TELECOMMUNICATIONS

With FICO’s Best Next
Action™ technology,
you can:
Prevent account churn
by developing custom,
rigorously optimized
offers for customers
whose needs change
Optimize service
utilization, tracking
services used by the
customer and spotting
upsell opportunities
Segment accounts,
employing the optimal
strategy for each account
in contract renewal or
upgrading
Tailor the contact
method to the account,
based on reliable data
on what channel is
most likely to reach this
customer

The telecommunications market is highly saturated. In most
of the developed world, nearly everyone who wants a mobile
phone has one. There are opportunities for carriers to increase
service usage or upsell customers on higher-value devices
or services, but each new account generally comes at a
competitor’s expense—so customer retention is crucial.
Telecom service providers need to reduce losses, prevent
churn and maximize revenue on their offerings. FICO’s Best
Next Action™ technology can be an important tool to achieve
all of these objectives, either by presenting new offer terms
or cross-selling other products and accessories to enhance
the customer’s telecommunications experience—the handset
upgrade, better financing terms, insurance on the handset or a
subscription service for content.
An Effective Customer Experience Strategy
Is a Competitive Weapon
Price has been the most powerful competitive driver in the telecom market for
several years—especially in European markets, where margins on accounts are lower
than in the US. Price competition is great for consumers, but not for the telecom
carriers themselves. To compete, telecom providers need new ways to differentiate
themselves. The new battleground is in customer experience. By being able to deliver
the right offering to each customer, at the right time through the right channel with
the right context behind it, telecoms can improve customer satisfaction. This in turn
enables them to keep accounts longer and maximize the total lifetime value of
each customer.
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FICO has combined its industry-leading
expertise in telecommunications finance,
predictive/prescriptive analytics, decision
optimization and customer service
communications to provide a dedicated
solution for customer experience
management, tailored to the needs of
telecom providers. Best Next Action™
technology provides an analytically
rigorous way to support tactical
decisions that optimize the customer
relationship and maximize the likelihood
of acceptance of the next service offer.

include additional family members’
handsets, and it may include other
products such as entertainment
services and content. Because telecom
services typically are siloed, the
person responsible for selling wireless
services may not know about that same
customer’s television service. Providers
are moving broadcast content to other
platforms, including tablets and smart
phones. A customer who does not own
a tablet may have begun streaming TV
shows on her phone.

The Retention Objective

This kind of evolution may represent both
a threat and an opportunity. A competitor
may be offering a combined voice, data,
text and entertainment content package
that better meets this customer’s
changing needs. On the other hand, the
customer’s current carrier is in the best
position to know her usage patterns and
proactively offer a new service package
to prevent her from even considering a
competitive offer. And there may be an
opportunity to upsell her on a new tablet.
The objective is not simply to maximize
account profitability but to make
customers feel more valued.

One of the most pressing strategic
business goals is to reduce churn. Most
new accounts are customers won at the
expense of a competitor. It is far more
difficult, and expensive, to win a new
customer than it is to retain an existing
account.
Customers typically leave not because
their carrier has treated them poorly or
provided inferior service, but because a
competitor has made a more attractive
offer—or because the customer’s
circumstances have changed.
An account may include one individual’s
phone today. Six months later, it may

The crucial requirement: The more adept
the provider is in the use of analytics

to optimize the service experience, the
more likely it is to know when to make
the new offer and devise an offer the
customer is more likely to adopt.
FICO’s Best Next Action technology
is a tool to optimize these decisions,
enabling the carrier to take timely actions
that maximize customer retention and
minimize churn.

A Comprehensive Solution
The tool can help determine the best
offer for the customer—did this customer
have a change of circumstances that
would make him or her more receptive to
a particular offer, for example?
The goal is to give the customer
the satisfaction of receiving offers
customized to him, and to give the
telecom analytics that advise as to which
offers that customer is most likely to
accept.
The basic software components of a
system to address these requirements
include a platform to conduct the
offer management process; a data
management platform to track the
usage patterns and credit history of
every account, as well as intelligence
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about competitive actions and market
conditions; and analytics to interpret
the data and generate plans and
recommended actions.
Those actions will include macro-level
programs such as marketing initiatives,
as well as account-level decisions such
as when to offer upgrades and upsell
services at a retail storing origination, in
the contact center during debt collection,
on digital channels and at other key
customer touchpoints.
Many telecoms already have in place
some system for offer management
and data analysis, but FICO’s Best Next
Action™ technology takes decision
optimization to a level of sophistication
characteristic of the largest carriers, but
accessible to regional players.

Analytic Maturity
A company best positioned to adopt
FICO’s Best Next Action technology
would be one with a desire to have an
analytics and data-driven culture. There
are four phases of analytic maturity,
measured by the types of analytics
implemented:

1. Descriptive analytics—describing what
has happened
2. Diagnostic analytics—assessing why
something happened
3. Predictive analytics—predicting what is
going to happen
4. Prescriptive analytics—suggesting how
to make something happen
Most telecoms are at the diagnostic
stage of analytic adoption. They may
have introduced some predictive
analytics. Their systems typically provide
multiple versions of the truth—that is,
different silos within the business have
access to different data universes,
often developed to address different
objectives. A more mature organization
will have one centralized source of truth,
and bring in subject matter experts from
the different silos to assess what the
common data mean.

Streaming Analytics
A critical component is the use of
streaming analytics—analytics that
evolve and adapt to new conditions
as new information comes in. Every
customer interaction generates new

data. Rather than saving new data to a
data warehouse and picking it up later
as an aggregate the next time the model
is retrained, a system incorporating
streaming analytics can use the new
data immediately.
Every time a telecom company initiates
a new account or updates an existing
account, the agent completing the
transaction has the opportunity to
retrieve data about the individual
customer, including the full history of
that relationship, bureau data on the
customer’s creditworthiness, and the
ways in which that customer is using the
company’s products and services. The
interaction generates new data that can
be compared against what the agent
knows about the customer already.
With streaming analytics, the new
data from every interaction can be
incorporated into the model immediately,
to be used in other customer
interactions. Like a human agent with
genuine insight, the system is learning
from experience. This enables it to
generate new recommendations as
features of the environment change,
without requiring a full retraining of the
analytic model.
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This capability addresses the all-toocommon situation in which a change
in the service requires an update to
the account, or the technology that
supports the account (e.g., the set-top
box for cable television). Inevitably, some
accounts never received the update. This
quickly becomes a known issue, one
for which all that is needed for proper
diagnosis when a customer calls is the
knowledge that the issue he or she is
describing is related to a failure to deliver
the update. Streaming analytics enable
the telecom to diagnose the problem
instantly and take proactive action to
resolve the issue, with minimal impact on
the customer experience.
Adoption of FICO’s Best Next Action™
technology enables the organization to
adopt more advanced analytics and use
the data to optimize more sophisticated,
forward-looking decisions, and to
establish a single enterprise source of
truth, so that decisions can be optimized
across all silos.

FICO® Decision Management
Platform and Custom
Analytic Services
Best Next Action technology includes
the optimization software, matching
the right offering with the customer, as
well as streaming analytics that take
structured or unstructured data in real
time, as it is generated, and stream it
through a machine learning engine that
finds insights to support a decision, and
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then operationalizes that decision back
into the business. The machine learning
algorithm adapts as it learns about new
behaviors.
Best Next Action technology typically
is integrated with a billing system or a
customer relationship management
system.
Decision optimization requires an
orchestration layer to pull the data in and
manage what data is incorporated at
each point in the business process. That
function typically is performed by FICO®
Decision Management Suite, which also
includes a user interface to build the
logic and a powerful decision engine to
execute the recommendation.
Before software adoption, Best Next
Action technology implementation
typically begins with analysis of the
company’s existing data resources
and analytic capacity, through a
FICO service offering called Data
Distillery™ engagement. The Data
Distillery engagement would identify
the incremental value specific data
sources might have that the telecom is
not leveraging today—e.g., customerlevel or transactional data. Imagine now
that the company is looking at broad,
uncharacterized usage or interaction
data on customers; Data Distillery
engagement can uncover value in
the data and transform it to reveal
characteristics on which customer-facing
staff can take action.
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The company can then apply that insight
at the product or offer level. Analytics
can assess the likelihood that a given
customer will accept and use a given
service, and how much more likely that
customer is to say yes when the offer is
enhanced with a specific set of terms or
add-ons.

Separate Components
Components of Best Next Action
technology can be licensed separately.
This may be an attractive choice for
companies that already have elements
of a solution in place and use some
combination of in-house collections and
collection agencies.
A telecom may, for example, have
a backbone system to manage the
business process, but wish to add
more sophisticated analytics and the
optimization capability.
FICO provides the best overall platform
for telecoms, including functionality that
mid-tier players can grow into.

To learn more about Best
Next Action™ technology for
telecommunications, contact
FICO at info@fico.com.
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