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This month’s Best Practices topic, Smart Customer Support, has two submissions that address 
major contact center pain points with truly smart applications of technology.

NICE Nexidia proposes going beyond standard random call routing, which is typically employed 
by contact centers, and replacing it with a personalized routing solution that connects customers 
with the best available agent that fits that customer’s communication profile and predicted needs.  
Its solution employs the same process communication model (PCM) that was developed by NASA 
to better match astronaut teams by personality and behavior. By operationalizing this PCM model 
into their Predictive Behavioral Routing solution, NICE Nexidia has achieved results that include 
shorter interactions, better agent productivity, and better customer satisfaction.

Neustar has tackled the big issues facing legitimate outbound voice callers: robocalls, illegal 
scams, and unlawful caller ID spoofing, which have decimated the effectiveness of outbound voice 
communications. With less than 20% of calls answered by consumers, the entire outbound voice 
channel has been challenged in recent years by these annoying spam calls. Neustar has effectively 
used smart technology behind the scenes with call authentication tools to ensure consumers are 
confident the caller ID is accurate and not being spoofed by scammers.

Both of these solutions are excellent examples of smart technologies employed to serve customers 
that have proven marketplace success.  

Bob Fernekees, VP/Group Publisher, CRM Media 
Information Today, Inc.

Smart Customer Support 
Transformation     

1-855-898-0036 ext. 4
www.communications.neustar

www.nice.com/PBR

https://www.nice.com/engage/nexidia-customer-engagement-analytics/predictive-behavioral-routing/
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Industries across the world rapidly 
adapted to protect the health and safety 
of their teams and customers. Now, as 
businesses recover and evaluate ways 
to reduce operating costs, what will 
be the cost to customer service? 

As organizations continue to adapt and 
combat economic uncertainties, many 
are looking to use the power of data 
to drive efficiencies that also deliver 
personalized customer experience.

To overcome new challenges, businesses 
are choosing smart technologies that 
align personalized customer experience 
with business results. Smarter customer 
experience transforms businesses, 
and it begins when businesses 
make smarter connections. 

The Connections You Are 
Missing in Your Contact Center

“Effective call routing is 
critically important to today’s 
customer experience, yet it has 
been allowed to grow old and 
tired and woefully inefficient.”

Paul Stockford, President and Chief 
Analyst, Saddletree Research

Personalization can transform mere 
interactions into experiences, keeping 
companies ahead of their competition. 
However, in contact centers – where 
interactions are critical – customers are 
too often treated like a number rather 
than a person. At current estimates, 
95% of companies are routing customers 
to an employee who has been sitting 
idle the longest (Saddletree Research, 
2019 and Gartner, 2019). This random 
assignment results in missed opportunities 
to connect with customers and sub-
optimal outcomes. Over time, these 
missed opportunities add up to hundreds 
of millions of dollars in lost value.  

The opportunity cost of random 
assignment is also increasing. According 
to a joint analysis conducted by Saddletree 
Research and the National Association 
of Call Centers in 2019, 70% of the 
industry experienced call volumes that 
were the same or higher than the previous 
12 months. Tied to this, 73% of the 
industry’s average handle time was the 
same or higher. By personalizing how 
a customer connects with an employee, 
businesses can proactively manage the 
rising costs of their voice interactions. 

We’ve all experienced the dissatisfying 
ritual of being randomly routed to a contact 
center employee after filtering through auto 
attendant options and pressing an infinite 
series of numbers. This experience, or 
lack thereof, fails to demonstrate that the 
company understands the customer. Instead 
of creating a personalized connection by 
understanding the customer’s needs and 
preferences, the company assumes a “one 
size fits all” approach to customer service. 

To be clear, personalized experiences 
with a contact center starts with routing, 
because it is the technology that connects 
customers with an employee. Accordingly, 

Predictive Behavioral Routing changes 
the customer interaction ritual into a 
personalized customer experience.

For example, connecting customers with 
employees based on communication 
style has proven to reduce handle times, 
customer distress, and escalations. In 
today’s experience economy, each randomly 
routed call is a missed opportunity for 
personalized customer experience.

Imagine if, instead of random assignment, 
customer connections with your brand 
were made based on personality, 
communication preferences, quality of 
the last interaction, and expected need.  
When businesses predict the customer’s 
intent and match their experience to 
meet that need, customers experience a 
connection where they are treated as a 
partner and friend, instead of a number.

What NASA Can Teach Us 
About Personalization

“If you don’t listen to your 
customers, someone else will.”

Sam Walton, founder of 
Walmart and Sam’s Club

Smart Customer Service 
Transformation Begins with 

Smarter Connections
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Customers communicate with your 
business every day. Each interaction 
can provide you with insight into each 
customers’ communication style and 
experience preferences, as well as specific 
needs and concerns. The voice of your 
customer affords an incredibly rich 
data source to personalize experiences. 
Data will talk to you if you listen. 

The question becomes: Are you listening?

LISTENING: THE LAUNCHPAD FOR 
SUCCESSFUL NASA MISSIONS

Listening to the customer’s voice and 
responding to their needs is the backbone 
of personalized connections. During the 
1970s, NASA scientists were studying 
how to pair astronauts for effective 
communication under pressure. NASA 
discovered that the language people 
use—the keywords, grammar, tone, tempo, 
and syntax—were the best predictors 
of personality and behavior. A team of 
experts identified six personality styles, 
each with their unique communication 
patterns, and developed the Process 
Communication Model (PCM) to predict 
behavior. For over three decades, NASA 
leveraged PCM to select, train, and pair 
astronauts on personality for human 
space flight. Today, big data and advanced 
speech analytics are transforming the 
contact center with PCM by analyzing 
billions of customer interactions.

The foundation of NASA’s communication 
research led to a greater understanding 
of customers through their language that 
informs modern-day customer expectations 
for personalized experiences. Through 
the simple act of listening to customers, 
businesses can gain an understanding of 
customers’ language, behavior, interactions, 
and journey. Interpreting language 
through PCM gives insight into who 
customers are, what they are likely to 

do, how they interpret their experience, 
where they are likely to go, and why.  

SCALING PERSONALIZATION 
ACROSS THE ENTERPRISE

Using pencils and paper, NASA 
scientists took handwritten notes to 
identify astronauts’ language patterns. 
Today, technology analyzes language at 
a broader scale to apply the principles 
of PCM to customer interactions. 

Just as experts listened closely to what 
astronauts said, and how they said it, 
millions of algorithms identify the 
nuances in customers’ language patterns.  
The algorithms understand customers’ 
language using insights including 
tone, grammar, and syntax to predict 
personality and customers’ behaviors, 
preferences, and interaction perceptions.

With technology, unlike handwritten 
notes, this detailed understanding 
of communication can be applied 
consistently, quickly, and accurately 
to understand customer experience 
across billions of interactions.

PERSONALIZING WITH AI 
AND MACHINE LEARNING

To predict the customer’s ideal experience 
using the billions of data points available 
in contact center interactions, Artificial 
Intelligence (AI) and machine learning add 
greater sophistication and accuracy to the 
algorithms that interpret customers’ language. 
However, as sophisticated as AI and machine 
learning can be, it is critical to understand 
the data that builds artificial intelligence.  

So what is the secret to personalized 
customer experience?  There is no 
secret.  There is no data shortcut. Your 
customers are telling you what personalized 
customer experience means for them; 
it’s all in their language. All you need 
to do is be ready to listen to deliver 
connections your customers want.

How Predictive Behavioral 
Routing Personalizes the 
Customer Experience

“With Predictive Behavioral 
Routing, our interactions are 
a full minute shorter, and our 

To truly understand your customers, it is vital 
to gain insights across these dimensions:
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productivity improved by 
more than 5%.  Technologies 
like PBR, and partnerships 
with leaders in the industry 
help us to execute on our 
promise to our customers.”

Sr Director of Omnichannel CX, 

Fortune 50 Retail Company

Predictive Behavioral Routing begins 
by understanding the customer’s 
communication style and experience 
preferences, then intelligently connects 
customers with the best employee based 
on the customer’s preferences to improve 
business outcomes.  Predictive Behavioral 
Routing uses language from actual customer 
interactions to make better connections. 

The proprietary, NASA-researched, 
and verified personality model is the 
cornerstone of Predictive Behavioral 
Routing’s power to understand customer 
communication.  As NASA saw in the 
astronaut selection process, language is 
a powerful predictor for better customer 
connections.  Now, the same language 
analysis used by NASA experts creates 
better customer connections with 
Predictive Behavioral Routing.  

Analysis of billions of interactions over the 
last decade using the NASA-researched 
personality model has created the industry’s 
largest database of customer behavioral 
profiles.  Each customer behavioral profile 
gives insight into the customers’ experience 
preferences and predicts their behavior 
on each interaction. The database is 
unique to Predictive Behavioral Routing 
and is the only language-based model 
licensed for use in contact centers.

Every day, the database expands with newly 
analyzed interactions and continuously 
trains AI to make better predictions. 
Predictive Behavioral Routing is a 
disruptive technology in the market because 
it combines the art of communication 
with the science of connection. 

The intelligent routing sequence is:

1.  When a customer calls, your 
ACD identifies the skilled pool 
of agents to handle the call.

2.  Predictive Behavioral Routing looks 
up the customer’s communication 
style and experience preferences.

3.  Predictive Behavioral Routing identifies 
the skilled agent with the best predicted 

performance for the customer.
4.  Predictive Behavioral Routing 

instructs the ACD to route the 
customer to the agent improving their 
experience and business outcome.

Intelligent connections result in 
effortless, consistent, and personalized 
customer experiences.

Why Businesses Are Choosing 
Predictive Behavioral Routing

“Predictive Behavioral 
Routing offered something 
no other product did, which 
was to align our customers 
and employees in a way that 
creates an experience that 
differentiates us and makes 
the customer appreciate 
the relationship with us.”

Vice President of Forecasting, 
Fortune 50 Media Company

Once businesses recognize the 
opportunity cost of missed connections, 
they are eager to bring benefits to 
their contact centers.  From the first 
route, Predictive Behavioral Routing 
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delivers value with improved customer 
satisfaction, higher sales effectiveness, 
and better operational efficiencies. 

IMMEDIATE AND 
COMPELLING RESULTS 

Businesses today look to smart technologies 
to deliver immediate results. To do this, it is 
important to avoid complex IT projects and 
the collection of personal and demographic 
information on contact center agents. 
Predictive Behavioral Routing drives 
immediate results by leveraging your existing 
technology and has the unique distinction 
of a proprietary behavioral database. Also, 
by using proprietary and NASA-proven 
communication science, Predictive Behavioral 
Routing does not require HR involvement 
to conduct ongoing agent surveys. 

With personalized customer connections 
driven by Predictive Behavioral Routing, 
leaders can flexibly choose optimization 
metrics to best fit different areas of 
their enterprise.  Further, with results 
backed by a performance guarantee, 
the decision to evolve to personalized 
customer connections is a win for 
customer service and business results.

A PLATFORM FOR PERSONALIZATION

Businesses are becoming increasingly 
aware that randomly routing customers 
results in missed opportunities.  Quickly, 
business leaders recognize the opportunity 
to understand customer preferences 
through analytics. Still, companies 
struggle to unlock these personalization 
upgrades due to a lack of real-time 
access to rich customer information. 

The NICE Customer Engagement 
Analytics (CEA) software suite, with 
AI-powered ENLIGHTEN models, 
solves this problem by offering the most 
comprehensive approach to customer 

analytics on the market. Based on award-
winning technologies and millions of 
algorithms that learn, analyze, and predict 
customer behavior, businesses benefit from 
the most advanced analytics in the cloud. 

The combination of rich customer 
insights from ENLIGHTEN models and 
Predictive Behavioral Routing creates 
more meaningful connections through a 
deeper understanding of the customer’s 
preferences. Through its AI-powered 
analytics, ENLIGHTEN models analyze 
every second of every interaction, increasing 
insight on customers’ communication 
style, experience preferences, and 
interaction outcomes. This data enriches 
customer behavioral profiles for Predictive 
Behavioral Routing to make connections 
that perfect the customer experience.

Further, businesses are evolving to smarter 
solutions that unite their contact center 
on one platform.  Predictive Behavioral 
Routing seamlessly integrates with NICE 
inContact CXone, the industry leader 
in cloud-based customer experience.  A 
united, cloud-based platform increases 
efficiency in managing solutions and 
makes the most of understanding 
customers across omnichannel 
interactions.  Bringing together contact 
center technical infrastructure to deliver 
business-differentiating customer 
experience is seamless with Predictive 
Behavioral Routing on CXone. An 
integrated technical infrastructure that 
simplifies and streamlines the contact 
center lets businesses focus on what’s 
most important:  the customer. 

Delivering the Experiences 
Customers Want

“Customers measure you 
on what you deliver.”

Steve Jobs, co-founder and 
former CEO of Apple Inc.

Instead of doing more with less, successful 
leaders are now doing more with more to 
evolve and transform their businesses. By 
investing in analytics and tapping into the 
power of customer-centricity, companies are 
tailoring services and products to individual 
needs, values, and preferences. Personalization 
is paying off for both customers’ experience 
and the companies’ bottom-line. Thanks 
to personalization, customers receive 
better experiences and, in return, reward 
brands with loyalty and retention. 

However, right now, in contact centers, 
customers are still randomly routed to 
employees in your support, service, and sales 
teams. Is that the experience you want them 
to have? You have the power to change that.

Predictive Behavioral Routing is delivering the 
experiences your customers want by fostering 
smart, personalized connections. Gone 
are the days of random interactions. Now, 
customers are connecting with employees 
based on behavioral models developed by 
NASA and intelligence derived by analyzing 
billions of contact center interactions. 

Industry leaders are using AI-powered 
speech analytics to understand customer 
preferences, determine behavioral 
patterns, and uncover the latest trends 
to personalize their contact centers. 

Smart businesses are using the power of 
data to make smarter connections.  

NICE Nexidia  
Predictive Behavioral Routing is AI-powered call 
routing that predicts the best match between 
customers and agents – for smarter connections 
and business results. PBR has a track record 
of proven success in improving outcomes with 
companies of varying sizes, industries, and metric 
objectives, and a performance guarantee backs 
improvement in the metrics that matter most.

www.nice.com/PBR

https://www.nice.com/engage/nexidia-customer-engagement-analytics/predictive-behavioral-routing/
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Phone calls remain an essential way to 
connect with customers, even with the 
growing list of digital communication 
channels such as chat, SMS, social media, 
messaging apps, and, of course, email. 
63% of companies say the voice channel 
is critical to meeting their customer 
service goals.i

Today, U.S. consumers receive more than 
2000 robocalls per second with over 40% 
categorized as illegal scams. Consumer 
trust in calls has been destroyed.ii In 
the battle to combat this issue, anti-
robocall efforts have been initiated, but 
this has stopped some legitimate calls 
from getting through. Instead, they 
are being incorrectly tagged as spam. 
The result is that companies find only 
18.8% of their outbound calls are being 
answered.iii 65% of companies say their 
biggest challenge in reaching customers 
by phone is due to a failure to answer, 
with calls being mislabeled or blocked as 
significant reasons.iv

Companies note that their inability to 
contact people by phone is impacting 
their business: 48% experienced increased 
operational costs, 48% noted a decrease in 
customer satisfaction, 43% saw a loss in 
productivity, 39% lost customers, and 37% 
lost revenue. 12% of respondents even faced 
lawsuits or fines for non-compliance with 
regulations.v  

For call originators, contacts centers, and 
businesses that rely upon phone calls to 
deliver services or connect with customers, 
there are things that you can do right now 
to improve contact rates and protect your 

i A commissioned study conducted by Forrester Consulting on behalf of Neustar, May 2019 of 319 business and technology decision makers responsible for outbound call experiences.
ii  YouMail Robocall Index, https://robocallindex.com/.
iii  A commissioned study conducted by Forrester Consulting on behalf of Neustar, May 2019 of 319 business and technology decision makers responsible for outbound call experiences.
iv  A commissioned study conducted by Forrester Consulting on behalf of Neustar, May 2019 of 319 business and technology decision makers responsible for outbound call experiences.
v  A commissioned study conducted by Forrester Consulting on behalf of Neustar, May 2019 of 319 business and technology decision makers responsible for outbound call experiences.

business. In this Best Practices Guide, learn 
three ways to improve the outbound call 
experience even before saying “hello”.

1. Prevent your calls from being 
blocked or labeled as SPAM 
With new anti-robocall regulations in 
place, voice service providers are required 
to implement call analytics and call 
authentication technologies. 

Call analytics tools are being used by 
telecom service providers to analyze 
originating phone numbers along with 
the volume and frequency of calls coming 
from these numbers. They also look at who 
is calling, how many different people are 
being called, seasonality, and many other 
factors, to automatically identify potentially 

fraudulent or risky calls. If suspected as 
fraudulent, the call is presented to the 
consumer as ‘potential spam’ or the call is 
automatically blocked and will not even 
reach the consumer.

Call authentication tools go a step further. 
They use a new technology standard called 
STIR/SHAKEN that allow carriers to 
apply digital certificates to each call to 
identify and validate where it is coming 
from. This is being done to identify and 
stop illegal caller ID spoofing, while 
helping to ensure that legitimate calls 
get through. 

Unfortunately, as these new technologies 
are being rolled out, legitimate calls are 
sometimes mislabeled as spam or are even 

3 Steps to Improve Customer 
Contact Rates and Protect Your 

Brand by Optimizing Outbound Calls
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being blocked, without any way for the 
legitimate company to know. This can result 
in consumers missing out on important calls 
and businesses having no insight into the 
reasons why.

To help prevent your outbound calls from 
being wrongly blocked or mislabeled as spam, 
register your outbound calling numbers as 
verified business numbers across the entire 
calling ecosystem of voice service providers 
and call management apps. You will also want 
to track your telephone number reputation 
score across the calling ecosystem to assess if 
your calls are being inappropriately tagged or 
blocked. You will want to be alerted if there is 
a sudden change in your authentication ‘score’ 
and fix any incorrect tagging or blocking 
issues as early as possible. 

2. Manage the calling name 
and number displayed on 
your outbound calls
While most businesses publish a few 
main contact phone numbers on their 
websites or business cards, they often 
have many other telephone numbers they 
use to contact customers. However, these 
internal phone extensions and corporate 
mobile numbers may not display the correct 
caller information, and instead provide 
inconsistent, inaccurate, or even blank caller 
ID names on outbound calls. 

Displaying an accurate caller name and 
number is pivotal to increasing contact rates 
by helping customers make an informed 
decision on whether they should answer 
the call. 70% of consumers say they will 
not answer their phones if the caller ID is 
unknown or is anonymous.vi

vi  Consumer Reports survey, https://www.consumerreports.org/robocalls/mad-about-robocalls/

Proactively manage and control caller ID 
for your outbound calls by assigning and 
verifying the caller name associated with 
each of your telephone numbers used for 
outbound calling. Utilizing a centralized 
platform for managing caller IDs helps 
make this process more efficient and enables 
your calling number data to be updated 
and automatically shared across the entire 
calling ecosystem. This ensures that your 
business name and phone numbers are 
displayed correctly on each outbound call, 
no matter what type of phone (landline, 
mobile or VoIP) or voice service provider 
is involved. 

3. Protect your business name 
and phone numbers from 
being used by call spoofers
Citizens are being scammed out of thousands 
of dollars by robocallers who claim they 
are calling from a business or government 
agency like the IRS or Social Security. 
Finance, insurance, travel related businesses, 
and others, say scams are being carried out 
by callers falsely claiming to be from their 
companies. Robocallers are masquerading, 
pretending to be from legitimate businesses 
with the intent to trick customers into 
providing personal information - to the 
detriment of that brand and their customers. 
There have even been instances where 
victims have sued the legitimate company, 
even though they had nothing to do with, 
or had any knowledge of, the fraud being 
committed in their name. Sadly, some 
decide that settling is easier than going to 
court and dealing with the bad publicity.  

It is time to protect your business and your 
reputation. By registering your inbound-

only Do-Not-Originate (DNO) phone 
numbers across the calling ecosystem, you 
will help carriers to identify if your numbers 
are being misused. Therefore, if a call does 
come across as originating from one of these 
numbers, service providers can identify it as 
‘likely fraudulent’. You can also monitor the 
call registration ecosystem to ensure no one 
is trying to use your business name without 
your consent.

Why Neustar
Neustar is an information services and 
technology company and a leader in 
identity resolution, providing the data and 
technology that enables trusted connections 
between companies and people at the 
moments that matter most. Neustar offers 
industry-leading solutions in Marketing, 
Risk, Communications, Security, and 
Registry that responsibly connect 
data on people, devices, and locations, 
continuously corroborated through billions 
of transactions. Neustar serves more than 
8,000 clients worldwide, including over 800 
communication service providers (CSPs), 
and 60 of the Fortune 100.

As a pioneer in call authentication, Neustar 
co-authored and contributed to STIR/ 
SHAKEN industry standards and is 
the exclusive host of ATIS Robocalling 
Testbed designed to test call authentication 
solutions. Neustar provides a portfolio of 
market-leading trusted call solutions for 
enterprises and communication service 
providers.

For more information on Neustar Trusted 
Call Solutions visit www.callerid.neustar.


