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Contact center DX by data analysis
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Abstract: In this paper, we improved the call of outbound contact centers as part of the sales digital
transformation. We generated a priority customer list by data analysis with the accumulated customer in-

formation and past visit history/call history.

Using this list improved the success rate that the telephone operators can give propositions to sales repre-

sentatives by 15%.
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Fig. 1 Data analysis process.
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Fig. 2 Database structure.
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Fig. 6 Word count in visit history for a customer industry.
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Fig. 7 Feature importance.
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