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Analyzing Call Types Across Time in Each Market



Google Fiber’s call center team wants 
to understand how effectively they are 
addressing caller’s issues.



The Google Fiber team wants tools to study:

1. Number of repeat calls each month
2. Percentage of first-contact calls each day of the week 
3. Number of repeat calls over time
4. Number of repeat calls for each problem type in each market 

area
5. Number of calls from each market broken down by problem 

type

They wanted to look at data covering the first quart of 
2022, which they provided.



Number of Repeat Calls Each Month

The number of calls go up 
slightly in March. 

It’s also clear that the number of 
repeats go up more than they 
should in March. While the 
number of total calls goes up 
about 15%, but the number of 
second calls goes up by 30%.



Number of first-contact calls over time

Calls are spread well across the 
weekdays.

Mondays are the busiest day in 
January and February, but in 
March that shifts later in the 
week to Wednesday and 
Thursday. 

Tooltip shows a nearly 50% 
increase in total call count for 
Wed & Thur in March vs. 
February.



Number of repeat calls over time

This shows the number of 
callers who need second, 
third, fourth or more calls to 
address their issue.

In some cases there are 
more N7 contacts than N6. 
This is because the system 
combines all contacts after 
that into just N7, so N7 is 
actually N7+.



Number of repeat calls for each call type

This table shows the 
repeat calls by type for 
each market.

You can see that both 
Technician 
Troubleshooting and 
Internet and Wifi are 
issues that get a lot of 
calls in market 1. Those 
are also common issues 
in market 2, but market 2 
receives far fewer calls. 
Market 3 gets a lot of 
calls for Internet and Wifi. 



Number of call in each market by problem type

This chart shows the 
number of first time repeat 
calls per type in each 
market. 

This shows a similar trend 
as the previous, with the 
same problem types that 
got the most calls getting 
the most repeats. 

This chart shows that there 
are by far the most calls in 
market 1, followed by 
market 3. Market 2 gets far 
fewer total calls, and far 
fewer repeat calls.


