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The digital Service Center 

Figure 1: Omnichannel – new channels on the advance, but still with a small proportion of the total 
contacts 

Chat on the advance and first applications of chatbots 

4%

16%

24%

40%

44%

75%

69%

16%

22%

29%

51%

26%

39%

22%

0% 20% 40% 60% 80% 100%

2014

2017

2014

2017

2015*

2017

2014

2017

available planned

Web form

Web portal

Chat

Video

Share

2.6%

1.5%

0.04%

1.5%



2 Service Excellence Cockpit    Excursus «The digital Service Center » 

Figure 2: Track the communication about the company in 2013 and 2017 
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Increase in efficiency through automation of processes with large volumes

Figure 3: Average processing time and First Contact Resolution 
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Figure 4: Technological support for written communication 

Great development in speech technology 

Figure 5: New still little used technology for voice communication 

Analytical instruments and Big Data

5%

21%

18%

4%

6%

10%

26%

17%

9%

12%

20%

6%

2%

5%

4%

5%

4%

75%

67%

50%

23%

0% 20% 40% 60% 80% 100%

Extracting relevant
data

Fully automatic
response (e.g.,

with email…

Contents analysis
for contact routing

Automatically
provide text

building blocks

Always Very often Often Occasionally Rarely Very rarely Never

Ø 

4.5

3.4

2.2

2.0

12% 18% 9%

100%

97%

93%

55%

0% 20% 40% 60% 80% 100%

Voiceprint / language
identification

Speech-to-text
conversion

Speech analysis
(emotions, attitudes,

etc.)

Plan callback times

very important important rather important neutral rather unimportant unimportant very…



Service Excellence Cockpit    Excursus «The digital Service Center » 5 

Figure 6: Knowledge and data usage in the service center 

Conclusion – Digitalisation in the Service Center 

1. Omnichannel is widely available; only with consistent channel control and use of self ser-

vices can the full potential of the digitalization be used. 

2. The conversion of linguistic automation and text automation still leaves much to be de-

sired. Here lies much more potential to unlock. 

3. Social media provide the basis for a conversational UI and create new commerce offers 

from service dialogues. 

4. Strategic considerations on the use of analytical data are scarce. At present, new technolo-

gies are first being tested. 

5. The findings from Analytics and Big Data are still not being very much used in increasing 

automation and simplification. Here there is a lack of continuous processes and a mean-

ingful use of artificial intelligence.  

11%

19%

13%

11%

22%

16%

9%

16% 6%

6%

1%

31%

31%

0% 20% 40% 60% 80% 100%

Analytical CRM (e.g..
Data Warehouse

System, BI)

Knowledge database

Always Very often Often Occasionally Rarely Very rarely Never


