric World
9. https://www2.deloitte.com/us/en/pages/consumer-business/articles/retail-distribution-industry-outlook.html

TURN THE CONTACT CENTER INTO A BUSINESS 
INTELLIGENCE HUB
Learn more about how leading contact center analytics solutions can help telecom businesses 
deliver truly outstanding customer experiences and build a future-proof strategy founded on 
direct customer insights.

http://www.calabrio.comhttps://www.calabrio.com/
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RISING CONSUMER EXPECTATIONS
The rapidly rising expectations of consumers greatly intensifies this customer satisfaction problem.

CONSTANT CONNECTIVITY & 
INSTANT GRATIFICATION

Digital consumers are accustomed to the anytime-

anywhere service and right-now solutions they 

get from customer experience leaders like 

Amazon. Moreover, they hold telecom companies 

accountable for any lag in that instant gratification—

often lacking awareness that the fault may lie 

with the OTT application itself (i.e., Netflix network 

issues), with the user device (i.e., a slow, old tablet) 

or even with the user (simple user error).

CONVENIENCE & 
PERSONALIZATION

Customer experience leaders also excel in 

delivering highly customized services and offerings, 

leading telecom customers to look for the same 

qualities. Nevertheless, telecom companies must 

walk a difficult line between using customer data 

to deliver on these expectations, while meeting 

customer expectations for data privacy.

DECLINING LOYALTY

Digital consumers’ only loyalties are to themselves. 

He seeks instant gratification, convenience and 

personalization—and will quickly switch brands for 

a marginal improvement in any one of these areas. 

Digital technologies amplify the shifting loyalty 

paradigm, as it often takes just a few taps of a finger 

to switch brands.
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9. https://blogs.gartner.com/jake-sorofman/gartner-surveys-confirm-customer-experience-new-battlefield/
10. https://www.forrester.com/72+Of+Businesses+Name+Improving+Customer+Experience+Their+Top+Priority/-/E-PRE9109
11. https://blogs.gartner.com/jake-sorofman/gartner-surveys-confirm-customer-experience-new-battlefield/

THE CUSTOMER TAKES CENTER STAGE
The telecom sector is not alone in its challenges. As increasing market pressures, declining loyalty and rising consumer expectations collide, 

the customer experience (CX) is taking center stage across the business world. Gartner says almost all businesses (89%) are competing mostly 

on the basis of CX—an enormous leap from just 36 percent in 20129—and 72 percent of businesses say improving the CX is their absolute top 

priority.10 Perhaps the most compelling statistic is this: Gartner estimates that companies are now redirecting half of their innovation dollars from 

improving their products to improving their CX.11 It may be clichéd, but it bears repeating: Businesses are no longer selling goods and services, 

they’re selling the experience of buying and consuming them.

TWO FACETS OF A STAND-OUT TELECOM CUSTOMER EXPERIENCE

Reduce Customer Effort Today

Identify and solve paint points. Reduce friction and frustrations.

Anticipate Tomorrow’s Needs

Understand how media consumption is changing—and where it’s 

headed. Get ahead of the trends and build out infrastructure  

and services to meet these future needs.

easy easy
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THE KEY: LISTENING TO THE 
VOICE OF THE CUSTOMER
To get ahead of customer wants and needs, telecom companies need to tune into customer feedback. The voice of the customer 

(VoC) offers firsthand intelligence that tells you what’s working—and what isn’t—throughout the business. This intelligence holds 

the answers to big questions around increasing customer retention, reducing operational costs and driving growth—even where 

the business can focus its innovation efforts. In the contact center, smart leaders have long known that a wealth of valuable 

insight comes pouring into their contact centers every day. Yet most businesses are only examining two percent of their customer 

interactions—and only one in three businesses today are using analytics to extract insights from their customer interaction data.12 

That’s because until now, these tools remained too costly and cumbersome to be practical and usable.

12. https://www2.deloitte.com/us/en/pages/consumer-business/articles/retail-distribution-industry-outlook.html
13. https://www2.deloitte.com/us/en/pages/consumer-business/articles/retail-distribution-industry-outlook.html
14. Calabrio Report: Business Transformation and Analytics: Driving Change in a Customer-Centric World

ONLY 1 IN 3  
businesses are 
using customer 
interaction analytics13

WHY
NOT?14

24% 20% 19%

TOO
COMPLICATED

INSIGHTS 
AREN’T USABLE

TOO MANY 
DATA SOURCES 
TO INTEGRATE
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The net-promoter score (NPS) was introduced in 2003. Think of how dramatically the telecom world  

has changed since then; think of how much the whole world has changed since then. Understanding the VoC 

requires evolving the tools and metrics to gain a deeper understanding. NPS only tells you if a customer will 

recommend you or not. Understanding the why or the why not—that’s truly actionable intelligence.

GOING DEEPER THAN NPS 

BIG CHANGES & BIG CHALLENGES 
FOR TELECOM COMPANIES

TELECOM
How to Drive a Competitive Advantage Through the Contact Center
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1. https://www.mckinsey.com/industries/telecommunications/our-insights/overwhelming-ott-telcos-growth-strategy-in-a-digital-world
2. www.theacsi.org
3. 2016 [24]7 Customer Engagement Index: https://info.247.ai/WS-NA-CE-Index-WS.html
4. 2016 [24]7 Customer Engagement Index: https://info.247.ai/WS-NA-CE-Index-WS.html
5. https://wp.nyu.edu/adityakapoor/2017/02/17/churn-in-the-telecom-industry-identifying-customers-likely-to-churn-and-how-to-retain-them/
6. Oracle Communications
7. https://www.forrester.com/72+Of+Businesses+Name+Improving+Customer+Experience+Their+Top+Priority/-/E-PRE9109
8. Calabrio Report: Business Transformation and Analytics: Driving Change in a Customer-Centric World
9. https://www2.deloitte.com/us/en/pages/consumer-business/articles/retail-distribution-industry-outlook.html
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GET BUY-IN
INTUITIVE ANALYTICS MAKE IT EASY 
TO BUILD CUSTOMER-CENTRIC 
STRATEGIES ACROSS THE BUSINESS

New analytics solutions make it easy and cost-effective 

to monitor and examine 100 percent of contact center 

interactions—without the need for dedicated data analysts. 

These leading contact center analytics solutions seamlessly 

integrate all customer data streams to build a single, unified 

picture of each customer. Moreover, these new tools are built 

to deliver the user-friendly functionality and intuitive outputs 

that make contact center insights accessible to anyone in the 

organization—bringing the deep customer-centric insights 

that business leaders know they need to build a solid 

strategy for the future.

How do you demonstrate  
the value of contact center 
analytics to business leaders?

YET THE  
CHALLENGE 
REMAINS >  
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1 1

Leveraging contact center analytics to drive truly 
customer-centric retail

By connecting contact center analytics insights with high-level challenges and goals across the business, 

telecom contact center leaders can elevate the contact center as a powerful driver of business value.

8 VoC-DRIVEN STRATEGIES: 



1 2

8 STRATEGIES TO IMPROVE THE CUSTOMER EXPERIENCE

KEY BUSINESS CHALLENGE: 

How do we identify and prioritize “fixes” in the 

customer experience?

PROVEN STRATEGY: 

Leverage contact center analytics to connect 

customer pain points with attrition costs.

QUANTIFYING

THE COST OF 
CUSTOMER PAINS— 
AND PRIORITIZING  
CX IMPROVEMENTS

1 2

1 $

$ !
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WHY IT’S CRITICAL:

The most difficult part of improving the customer experience is figuring 

out where—and how—to start. Traditional metrics like NPS give little 

insight into specific customer pain points. Moreover, contact center 

leaders frequently struggle to gain buy-in from executives to justify the 

costs of technology and operational improvements.

HOW THE CONTACT CENTER CAN HELP:

At the most basic level, a comprehensive contact center analytics 

solution can help a business identify its most pertinent customer pain 

points. This includes both long-term frustrations and acute issues, 

which can be identified in near-real time. These customer paint points 

can be cross-referenced with customer attrition statistics, enabling 

the business to rank customer experience issues both according to 

customer priority and business value (in terms of customer attrition). 

Armed with this objective data, contact center leaders can build out 

a customer experience improvement strategy that directly weighs 

the cost of an improvement against the cost of maintaining the status 

quo. Providing executives and other decision-makers with data-driven 

strategy that speaks the language of business costs and business 

value helps contact center leaders gain credibility, trust and traction for 

their improvement initiatives.

EXAMPLE USE CASE: 
REDESIGNING E-BILLS TO  
INCREASE CUSTOMER SATISFACTION

A large telecom company dove into its robust VoC data, 

identifying e-bills as a top customer pain point that directly 

correlated with a high level of customer attrition. Using 

the cost of attrition to justify the cost of the initiative, the 

company directly incorporated customer feedback to simplify 

and streamline its e-bills. This improvement cut billing-related 

customer complaints in half almost immediately, decreased 

contact rates and corresponded with an increase in customer 

retention over the next two years.

QUANTIFYING

THE COST OF 
CUSTOMER PAINS— 
AND PRIORITIZING  
CX IMPROVEMENTS

1 $

$ !
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KEY BUSINESS CHALLENGE: 

How do we track a single customer across every 

interaction point?

PROVEN STRATEGY: 

Leverage contact center analytics to create one 

single view of the customer—no matter the channel.

OPTIMIZING

THE OMNICHANNEL 
EXPERIENCE

2

1 4
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WHY IT’S CRITICAL:

Twenty years ago, the typical consumer used just two touch points 

when buying from a retailer. Today, the average consumer uses six 

different channels over the course of a single buying experience. 

This fragmented customer journey creates nightmares for everyone 

from customer service teams to marketing and sales. Just one in 

three contact centers can currently track a customer across multiple 

channels. From a customer experience standpoint, this leaves 

customer service agents frequently unable to resolve issues due 

to incomplete information from disconnected systems and siloed 

databases—and leads to the biggest customer complaint: 89% of 

customers say they’re frustrated by the need to repeat their issues 

multiple times over the course of resolving a problem. Beyond the 

contact center, businesses are frequently making “customer-centric” 

decisions based on data filled with both holes and redundancies.

HOW THE CONTACT CENTER CAN HELP:

Leading contact center analytics solutions start with a foundation 

of comprehensive capture of all customer interaction data—every 

call, every chat, every post, every time. Just as importantly, best-in-

class analytics solutions use sophisticated tools to convert all of this 

structured and unstructured data into usable information. This gives 

contact center agents a detailed and complete picture of a customer—

from previous interactions to the full story surrounding the current 

customer issue—so they can more quickly and intuitively solve customer 

problems. This robust, comprehensive data also powers analytics 

engines to deliver deeper, more accurate insights that business leaders 

can use to confidently build customer-centric strategies.

EXAMPLE USE CASE:  
CORRECTING AN FCR IMPROVEMENT STRATEGY

A telecom provider created a contact center strategy for 

increasing first-call resolution (FCR) to improve customer 

satisfaction. The FCR improvement strategy identified 

characteristics (from the reason for calling to demographics 

of the customer) that most commonly led to multi-call 

interactions, and aimed to develop better, quicker solutions 

to these challenging issues. However, because the contact 

center was only looking at call data, the FCR analysis was 

missing a huge range of customer interactions. By upgrading 

to a leading contact center analytics platform, the retailer 

integrated all customer interaction data and re-conducted its 

FCR analysis. This produced a new, more accurate picture 

of the most challenging customer issues. Armed with these 

insights, the telecom company developed streamlined 

agent workflows for resolving these issues more quickly—

increasing both their FCR rate and their customer  

satisfaction scores.

OPTIMIZING

THE OMNICHANNEL 
EXPERIENCE

2
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KEY BUSINESS CHALLENGE: 

How do we improve engagement among our contact 

center agents?

PROVEN STRATEGY: 

Leverage contact center analytics to deliver near-real 

time feedback and enhanced agent coaching.

INCREASING 

AGENT ENGAGEMENT 
TO DRIVE CUSTOMER 
SATISFACTION

3

1 6
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WHY IT’S CRITICAL:

It’s an established fact that more engaged agents deliver better 

customer experiences. They’re more informed, more genuine and 

more motivated to continually improve their customer service skills. 

But cracking the agent engagement code is difficult. Measuring 

performance can be subjective. It’s not always financially possible to 

offer financial performance incentives—and these incentives don’t 

always produce results. But engagement isn’t just about the reward; 

it starts with direction. In other words, instead of focusing on the 

figurative carrot at the end of the improvement path, it’s more important 

to focus on creating and smoothing the path itself. More and more 

contact centers are finding that achieving measurable performance 

improvement is, all on its own, the agent-motivating “carrot.” 

HOW THE CONTACT CENTER CAN HELP:

Leading contact center analytics platforms integrate with best-in-

class workforce engagement management (WEM) solutions to deliver 

near-real time agent feedback. Analytics engines evaluate every 

call and every interaction, providing agents with a comprehensive 

and objective look at their current performance as it measures up 

to previous performance, established benchmarks and their peers’ 

performance. This feedback provides healthy competitive motivation 

that keeps agents engaged and provides clear direction for their 

improvement efforts. Comprehensive, automated call evaluation also 

provides managers and supervisors with robust insights to inform 

better agent coaching and training.

EXAMPLE USE CASE: 
LEARNING FROM THE BEST AND THE WORST

A large telecom contact center leveraged analytics to build 

a set of agent best practices, based on the very best and 

the very worst customer calls. Using comprehensive call 

evaluation, managers identified interactions resulting in the 

highest and the lowest customer satisfaction ratings. With 

100-percent call capture, the managers then dove into those 

calls, building out a list of the things the best agents do 

differently, as well as learning what’s missing (and what to 

watch out for) in calls that end with dissatisfied customers. 

These agent best practices drive a rejuvenated agent 

onboarding program that better equips new agents to excel 

from day one.

INCREASING  

AGENT ENGAGEMENT 
TO DRIVE CUSTOMER 
SATISFACTION

3
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KEY BUSINESS CHALLENGE: 

How do we make the most of our cross-sell and 

upsell opportunities?

PROVEN STRATEGY: 

Leverage contact center analytics to predict upsell 

opportunities—and learn from missed opportunities.

OPTIMIZE

CROSS-SELLING 
AND UPSELLING

4

1 8
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WHY IT’S CRITICAL:

While telecom contact centers increasingly implement self-service 

options, there’s still incredible value in cross-selling and up-selling 

in the form of first-person recommendations from live contact 

center agents. But with savvy consumers that can quickly sniff 

out an overt sales pitch, businesses need to ensure that cross-

sell and upsell pitches are positioned as value-adds that meet a 

customer’s specific needs or preferences.

HOW THE CONTACT CENTER CAN HELP:

Best-in-class analytics solutions enable the contact center to 

create a list of keywords and phrases that identify cross-sell 

and upsell opportunities. Agents and supervisors can review 

calls involving successful sales conversions, as well as missed 

opportunities. Businesses can even pull in CRM data to give 

agents valuable insight into customers’ service history and 

personal preferences. All of this helps to transform contact center 

agents into skilled sales representatives capable of delivering the 

natural, consultative service that customers respond to.

EXAMPLE USE CASE: 
BUILDING CUSTOMIZED UPSELL OFFERS  
WITH PREDICTIVE ANALYTICS

A large telecom corporation created a centralized 

customer profile that brings together data from all customer 

interactions—even integrating CRM data to identify 

customers’ most-used and least-used services. Their  

analytics and advanced reporting tools can help agents 

recommend additional products based on this customer 

profile, suggesting packages that offer a better service 

mix and/or a better value, based on a customer’s specific 

consumption habits.

OPTIMIZE

CROSS-SELLING 
AND UPSELLING
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KEY BUSINESS CHALLENGE: 

How do we leverage the efficiency of automated 

service with the enhanced problem-solving  

of a real agent? 

PROVEN STRATEGY: 

Leverage contact center analytics to create one 

single view of the customer—no matter the channel.

IMPROVING

SELF-SERVICE—AND 
FINDING THE BEST 
PLACES TO ADD A 
HUMAN TOUCH
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WHY IT’S CRITICAL:

Automation is exploding across the customer service world, driven 

by consumer demand for quick self-service experiences. Telecom 

companies are rushing to expand and optimize their self-service 

options to maximize both efficiency and customer satisfaction. But 

humans aren’t leaving the contact center anytime soon. The challenge 

for the contact center of tomorrow will be to hone in on the interactions 

where a human can truly provide a next-level experience, shifting 

agents from answering basic questions to solving the most complex 

customer issues.

HOW THE CONTACT CENTER CAN HELP:

Emerging contact center analytics solutions use advanced speech-to-

text tools to analyze both live-agent and self-service interactions across 

all channels. This enables contact center leaders to gain high-level 

insights on how to optimize the blend of self-service and live-agent 

help—from building out more robust self-service workflows to adding 

fast-track options that route more complex issues to a live agent for 

faster resolution. 

EXAMPLE USE CASE: 
IMPROVING SELF-SERVICE MENU OPTIONS

To improve its self-service offering, a large telecom provider 

compared all its self-service options (voice, web, chat and 

text). Seeing that significantly more text-based self-service 

interactions led to increased contact rates as more customers 

called to speak with a live agent, contact center leaders 

examined these frequent instances where customers could 

not reach a resolution through self-service. This examination 

determined that the self-service options through the text 

channel were much more generic and less specific, leaving 

customers frustrated that they could not accurately describe 

their issue. The contact center aligned the self-service menus 

and workflows across all channels, and quickly saw the 

resulting live-agent calls come into alignment and contact 

rates decrease.

IMPROVING

SELF-SERVICE—AND 
FINDING THE BEST 
PLACES TO ADD A 
HUMAN TOUCH
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KEY BUSINESS CHALLENGE: 

How do we better align our portfolio of telecom 

services with customer demand? 

PROVEN STRATEGY: 

Leverage contact center analytics to understand what 

customers are loving—and what they’re missing.

OPTIMIZE

SERVICE
PORTFOLIO
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WHY IT’S CRITICAL:

All forward-thinking telecom providers are taking a hard look at 

how they can optimize their service portfolio to align with customer 

demands—both today and for the future. They’re looking to 

eliminate services with low customer demand and/or low perceived 

customer value to reduce costs. At the same time, they’re looking 

for opportunities to drive revenue: Identifying services customers 

are willing to pay more for, as well as uncovering unmet or emerging 

customer demands to gain a competitive advantage.

HOW THE CONTACT CENTER CAN HELP:

The ability to listen to 100 percent of customer voices paints a 

complete and accurate picture of customers’ likes and dislikes. 

Instead of hearing only the most polarized, self-selecting voices, 

telecom companies can hear from the “great middle”—the majority of 

customers that are neither extremely satisfied nor extremely upset. 

This sheds light on which services customers value most (and may 

pay more for) and those they can live without. Keeping a close ear 

on the VoC can also reveal emerging changes in media consumption 

behavior, unmet customer needs and other opportunities to get ahead 

of the market and create new revenue streams. Finally, telecom 

businesses can better understand and communicate their service 

offerings in customer-centric language. For example, instead of 

describing internet service in terms of download speeds, an agent can 

reference the ability to watch Netflix uninterrupted during a morning 

commute, or the ability to stream music while working via several web 

applications and chatting on Facebook.

EXAMPLE USE CASE: 
PRIORITIZING SERVICE LINE IMPROVEMENTS

A large telecom provider conducted a comprehensive, 

retroactive analysis of all customer interactions, across 

every channel, to understand which elements of which 

services garnered the most complaints. The analysis showed, 

unsurprisingly, that digital connectivity was the biggest source 

of customer frustration. But more specifically, the company 

was able to directly compare customer frustrations, seeing 

that download/upload speed of an internet service offering 

was objectively 87 times more important than voice quality of 

a mobile voice service. The telecom company leveraged these 

insights to prioritize investments in improving internet services, 

offsetting those investments by both charging more for internet 

services and funneling budget away from mobile voice services.
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KEY BUSINESS CHALLENGE: 

How do we maximize the ROI of our marketing efforts?

PROVEN STRATEGY: 

Leverage contact center analytics to evaluate the 

impact of marketing messages and zero in on targets.

REFINE

MARKETING
STRATEGY
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WHY IT’S CRITICAL:

Telecom companies spend millions on marketing to attract net-new 

customers—and millions more to keep existing customers engaged 

and satisfied. They know they have to stay one step ahead of ad-savvy 

consumers and stay on top of emerging marketing channels. Moreover, 

marketing leaders know that metrics are a must: the age of trusting that 

advertising “just worked” is over; if you can’t measure impact, you’ve 

failed. CMOs are hungry for data sources that can provide insight into 

the reach and impact of every marketing message—and they’re looking 

for ways to plow those insights back into their marketing strategy, 

honing customer profiles, marketing messages and campaign targeting 

to drive better results.

HOW THE CONTACT CENTER CAN HELP:

Comprehensive contact center analytics enable marketing departments 

to conduct ongoing, near real-time market research at an exceptionally 

low cost. They can hear straight from customers what works, what 

doesn’t, what they like and what they don’t like. This gives marketing 

teams the agility to quickly adapt their target audience profile in near-real 

time, adjusting existing campaigns and informing future efforts so they 

reach the right audience, through the right channels, at the right time—

the holy trinity of marketing.

EXAMPLE USE CASE: 
TRACKING THE SUCCESS OF A MULTI-CHANNEL 
MARKETING CAMPAIGN IN NEAR REAL-TIME

A specialized internet service provider launching a year-long 

multi-channel new-business campaign leveraged contact center 

analytics to directly track the reach and impact of their campaign. 

The marketing team tracked which specific channels were most 

successful, and looked in-depth at which messaging and calls-to-

action corresponded with the most contact center interactions. 

Data even revealed specific regions or demographics where the 

campaign performed particularly well, or notably below average.

REFINE

MARKETING
STRATEGY
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KEY BUSINESS CHALLENGE: 

How can we ensure compliance with PCI and other 

data security requirements?

PROVEN STRATEGY: 

Leverage contact center analytics to drive adherence; 

dive into call recording and interaction data to rapidly 

investigate an incident.

SIMPLIFY

COMPLIANCE  
& MITIGATE RISK
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WHY IT’S CRITICAL:

Contact centers are subject to increasingly strict regulatory compliance 

requirements—from what agents can and cannot say, to how agents 

(and software) handle sensitive customer information. The accelerating 

trend of data breaches and cyber fraud brings pressure on retailers 

from concerned consumers themselves, as well as new regulations like 

the landmark EU General Data Protection Regulation (GDPR). Failing to 

proactively ensure compliance puts a retail business at risk for costly 

fines and even more costly data security incidents—not to mention 

devastating brand damage. In the event of a suspected (or confirmed) 

security incident, not having the tools and strategy in place to respond 

quickly can allow the damage to rapidly spiral out of control.

HOW THE CONTACT CENTER CAN HELP:

Contact center analytics provides complete visibility into what agents are 

saying (or not saying) from a compliance/adherence perspective. Using 

sophisticated speech analytics tools, an organization can automate 

compliance monitoring and track script adherence to identify the

use of disallowed language and flag high-risk interactions. Best-in-class 

analytics solutions also offer manual and automatic pause-and-resume 

functionality that simplifies compliance with PCI guidelines for the storing 

of credit card and financial information. If fraud or a data security incident 

should occur, comprehensive call recording and review tools give 

security leaders the tools to quickly conduct a forensic investigation, 

helping to identify the source of the issue and limit the damage.

EXAMPLE USE CASE: 
LEVERAGING AUTO-PAUSE TO  
SIMPLIFY PCI COMPLIANCE

To avoid the hefty fine for accidentally recording sensitive PCI-

protected information (credit card numbers) during customer calls 

where billing information is taken, several telecom companies 

use the auto-pause feature offered by a best-in-class contact 

center analytics solution. When a service representative 

accesses a particular screen or field, the audio and screen 

recording is automatically paused, and when the agent leaves 

that screen or field, the recording automatically resumes. The 

companies ensure PCI compliance—without adding any burden 

to agents.

SIMPLIFY

COMPLIANCE & 
MITIGATE RISK
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CONCLUSION
LISTENING: THE SIMPLEST WAY TO CREATE CUSTOMER-CENTRIC BUSINESS STRATEGY

Digital technologies are forcing telecom companies to shift from focusing on network infrastructure to focusing 

on the customer. No longer can telecom companies afford to lag behind other industries in customer satisfaction 

and customer experience. The biggest names in customer experience—Amazon, Apple, Facebook, Netflix, 

etc.—are slowly encroaching on the business, market share and revenue of traditional telecom companies. To 

weather this market transformation—and thrive in a rapidly evolving landscape—telecom companies need to 

elevate the customer experience and build a new level of customer loyalty based on delivering highly convenient, 

personalized services that anticipate customers’ needs. 

The key to all of this is quite simple: Listen to what your customers are telling you. Forward-thinking telecom 

companies large and small are leveraging sophisticated, easy-to-deploy and cost-effective analytics solutions to 

truly listen to the full voice of the customer. By capturing every customer interaction, across every channel, these 

telecom leaders are harvesting a trove of powerful insights to drive intelligent strategies across the organization: 

from understanding how to deliver an outstanding customer experience and informing smarter marketing 

campaigns, to optimizing their service portfolio and prioritizing investment, to building innovative new offerings 

to meet emerging digital demands and directly compete with OTT players. By implementing just a few of the 

strategies discussed in this ebook, a telecom business can begin building a future-proof strategy founded on 

direct customer insights—transforming the contact center from a cost center to a business intelligence hub that 

drives the next generation of customer-centric telecom services.
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To learn more about how Calabrio’s comprehensive contact center suite is revolutionizing the way organizations  

engage their customers, visit Calabrio.com.

The clean and simple way 

to capture every customer 

voice—across every 

channel. Create a unified 

view of the customer, 

see the big picture with 

new clarity and leverage 

comprehensive voice-of-the-

customer data to drive key 

business objectives.

Highly automated and 

efficient evaluation of 

100% of your customer 

interactions. Shorten 

feedback loops and target 

training to drive better 

agent performance that 

directly improves customer 

satisfaction.

Smart forecasting, 

scheduling and admin tools 

that drive elevated WFM 

strategies. Efficiently predict 

and respond to dynamic 

customer call volume 

and deliver a consistently 

outstanding contact center 

experience.  

Sophisticated speech and 

text analytics engines that 

harness the voice of the 

customer—and intuitive 

outputs that bring that data 

to life. Leverage predictive 

and prescriptive insights 

to deliver value to sales, 

marketing, IT, product 

development and business 

development teams.

Amazingly integrated 

reporting and analytics tools 

that integrate customer and 

business data from across 

the organization. Break 

down data silos, eliminate 

tedious reporting, visualize 

critical metrics and see the 

full story your data tells.

Ready to see what intelligent analytics can do for your organization?

Visit Calabrio.com or contact a Calabrio representative for a personalized demo and a customized assessment of your contact 

center’s biggest opportunities.
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http://www.calabrio.com

