
Freeing and redirecting scarce technical 
support resources from routine calls to 
escalated customer concerns.

GOAL
As a cellular provider offering the features and benefits of a national provider 

while maintaining the customer-first mentality of a local business, Bluegrass 

Cellular is committed to providing fast and friendly service any way it can. The 

result? Bluegrass Cellular maintains the highest customer satisfaction ratings of 

any carrier in its Central Kentucky locale.

But the company knew it could do even better—and at a lower cost. That’s why 

it merged two similar departments into one Technical Support team, intending 

for its most experienced and senior-level agents to focus on providing Level 2 

technical support to customers experiencing wireless equipment problems. Yet, 

despite the reorganization and a clear mission, the new team spent an inordinate 

amount of time on calls that could and should be resolved by the cellular 

provider’s retail stores and Level 1 support staff.

In order to achieve their set goal of reducing Tier 2 call volumes by 10 percent 

(saving 3.5 percent of annual operational and labor expenses), contact center 

leaders knew they needed to better understand their negative customer service 

call trends in order to intervene with the appropriate, corrective actions required 

to reverse them. 

They decided Calabrio Analytics was the right tool for the task.



ANALYSIS & KEY FINDINGS
Bluegrass Cellular decided to use Calabrio’s speech analytics to analyze calls received by its 

Tier 2 Technical Support team. Leaders wanted to identify opportunities where retail or Tier 

1 customer service could serve callers instead, thereby freeing the Level 2 team to handle 

escalated customer concerns.  

First, contact center leaders needed to define the phrases Calabrio would analyze. They 

compiled a comprehensive list by soliciting feedback from experienced team members, 

listening to a sampling of calls experiencing above-average call durations, and listening to a 

variety of recorded calls to identify frequent phrasing. Then they put the list of phrases to 

work—and what they found was enlightening.

Contact center leaders found the calls unnecessarily burdening their experienced, Level 2 

Technical Support team primarily fell into five categories:

• Correct Alls—Sales and Customer Service agents call to request this action when 

devices that aren’t synced to the database don’t work properly.

• Existing Account with Past-Due Balance—Sales and Customer Service agents call to 

find out if customers have a past-due balance or the value of their past-due balance. 

• Voicemail Password Reset—Sales and Customer Service agents call to reset a 

customer’s voicemail and/or voicemail password.

• Portable Number—Sales and Customer Service agents call to find out if a cell phone 

number can be ported (transferred) from another carrier to Bluegrass Cellular.

• Good Standing Accounts—Sales and Customer Service agents call to find out if an 

account is in “good standing” (based upon pre-set business rules), making it eligible for 

special perks, promotions and payment channels.



SOLUTION
Contact center leaders then developed a multi-faceted training and process 

automation plan to redirect and properly disposition these five types of calls. 

Training

For tasks in which they already had access to data and authority—such as Correct 

Alls, Voicemail/Password Resets and Account Standing Checks—retail and Tier 

1 Customer Service teams completed additional, mandatory agent training 

teaching them how to better utilize the information resources they have at their 

disposal, and become more comfortable and confident in their interactions.

Process Automation

To automate manpower-intensive tasks and more complicated processes, 

Bluegrass Cellular engaged its development team to build custom graphical user 

interfaces (GUIs). For example, Bluegrass Cellular’s development team built a 

GUI enabling Sales and Customer Service agents to determine online—without 

needing to contact Technical Support—if a customer’s cell number is portable. 

In addition, contact center leaders are evaluating if they could use this type of 

approach to allow Sales and Customer Service agents to self-serve to find out if a 

customer’s account is considered to be an Account in Good Standing.

The development team also is building a GUI to deliver automated messages 

to agents handling Existing Account with Past-Due Balance requests that 

recommend actions to be taken, so agents no longer will need to manually review 

account details themselves.

RESULTS
By eliminating unnecessary calls to its Tier 2 Tech Support team, Bluegrass 

Cellular’s customers are happier and more satisfied, and its agents are more 

productive and engaged. But its quantitative benefits are equally impressive.

Originally intending to reduce by 10 percent the number of calls handled by  

Level 2 Technical Support, Bluegrass Cellular actually shrank that number by  

an impressive 14 percent, with additional and significant cost savings realized  

to boot. 

Additionally, contact center leaders find their requests for internal development 

work receive priority scheduling thanks to Calabrio-driven volume and ROI/

savings projections that substantiate their requests.

 FIRST-CALL RESOLUTION HAS INCREASED BY 20%

 14% CALLS TO LEVEL 2 TECHNICAL SUPPORT

 $100,000 DECREASE IN LABOR AND  
     OPERATIONAL EXPENSES



“Bluegrass Cellular might be a smaller company, but 
[Calabrio] makes even us analytics newbies awfully mighty. 
We’ve generated real results that free our Level 2 team 
to handle escalated customer concerns, and dramatically 
impacted our ability to operate as a highly efficient and 
effective contact center. Even though we’ve just begun, 
we’re already so busy imagining what’s next. It’s amazing!”

– ROBIN FENTRESS, DIRECTOR, CUSTOMER SUPPORT, BLUEGRASS CELLULAR


