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FROM TRENDS TO A FAST MOVING REALITY?

MARTIN WILD

GERMAN CONTACT CENTER TECH LANDSCAPE -

creative digital solutions &
best customer experience technology
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OMNICHANNEL CUSTOMER INTERACTION
WORKFORCE ENGAGEMENT
WORKFLOW MANAGEMENT

DIGITAL COMMUNICATION PLATFORM
ARTIFICIAL INTELLIGENCE

PROCESS AUTOMATION

creative digital solution provider best customer experience technology
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AI & Bots CloudCustomer Experience

Source: Cisco, Top-three-contact-center-trends-for-2018

TOP THREE CONTACT CENTER TRENDS

GLOBAL VIEW
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Video Chat is expected to be 8% 
of the interactions by 31% of organizations

Social Media

of total contact center  
contacts in 2019

will account for9%

Phone is expected
to only account for

of contacts in 2019 falling from 64% today
47%

33%
of contact centers plan

to invest in robotics and
process automation in  

the next two years

of TMT  
Companies  are 
planning  to 
invest in  
Artificial  
Intelligence

56%

Of organizations in the 
public sector be primarily 
focused on cost

40%

CONTACT CENTER SURVEY RESULTS

GLOBAL VIEW

Source: Deloitte, Global Contact Centre Survey 2017 © SOGEDES 2018. Do not share.
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64%

18%

6% 4% 2% 4%
1% 2%

47%

16% 16%

9%
6%

2% 2% 1%

Phone E-Mail Web Chat Social
Media

SMS Letter Video Fax

2017

Expectation 2019

Source: Deloitte, Global Contact Centre Survey 2017

CONTACT CENTER SURVEY RESULTS

GLOBAL VIEW
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Deloitte, CallCenterProfi, Unternehmen, PersonalMarkt, verdi

CONTACT CENTER INDUSTRY

GERMAN
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CONTACT CENTER INDUSTRY

GERMAN

Source: Handelsblatt, Statistisches Bundesamt, Callcenter Verband, 
Deloitte, CallCenterProfi, Unternehmen, PersonalMarkt, verdi
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8.200 visitors, 270 exhibitors, more than 50 speakers

20. International conference and trade show for innovative customer dialogue
26th of February to 1st of March 2018 
Congress Center in Berlin 

CONFERENCE & TRADE SHOW

HOT TOPICS
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Topics Conference
Innovation 37
Digitalisation and artificial intelligence 36
HR and law 14
Customer dialogue and communication 8
Contact centre management 7

CONFERENCE & TRADE SHOW

HOT TOPICS
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Topics Exhibition
Digitalisation and artificial intelligence 79
Customer dialogue and communication 73
Contact centre management 46
Innovation 36
HR and law 0

CONFERENCE & TRADE SHOW

HOT TOPICS
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0% 10% 20% 30% 40% 50% 60% 70%

Speech Analytics
Künstliche Intelligenz (z.B. Chat Bots)

Business Intelligence,Big Data
Text-Chat

Sprachaufzeichnung
Dialer (Outbound)

mobil Apps
Videoberatung/-chat/ WebRTC, Co-Browsing

Kampagnenplanung
Schriftgut (Brief, Fax, Dokumente)

Social Networks
Workflowmanagement

Quality Monitoring
Selfservice, Communities

Workforce-Management (Personaleinsatz-…
Wissensmanagement

Raumakustik
Anufverteilung (ACD)

CRM
Beratung (alle Kundenservice-Themen)

E-Mail
Telefonanlage (PBX)

Arbeitsplatz-Gestaltung
Personalbeschaffung

Headset
Personal-Schulung und -Entwicklung

Ersatzinvestition

Erstbeschaffung

Source: Contact-Center-Network, 2017

INVESTMENT PLANS

SURVEY RESULTS
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RFP | 2018 

INSIGHTS
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0 2 4 6 8

> 50

 51 - 100

101 - 250

251 - 500

501 - 1000

1001 +

 N/A

Size

0 1 2 3 4 5 6 7

Automotive

E Commerce

Energy

Finance

Football

Insurance

Outsourcer

Post

Publisher

Real estate

Telco

Transportation

Travel

Utility

Industries
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SOLUTION

INSIGHTS

Omichannel 
Management 

(only)

Omichannel 
Management 

(+ suppl. 
solution)

Workforce 
Engagement

AI, Process 
Mangement & 
Automation

CCaaS

(Private) 
Cloud

On 
Premise
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REASON WHY

INSIGHTS
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…
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The digital part is a moving target, so what you 
need are technics that are flexible…

The „digital workstream” needs to be adapted and adopted.
It starts with a broad analysis of the service processes. 

The term „channel shift“ gives a good description of 
the requirements …

In one word - you need flexibility.
You must employ a versatile workflow engine…

The key is to stay simple, or as simple as possible, with the core components…

Is this a trend? 
No, this channel methodology is a real holistic approach, not 
following a technical idea, but the customer service picture in total.

OUTSOURCER

EXPERT STATEMENT
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It’s about how to integrate new solutions for new channels fast - to 
test and adapt the overall channel infrastructure

Main challenge is how to manage the “new channels”

Solutions need to be “open” and flexible versus “big” and “all-out-
of-the-box”

Automation and digitalization both play 
a key role in our service industry.

Artificial Intelligence will play an important role in the future.
But we always will need humans because our services are

complex and do need empathy to succesfully serve our customers.

Speed and agility are key

TELCO

EXPERT STATEMENT



© SOGEDES 2018. Do not share.

From Contact Center 
to user experience hub

Customer Service,
eCommerce & Marketing

AI Analytics

Human-Machine Tango

AI & Bots

Connectors

Radical Customer Centricity

SUMMARY

& OUTLOOK
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wild@sogedes.com

Martin Wild

mw_sogedes
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