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 The foundation for Phone Optics was 
introduced in the 16.05 release with the 
Phone Wrap-up Codes feature
 We’ve been gathering Optics data for 

our beta CUs since April

 Earnings Edge will manage the new 
elective Phone Optics database solution 
and introduce it to the marketplace by 
year-end
 The new file tracks the phone operator’s 

use of CU*BASE in responding to 
member calls

 Our first non-transactional analysis, but 
not our last

Elective, a la carte data for active data analysts
Optics 1.0: The story around a transaction

What if you had rock-solid data 
on who called and why?
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CRM for Call Centers: Do you care?

 How many unique callers were there last quarter/ 
month/week/day/hour?

 What was the average length of time for each 
interaction?

 How many calls were complex, average, or simple 
(based on wrap-up codes configured)?

 What is the breakdown in calls based on subject 
matter?

 What is the average amount of time between each 
call?

 What is the average time spent per call?
 What employees used phone operator services the 

most? And the least?
 What branch are the members associated with that 

called in?
 How many of the members that called in came into 

the branch last quarter/month/week/day/hour?
 How many members that called in applied for a loan 

within the next quarter/month/week/day/hour?
 How many members that called in are online banking 

users?
 How many members that called in are bill pay users?
 How many members that called in are mobile 

banking users?
 How many members that called in are subscribed to 

eAlerts/eNotices?

 What is the average credit score of the members 
that called in?

 What is the average transaction volume for 
members who call in?

 What is the aggregate/average loan savings balance 
for members that call in?

 Are they net savers or net borrowers?
 What is the average tiered service level score for 

members that call in?
 How many written off loans/charge off loans exist 

for members that called in?
 What is the concentration risk for members that 

called in?
 How many fees were waived for members that 

called in last quarter/month/week/day/hour?
 How many cross sales efforts were made to 

members that called in last quarter/month/week/ 
day/hour?

 What is the average PPM/SPM for members who 
called in last quarter/month/week/day/hour?

 What is the average amount of net income by 
member that called in the last quarter/month/ 
week/day/hour?

 What is the patronage of members that have called 
in compared to the rest of my membership?

 How many members have performed a skip pay 
transaction?

 How many members have requested a payoff?

 How many members requested an address change 
over the phone?

 How many photo IDs do we have scanned for 
members that have called in?

 How many members that called in inquired on their 
loan?

 How many envelopes did we print for members that 
have called in?

 What is the average ACH deposit for each member 
that called in?

 What is the average ACH withdrawal for each 
member that called in?

 How many members that called in have a safe 
deposit box?

 What is the average age of members that call in?
 What is the zip code breakdown of where members 

live that call in?
 How many members requested detail on their credit 

cards?
 How many members requested a check?
 How many members requested a review of their 

statements?
 What is the average number of screens navigated to 

for each call?
 Etc....

Questions you can answer with Phone Optics data
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Answering the calls as a service, making calls to make the bottom line

Like online retailing, it’s time to sharpen our approach and 
see call center retailing as an intense part of who we are


