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            NICE Interaction Analytics Churn Reduction Package Insight from Interactions TM NICE Interaction Analytics Churn Reduction Packag e is a powerful solution enabling contact centers to: Increase customer loyalty  ■ Reduce customer churn  ■ Improve quality of service ■ Reduce chuRn by ImpRovIng customeR satIsfactIon Companies constantly strive to increase customer satisfaction by optimizing quality of service. With information being disseminated and received at lightening speed on the Worldwide Web, in professional forums, and blogs, the impact of both positive and negative customer experiences can be felt instantly. For most consumers, customer satisfaction creates more loyalty , increases the p robability that they will purchase additional products and services, and reduces the chances of switching to a competitor. A recent report about the impact of customer experience on large enterprises revealed that a “large retailer with the highest level of customer experience can end up with nearly $30 million of additional purchases and avoid losing $42 million of revenue that would have moved to competitors  resulting in $72 milli on of additional revenue.” Additionally, the report stated “poor experiences can cost large rms more than $180 million per year .” (F orrester Research, The Business Impact of Customer Experience, March 24, 2008). nIce chuRn ReductIon p ackage hIghlIghts Identies customers at risk in near real-time  ■ Exposes root cause for customer ■ dissatisfaction Automatically predicts churn risk  ■ Integrates into transactional churn models  ■ Allows personalization of retention ■ offerings 
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 NICE Interaction AnalyticsChurn Reduction Package
 Insight from Interactions TM
 NICE Interaction Analytics Churn ReductionPackage is a powerful solution enabling contactcenters to:
 Increase customer loyalty ■
 Reduce customer churn ■
 Improve quality of service■
 Reduce chuRn by ImpRovIng customeRsatIsfactIon
 Companies constantly strive to increase customersatisfaction by optimizing quality of service. Withinformation being disseminated and receivedat lightening speed on the Worldwide Web, inprofessional forums, and blogs, the impact of bothpositive and negative customer experiences can befelt instantly.
 For most consumers, customer satisfaction createsmore loyalty, increases the probability that theywill purchase additional products and services, andreduces the chances of switching to a competitor.
 A recent report about the impact of customerexperience on large enterprises revealed that a “largeretailer with the highest level of customer experiencecan end up with nearly $30 million of additionalpurchases and avoid losing $42 million of revenue
 that would have moved to competitors resultingin $72 million of additional revenue.” Additionally,the report stated “poor experiences can cost large
 rms more than $180 million per year.” (ForresterResearch, The Business Impact of CustomerExperience, March 24, 2008).
 nIce chuRn ReductIon packagehIghlIghts
 Identi es customers at risk in near real-time ■
 Exposes root cause for customer■
 dissatisfaction
 Automatically predicts churn risk ■
 Integrates into transactional churn models ■
 Allows personalization of retention■
 offerings
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 NICE Churn Reduction Business Package
 The NICE Churn Reduction Package is a valuable solutionfor contact centers to predict if a customer’s dissatisfactionmay lead to churn. The package helps understand the causesof the dissatisfaction in near real-time to determine thepreemptive action needed to prevent the customer from
 churning and potentially moving to a competitor.
 IdentIfyIng customeRs at RIsk
 The NICE Churn Reduction Package takes NICE’s InteractionAnalytics multi-dimensional approach to identify andcategorize calls which may indicate possibilities of futurechurn. NICE’s multi-dimensional approach analyzes thecustomer interaction using emotion detection, contentanalysis by keywords and phrases, call ow analysis, and talkpattern analysis. Potential indicators may be emotion levelthat is heightened by frustration combined with speci c
 words or phrases such as the name of a competitor. Whenthe relevant indicators are detected, the call is categorizedand the system automatically alerts the relevant peoplein the organization that this particular call is related to acustomer at high risk of leaving.
 pRoactIve chuRn pReventIon
 The NICE Churn Reduction package seamlessly integrateswith the organization’s CRM system for a more holisticview of the situation. Based on a pre-de ned threshold,interactions receive a churn risk score, and, if needed, a
 request is automatically opened by the retention team’sCRM system and delivered directly to the person in theorganization who can take immediate action. The request
 contains information such as the danger score, a link tothe interaction, and a list of the words and phrases thatcame up during the call which may indicate potentialchurn. The automated process enables organizationsto predict and pro-actively handle customers at risk bytaking personalized preventive measures.
 IntegRate Into the RetentIon pRocessThe NICE Churn Reduction Package performs automaticroot cause analysis in order to understand theunderlying issues that may lead to churn. Root causeanalysis is based on transcription and text mining forproviding detailed results which are integrated intothe organization’s retention process. For example, it ispossible to automatically generate a report listing allcompetitors mentioned during the interactions as wellas speci c comments that were made regarding speci cproducts or services. These reports are automatically
 sent to the customer retention team allowing them tostudy competitive offerings as well as create appealingofferings to pro-actively prevent potential futurecustomers at risk. The information can then be used bythe marketing team as a valuable tool to create focusedcustomer loyalty-related activities.
 NICE Interaction Analytics ComprehensiveSolution
 NICE Interaction Analytics is a powerful businesssolution that drives high performance and businessexcellence in the contact center. The solution offerscompanies the means to obtain multi-dimensionalbusiness insight to improve operational ef ciency,increase customer loyalty and retention, and improvemarketing and sales effectiveness. Analyzing contactcenter interaction data using NICE Interaction Analyticsempowers organizations to meet short-term objectivessuch as improving First Call Resolution and reducingAverage Handle Time. Additionally, the solutionenables companies to achieve strategic goals such as
 predicting customer churn, increasing customer loyaltyand satisfaction, and increasing marketing campaigneffectiveness.
 nIce chuRn ReductIon package contents
 Pre-de ned categories■
 Advanced lexicons■
 Customer loyalty trend graphs■
 Customers at risk alerts■
 Real-time alerting for trend changes■
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 c :In the ever more competitive telecom market thetelecommunications operator was looking to furtherimprove its competitiveness by developing a uniquecustomer retention model. They wanted to be able tocombine customer interaction data with CRM transactiondata to get a more complete and accurate understandingof customer behavior. Additionally, they wanted to examinethe causes of customer churn in order to implement theappropriate prevention methods.
 The operator wanted to improve their retention capabilitiesby establishing a predictive, near real-time response modeland perform root-cause analysis of customers who leftfor the competition. Additionally, they sought to improvequality monitoring processes by honing in on “good calls”for best practices purposes, as well as calls that needimprovement for focused feedback to agents.
 s i :To enable the operator to identify and predict which of their customers were at risk of churning, and to betterunderstand what may drive customers to churn, theyimplemented NICE’s multi-dimensional interactionanalytics solution. The solution implemented includes thefollowing capabilities: emotion detection, content analysisby keywords and phrases, call ow analysis, and talk patternanalysis. Moreover, it is integrated with their CRM, CTI and
 Business Intelligence (BI) systems, and provides automatedcall categorization, threshold de nition, and alarms,enabling them to focus on interactions that are critical tothe business.
 Based on a pre-de ned threshold, interactions receive achurn risk score, and, if needed, a request is automaticallyopened by the retention team’s CRM system integratedwith the NICE solution. This request, which is delivereddirectly to the right person in the organization who can takeimmediate action, includes information such as the dangerscore, a link to the interaction, and a list of the words andphrases that came up during the call which may indicatepotential churn (avoiding the need to listen to the fullinteraction and saving critical time).
 b :The telecommunications operator found that the NICEmodel delivered prediction accuracy at 75%. In other words,75% of the interactions which were recognized solely bythe NICE solution as indicating customers at risk of churnwere validated by the BI system and the company’s domainexperts. Furthermore, in many cases the NICE InteractionAnalytics-based model provided potential churn alerts muchearlier than other models. In fact, a 1% reduction in customerchurn is believed to have been translated into a 5% increaseon the bottom line.
 Churn Reduction Case Study: Telecommunications Operator
 Automated RootCause Analysis
 CategorizationTrends & Alerts
 InteractionAnalysis
 Loyalty & Retention
 “would not recommend”
 “wasting my time”
 “speak to manager”
 “disappointed”
 “frustrated”
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 ABOUT NICENICE Systems (NASDAQ: NICE) is theleading provider of Insight from Interactions solutionsand value-added services, powered by the convergenceof advanced analytics of unstructured multimediacontent and transactional data – from telephony,web, email, radio, video, and other data sources. NICE’s
 solutions address the needs of the enterprise andsecurity markets, enabling organizations to operatein an insightful and proactive manner, and takeimmediate action to improve business and operationalperformance and ensure safety and security. NICE hasover 24,000 customers in more than 135 countries,including over 85 of the Fortune 100 companies. Moreinformation is available at http://www.nice.com.
 DATE 07/2008 • P/N 406F0272-01 • CONTENTS OF THIS DOCUMENT ARE COPYRIGHT © 2008
 CONTACTSGlobal International HQ, Israel, T +972 9 775 3777, F +972 9 743 4282 • Americas, North America, T +1 201 964 2600, F +1 201 964 2610EMEA, Europe & Middle East, T +44 8707 224 000, F +44 8707 224 500 • APAC, Asia Paci c, T +852 2598 3838, F + 852 2802 1800• Australia, T + 61 3 9854 6373, F + 61 3 9854 6372www.nice.com360o View, Alpha, ACTIMIZE, Actimize logo, Customer Feedback, Dispatcher Assessment, Encorder, eNiceLink, Executive Connect, Executive Insight,FAST, FAST alpha Blue, FAST alpha Silver, FAST Video Security, Freedom, Freedom Connect, IEX, Interaction Capture Unit, Insight from Interactions,Investigator, Last Message Replay, Mirra, My Universe, NICE, NICE logo, NICE Analyzer, NiceCall, NiceCall Focus, NiceCLS, NICE Inform, NICE Learning,NiceLog, NICE Perform, NiceScreen, NICE SmartCenter, NICE Storage Center, NiceTrack, NiceUniverse, NiceUniverse Compact, NiceVision, NiceVisionAlto, NiceVision Analytics, NiceVision ControlCenter, NiceVision Digital, NiceVision Harmony, NiceVision Mobile, NiceVision Net, NiceVision NVSAT,NiceVision Pro, Performix, Playback Organizer, Renaissance, Scenario Replay, ScreenSense, Tienna, TotalNet, TotalView, Universe, Wordnet aretrademarks and/or registered trademarks of NICE Systems Ltd. All other trademarks are the property of their respective owners.
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