
 

Call Mining Adds Color to Call Tracking 

By: Charles Laughlin 18 October 2010  

Tomorrow I will participate in a webinar sponsored by Search 

Marketing Now on the topic of “call mining” along with John Busby, VP of advertising 

platforms at Marchex Call Analytics. 

The whole idea is to take the content of calls (obtained through recording and transcription) and 

“mine” them for information that allows advertisers to better understand the quality of the leads 

they are receiving through various media channels. This is done in a number of ways, including 

scanning for keywords that are associated with conversion. With a hotel company, for example, 

these keywords might include “reservation,” “credit card” and so on. 

Call mining is the next logical progression for call tracking. Initially call tracking only counted a 

raw number of phone calls. Increasingly, calls were segmented by day part, duration, whether 

they were repeat calls and so on, in order to sift out lower quality calls. Now call mining offers 

the opportunity to bridge from pay per call to pay per action by discerning conversion from 

keywords. 

Marchex (via its $20 million 2007 Voice Star acquisition) is one of a growing 

number of companies pushing into this arena. Yext is another. It uses call mining to evaluate 

conversion rates for its small-business pay-per-call advertisers. Yext CEO Howard Lerman 

touched on call mining in his keynote address at our Directional Media Strategies event last 

month in Dallas. 

Telmetrics, a longtime call measurement leader in the Yellow Pages and local media space, is 

another company moving aggressively into call mining. In September, Telmetrics launched its 

speech to text analytics solution, VoiceTrends. 

“As the local search ecosystem continues to evolve, agencies, publishers and 

SEM firms are shifting their focus from lead quantity to lead quality as it is key to advertiser 

retention,” said Bill Dinan, president of Telmetrics. “The automated post-call analytics that 
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VoiceTrends delivers offers visibility into the cumulative caller insights needed to optimize 

media channels, distribution partners and keyword buys.” 

The CMR firm Wahlstrom is among the VoiceTrends early adopters. Wahlstrom is one of the top 

five CMRs (Yellow Pages agencies). 

“Our clients want details on the leads that our ad programs are delivering,” said Kathleen 

DeCaire-Aden, CEO, Wahlstrom. “Having the ability to identify a caller’s intent is crucial for 

optimizing ad campaigns and also shows additional proof of ROI.” 
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