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The Impact

   Application usage analysis allowed Cincinnati Bell to see if agents were  

using their desktop applications in the best and most efficient way.

   Call flow analysis allowed the company to identify the driving reasons for  

call transfers and take steps to reduce them, boosting customer satisfaction.

   Enabled Cincinnati Bell to flag and analyze repeat calls from customers to 

determine the reasons behind the repeat calls and fix them, allowing the 

company to improve its first-call resolution.

   Uncovered areas most in need of process improvement, helping the  

company solve its most active customer pain points.

   Talk analysis helped flag the agents most in need of remedial training. 

   Identified functions that could be automated to free up agent time and  

improve customer satisfaction.

About Cincinnati Bell

With headquarters in Cincinnati, Ohio, Cincinnati Bell is a provider of integrated 

communications solutions including local, long-distance, data, Internet, wireless 

and entertainment services that help keep residential and business customers 

in Greater Cincinnati and Dayton connected with each other and with the world. 

The company has a two-pronged contact center. First is an in-house center in 

two locations responsible for handling residential sales and dispatch for a small 

local repair team. The in-house center employs between 160 and 200 unionized 

agents who spend most of their time handling major billing questions. Additionally, 

the company contracts with an outsourced contact center services provider to 

handle its monthly wireless service, pre-paid wireless, technical support, land-line 

technical service support and fiber-optics. The in-house contact center receives 

approximately 110,000 to 125,000 calls per month, while outsourced operations 

handle between 50,000 and 60,000 calls per month.
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On the NICE Solution
“We were really operating in the Dark Ages prior to 

implementing NICE Interaction Analytics.  We knew we had 

some issues, but we needed a way to find out exactly what 

the sources were. Now, we can isolate calls by product type, 

or agent.  For customer churn, Interaction Analytics helped us 

quantify where we stood in terms of lack of follow-up on the 

part of agents.”

Nick Dellecave 

Manager of Analytics and Process Improvement 

Cincinnati Bell

www.nice.com



Intent to Influence Customer Service

Cincinnati Bell was aware that its contact centers had some issues that 

were affecting customer satisfaction, customer service and sales. Churn 

was higher than the company wished, first-call resolution was not where 

it should be and the contact center experienced a high rate of transferred 

calls, which was putting a dent in customer satisfaction and increasing 

average handle time. The company was seeking a solution to help 

them improve customer satisfaction and sales while improving their key 

performance metrics. To gain insight into its interactions and understanding 

of how to fix them, Cincinnati Bell began to seek an analytics solution.

Cincinnati Bell’s first priority in turning to analytics was improving customer 

satisfaction. The company realized that a robust analytics solution would 

be the most effective way to uncover and define the problems that existed 

and understand where efforts would be best focused. In addition, the 

company wanted to perform more targeted analysis of its customer calls 

without having to listen by random sample, which is time-consuming and 

provides inconsistent results. The company was hoping to be able to spot 

problems – and find resolutions – much more quickly than it had in the 

past. Cincinnati Bell understood that an analytics solution was its most 

direct path to being able to spot the potential for efficiencies, which could 

help them reduce both overall call volume and average handle time by 

making their existing processes more streamlined and effective. “We didn’t 

just want to cut by a few minutes, we needed to do it the right way. We 

needed to find where the potential for efficiencies were. We also wanted 

to increase sales across all of our centers,” said Doug Alcorn, Manager of 

Analytics and Process Improvement for Cincinnati Bell.

The company also wished to reduce customer churn, but first, it realized 

it needed to correctly identify the reasons behind churn. “We knew 

that a lot of agents weren’t following through with the correct actions to 

resolve customer problems, and were not doing what they promised for 

customers. That was a big problem,” said Nick DelleCave, Analytics and 

Process Improvement Manager.

When Cincinnati Bell began seeking an analytics solution, it performed 

a needs assessment with all internal stakeholders, and then looked at a 

number of vendors’ solutions with the help of a systems integrator. The 

company ultimately chose NICE Interaction Analytics. 

Insight into Customer Dynamics

When Cincinnati Bell began using Interaction Analytics, it built a new 

analytics program based on a number of the solution’s features. It began 

using call flow analysis, to determine how calls were being handled and if 

the process could be improved. Emotion detection helped them identify 

the most problematic calls. Application usage analysis allowed Cincinnati 

Bell to see if agents were using their desktop applications in the best and 

most efficient way, and allowed them to take steps to improve agents’ 

processes and work flows.  Automatic call categorization let the company 

build effective “buckets” for faster and more efficient call analysis by type. 

“Now, we can isolate calls by product type, or agent. We were really 

operating in the Dark Ages prior to NICE Interaction Analytics,” said 

Dellecave. “We knew we had some issues, but we needed a way to 

find out exactly what the sources were. For customer churn, Interaction 

Analytics helped us quantify where we stood in terms of lack of follow-up 

on the part of agents.”

“We started checking for dead air time in calls, which usually indicated that 

there are call control issues for that agent,” said Alcorn. “It helped us to find 

out if agents were doing something they weren’t supposed to be doing.” 

When the company began using key word spotting, it chose the words 

and phrases that were most likely to indicate that a call was from a very 

dissatisfied customer: words such as “horrible” and “terrible” indicated very 

problematic calls. Cincinnati Bell also flagged calls in which the customer 

indicated that he or she wished to speak to a manger, or mentioned the 

name of a competitor. Finally, the company set up a system to flag and 

analyze repeat calls from customers to determine the reasons behind the 

repeat calls. Once mitigated, these problems would help the company 

improve its first-call resolution. 

Impacting the Operational Efficiency  
and the Customer Experience

In essence, Interaction Analytics helped Cincinnati Bell define and isolate 

problems the company knew it had, but had been unable to pinpoint 

the problems’ sources. “We weren’t sure whether a problem was being 

caused by a specific system or process, or a specific agent. We thought 
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it might have been less-than-optimum training materials, maybe. But we 

really weren’t sure why anything was happening, let alone how to fix it,” 

noted DelleCave.

The company had another surprise when it began using the talk analysis 

component of Interaction Analytics. “We were really astounded by how 

useful we found the talk analysis feature,” said Alcorn. We discovered that 

some agents were talking too little during the course of the call, letting the 

customer ramble and not taking control of the calls. This really flagged a 

problem we had with training, and we were able to correct it by adjusting 

our coaching.” 

The company then tackled the process of identifying the reasons for 

customer churn, and taking steps to mitigate it. “In our post-paid and 

tech-support groups, we uncovered a lot of agent coaching opportunities,” 

said Alcorn. “If a call was flagged by Interaction Analytics as the third call in 

a short period of time from the same customer, for example, we could find 

and analyze the first two calls to discover what those agents did incorrectly. 

Interaction Analytics uncovered areas of opportunity so necessary 

coaching could be provided to agents who needed it.” The company also 

began looking at the reasons behind transferred customer calls. “When 

a customer gets bounced around from department to department, we 

needed to know why it was happening and how we could address the 

problems with agents,” said DelleCave.

Interaction Analytics also helped Cincinnati Bell examine its existing contact 

center processes in-depth to discover where they could find process 

efficiencies. Alcorn recalls, “We looked at some system changes and 

process changes that would help us out. For example, when a customer 

used to call into our tech support group when they had an outage, our 

existing process had us telling the customer to call back when their 

service was restored to ask for a credit. We realized it would be far more 

effective to flag the customer account and do the follow-up without the 

necessity of the customer calling back. This was a big source of customer 

dissatisfaction, so now we are taking steps to correct our process there.”

Another area of process improvement Cincinnati Bell uncovered was with 

customer responses to marketing and promotional efforts. “We send out 

a mailer to our regular customers, offering free bonus minutes. Customers 

can redeem them via our IVR. Customers were calling into our contact 

center saying, ‘I think I have this promotion, but I’m not sure. Can you 

check for me?’’ reported Alcorn.  “The information wasn’t anywhere on our 

IVR or on our Web site.  The only way customers knew that they had it was 

because they saw it on their invoices.” 

The company realized that if it could automate the process and allow 

customers to check their free minutes balances themselves, it would cut 

down on time-consuming calls that needed to be handled by live agents. 

“We were looking to make serious process improvements. With Interaction 

Analytics, we really brought the trouble spots to light, and we were able to 

pull a team together that could take concrete steps to fix the problems,” 

said Alcorn.

As a result of the data uncovered by NICE Interaction Analytics, Cincinnati 

Bell is well positioned to begin reducing customer churn and improving 

satisfaction, improving its agent training, decreasing its average handle time 

and increasing first-call resolution.

ABOUT NICE 
SYSTEMS INC.

NICE Systems (NASDAQ: NICE), is the worldwide leader of intent-based 

solutions that capture and analyze interactions and transactions, realize intent, 

and extract and leverage insights to deliver impact in real time.

Driven by cross-channel and multi-sensor analytics, NICE solutions enable 

organizations to improve business performance, increase operational efficiency, 

prevent financial crime, ensure compliance, and enhance safety and security. 

NICE serves over 25,000 organizations in the enterprise and security sectors, 

representing a variety of sizes and industries in more than 150 countries, and 

including over 80 of the Fortune 100 companies. www.nice.com.
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