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Built -In Knowledge/Intelligence

Á Maximum User Effort
Á Time Consuming
Á Inefficient

Á Medium User Effort
Á On Demand

(+ maintenance)
Á Limited Efficiency

Sensors and Preprogramed
(Temperature is always just right!)

Á No User Effort
Á Ȱ)ÎÖÉÓÉÂÌÅȱ
Á Highly Efficient
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Alert

You have used 400 Minutes 
of your Everything 450 plan.

To avoid overage charges,
Launch mobile zone

CancelMobile Zone
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Action Analysis

Need for Care Prevent Overcare Action

Channel Analysis

Proactive Unassisted Assisted

Opportunity for Care

Care opportunity Mode

Moments of Truth Analysis

Moment of Truth Root Cause



Insight Proactive Care ROI

Insight Experience Improvement ROI 
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INPUT FROM INSIGHT
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INPUT FROM STATS
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INPUT FROM OBSERVATION

Experience Solution

ROI (Compelling Business Case)



INPUT FROM VISIT

Pre-emptive Proactive Self Management Assisted

INSIGHT EXPERIENCE



Activity Description Deliverable Comment





Root

Average 

Time 

(minutes)

Time to 

Understand 

(minutes) % Calls % Time

Total 

Calls

Total 

Time

Promotion end 12.2 3.7 13.9% 15.2% 13.9% 15.2%

Abnormal fee 10.5 3.3 11.4% 10.7% 25.3% 25.9%

Support service fee (repair labor) 11.1 3.3 4.0% 3.9%  

Installation fee 9.0 2.6 2.6% 2.0%  

Equipment replacement fee (and returns) 14.0 5.1 1.7% 2.1%  

Late fee 9.4 4.2 0.9% 0.7%  

Equipment fee 7.6 2.9 0.9% 0.6%  

Activation fee 12.8 2.9 0.6% 0.6%  

Restoration Fee 18.3 2.3 0.3% 0.5%  

Shipping fee 5.1 2.0 0.3% 0.1%  

Inside wire maintenance fee 2.3 1.0 0.3% 0.1%  

First bill 15.0 3.8 8.0% 10.7% 33.2% 36.6%

Anticipated credit 12.4 3.9 7.7% 8.5% 40.9% 45.1%

Past due (late payment) 10.3 3.3 6.0% 5.5% 46.9% 50.5%

Payment after bill cycle 9.2 3.2 5.4% 4.4% 52.3% 55.0%

Rate change 11.2 2.8 5.4% 5.4% 57.7% 60.3%

Final Bill 10.5 2.9 4.3% 4.0% 61.9% 64.3%

Bill too high 13.9 4.6 3.7% 4.6% 65.6% 68.9%

Payment made 4.9 2.3 3.1% 1.4% 68.8% 70.3%

Service downgrade 15.0 3.2 2.8% 3.8% 71.6% 74.1%

Balance due 5.1 1.7 2.8% 1.3% 74.4% 75.4%

Cancel service 14.4 4.6 2.8% 3.6% 77.3% 79.0%

Verify current services 9.1 2.8 2.6% 2.1% 79.8% 81.1%

Want to make payment 4.5 2.2 2.6% 1.0% 82.4% 82.1%

Update/retrieve account Info 4.3 1.3 2.3% 0.9% 84.7% 83.0%

Over payment 7.2 2.7 1.7% 1.1% 86.4% 84.1%

Request credit for service disruption 14.9 5.7 1.4% 1.9% 87.8% 86.0%

Reward pending 11.3 2.6 1.4% 1.4% 89.2% 87.4%

First time combined bill 9.9 3.4 1.1% 1.0% 90.3% 88.4%



Root

Average 

Time 

(min)

Average 

Hold 

Time 

(min) % Calls % Time

Total 

Calls

Total 

Time

Overage charges 11.6 2.5 15.5% 18.5% 15.5% 18.5%

Spending cap exceeded 9.9 1.4 10.0% 10.2% 25.5% 28.7%

Want to make payment 6.0 1.9 9.8% 6.1% 35.3% 34.8%

Abnormal Fee 11.0 1.9 9.3% 10.5% 44.6% 45.3%

Balance due 8.3 2.1 9.1% 7.8% 53.8% 53.2%

First bill 11.2 1.7 9.0% 10.3% 62.7% 63.5%

Payment made 8.7 1.7 6.2% 5.5% 68.9% 69.0%

Unbilled usage inquiry 9.5 1.7 4.0% 4.0% 72.9% 73.0%

Long distance charge 11.9 1.9 3.7% 4.5% 76.6% 77.5%

Anticipated credit 11.5 2.8 3.5% 4.2% 80.1% 81.7%

Root Moments of truth Dialog Actions Transfer to

Promotion end

1) Promotion aboout to end and 

customer does not want bill to 

increase

2) Promotion ended and customer has 

financial surprise on subsequent Bill 

3) Promotion ends and Customer 

recieves a second bill 

Review Bills

Review Services

Review Promotions

Downgrade services (24%)

Add promotion (32%)

Upgrade services (4%)

Adjustment (36%)

Payment (2%)

Create case (1%)

Change autopay (1%)

Retention (8%)

Tier 1 (3%)

Region (1%)

First bill

1) Customer has financial surprise on 

first bill - Activation fees, Prorates, 

overage chagrges, one- time 

purchases

2) Customer need explaination of 

charges on first bill

3) Customer needs how to interpret 

the first bill

Review Bills

Confirm Services

Adjustment (93%)

Downgrade (4%)

Change autopay (3%) Retention (2%)

Assisted Channel

Root Moments of truth ( Drivers) 

Proactive

Self Healing action

Pre-emptive

 information

 or education Intelligent IVR Inteligent Web

Inteligent 

On Device Agent Call Center Routing Skills

Feature Explanation Customer has overage looking for better plan None

Identify habitual overage for 

financial risk/ likely to churn 

and recommend feature 

upgrade

Intelligent upsell feature add

Intelligent upsell plan 

"Are you calling about how 

new features might reduce the 

overage charges"?.. I can add x 

feature and save you 

Intelligent upsell feature add

Intelligent upsell plan 

"Are you calling about how 

new features might reduce 

the overage charges"?.. I can 

add x feature and save you 

Intelligent upsell feature add

Intelligent upsell plan 

"Are you calling about how new 

features might reduce the 

overage charges"?.. I can add x 

feature and save you 

Perform Audit of issues

include in FCR Audit

Determine alignment 

to  plan

Display Plan 

information

Feature explanation

Feature Explanation Customer has added new feature None

When Customer adds feature 

Send Education on feature 

usage, Configuration, and 

billing implications None

Top level menu  Education on 

feature usage, Configuration, 

and billing implications

Top level menu  Education on 

feature usage, Configuration, 

and billing implications

Include in FCR Audit

Display old feature and 

new feature

Compute price 

difference Feature explanation

Proactive Unassisted Channel

Quantified KPI
% of calls

Financial impact

Proactive Calls shed 
5.40%$

Calls Deflected

6.20%$

FCR increase

3.80%$

AHT Reduction

7.70%$

Overall Impact











EXAMPLE Existing Recommended

32% (82 secs.)



Billing & 

Payments

Rate Plan & 

Services

Hardware & 

Device

Accnt /Sub

Mgt


