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The call center receives over 2,000 unique calls per day — more than 40% of which were not from existing customers.
But what piqued the Regional VP’s interest was that more than 60% of the non-customer callers did not covert to a sale
due to a high abandonment rate.

The Solution

Because TARGUSInfo is the MSO’s trusted source for its caller name services, the Regional VP thought it was a natural
progression to utilize the company’s rich data repository, analytics platform and real-time technology for inbound call
center applications. TARGUSInfo provided: 1) an automated solution that would assist call-center agents in identifying
and qualifying incoming callers at the moment of caller interaction and 2) an automated remarketing program that
would reach out to the callers who did not convert to a sale within 24-48 hours of initial contact. The TARGUSinfo
solution included:

e Automatic validation of caller’s home address against operator’s corresponding homes passed
database so attributes such as customer/non-customer flags, footprint/serviceability indicators and
demographic markets can be added to inbound calls

© An IVR prompt for a home telephone number if the inbound ANI is determined to be a wireless or
business phone number

e Automatic capture, validation and storage of inbound caller’s home phone and associated name and
address, including a Do Not Call flag

e Automatic integration of enhanced inbound call records into call center’s lead management platform

e Automatic fulfillment of an operator-designed offer to non-customer and non-converted callers
within 48 hours of initial contact

The Result

In less than two months, the Regional VP reported a 69% increase in useable, identifiable leads for call-center agents.
In addition, call reports were trending toward shorter call wait times and agent interactions. But most importantly, the
operator saw an immediate 5% increase in new-customer sales directly from the automated remarketing program.
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