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Research on the “One-Stop Follow-Up” Proactive Service Model in the Telecommunications
Industry Based on the "Pre—Complaint Resolution" Approach
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[Abstract] Amidst intensifying market competition, customers are increasingly demanding higher quality and
efficiency in call center services. To enhance service delivery capabilities, a telecommunications operator's call
center has adopted a proactive service model based on the "First—point—of—contact responsibility system" and
upgraded its services by drawing on the "Pre—Complaint Resolution" model. The call center has independently
developed a big data model for problem scenario association and a text classification algorithm based on the
Voice Content Theme Clustering Model (VCTC) and Voice Text Classifier (VIB). These innovations enable
the deep mining of both explicit and implicit issues in post—service callback calls, matching them with optimal
solutions and optimizing service processes. The outbound call agents follow through on these issues to ensure
complete resolution. This approach has led to a reduction in repeat call rates and an increase in customer
satisfaction. The study represents an upgrade in proactive service models and a beneficial practice in service
digital transformation, improving service efficiency and customer perception. It offers new insights and methods
for enhancing proactive service capabilities in the telecommunications industry.
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