
What‘s the next hot topic for customer
contact centers in Energy & Utilities?
Next Gen Customer Service: AI allows us today to 
transfer the resolution of customer concerns to 
technology utilizing “Agentic AI” or “Mixture of 
Experts” approaches

Source: ERANEOS Research
Note: The graph shows exemplary technologies and tools in the options space
1: describes the value contribution through the degree of efficiency, scalability and solution quality;
2: describes the maturity levels of technological intelligence and automation

AI agent systems: Interaction between 
coordinating AI and specialized AI agents 
leads to case-closing solutions for customers

Customer
service

4. AI agent solutions incl.
mixture of experts

3. Conversational AI

2. Contact centre
technologies

1. Personal
service agent

VALUE ADD / 
RETURN ON INVEST 1

MATURITY
TECH. INTELLIGENCE2

Maximum ROI, �
High scalability �

and cost efficiency

No technical 
intelligence

Rule-based 
automaton

Language 
compre-
hension

AI solution 
expertise

Abbreviations:
ANI (Automatic Number Identification) 
CTI (Computer Telephony Integration) 
IVR (Interactive Voice Response) 

NLP (Natural Language Processing)
VRU (Voice Response Unit)
WebRTC (Web Real-Time Communication)

High ROI, Efficiency 
through language and 

process automation.

Moderate ROI, 
efficiency through 

standardisation

Low ROI, high 
effort with low 

efficiency

AI leads interaction 

AI supports interaction

Rules define interaction

Human leads interaction

Mail

Fax Post

Call centre
(Int. / ext.)

CTI

Simple video 
calls

Predictive 
routing (AI) 

VRU

Omnichannel 
solution

CRM-integrated AI

Multi-Intent
Bots

Extended Conv. 
AI (multi-layer)

WebRTC Automated 
social media 
responses

AI agent systems (dynamic, 
collaborative)

E-mail 
automation

Voicebot, 
chatbot 
(single-intent)

Conv. AI (fixed 
dialogue 
structures)

ANI

IVR

Waiting time 
technology 
(e.g. music)

Choice menu

Callbacks

Routing (call 
forwarding)

... ... ... ...

AI in service

Customer

Solution agent
Information

Solution agent
Payment processing

Solution agent
Authentication

Security
Guardrails

Any number of additional
solution agents

Solution agent
Cancellation

Coordinating
agent

Solution agent
Change of address

• AI agents master human-like language skills and are geared towards solving specific
 tasks

• The coordinating agent conducts the conversation or interaction with the customer,
 recognises the customer's concerns and manages the specialised solution agents

• Solution agents are focussed on a specific task and assess APIs of the internal systems
 for the solution

 Interactions between customer and AI are secured by Guardrails to ensure the highest
 security standards



1: RAG = Retrieval Augmented Generation System

AI technology enables outstanding customer 
service: Possible to increase quality and 
efficiency at the same time by offering service 
experience close to human interaction

AI agent solution kit: We rely on a modular solution approach for the integration of AI in customer service

Practical insight: AI as a lever for CX and 
efficiency in service

The online bank's customer service 
channels show massive weaknesses 
and result in a Trustpilot rating of 1.3 
stars
The current chatbot achieves a poor 
customer experience and is unable to 
handle the service volume of 40,000 
calls per week

Solution
approach: 

Initial
solution: 

Creation of personalised and 
contextual responses

Support in processing customer letters 
and complaints

Interaction with internal knowledge 
databases via RAG systems1
Analysing customer interaction and 
identifying positive developments

Identification of customer concerns

Forwarding to suitable mailboxes or 
telephone destinations

Identification of customer concerns 

Fully integrated and modular 
"Agentic AI Voice Bot" solution with 
process experts and API integration

Copilot for service staff to answer 
customer enquiries and for training 
purposes

Recognising concerns and routing written 
or verbal customer enquiries as a digital 
concierge

Chatbot for solving information and 
guidance requests in direct customer 
interaction

Voicebot in direct dialogue with customers 
to solve end-to-end customer concerns 
through process integration

Replacement of previous technology 
based on rigid dialogue flows with 
state-of-the-art generative AI-based 
experts
Addressing concerns by providing 
information, guiding the customer, or 
directly resolving the concern by the AI
AI security concept "Guardrails" for 
human-AI interaction has been 
approved by FINMA

Customer
experience
(schematic)

Cost efficiency
(schematic)

Callbacks

Routing

IVR

Chatbot

Phone

1st stage:
Service Agent

2nd stage:
Contact centre

technologies

3rd stage:
Conversational AI

4th stage:
Agentic AI

e-mail

Voicebot

Agentic AI
Bots

Simple
video calls

Autom. social
media
Answers

Service agents
People lead the
conversation
High solution rate
at high costs

AI agents
AI agent system
independently
manages the
conversation
Unlimited scalability
with high contact
volumes
Realising a positive
customer experience
by resolving concerns
Lower (marginal)
costs (compared to
humans) 

8/1
average customer rating 
in UX testing

100%
precision in the recognition 
of customer intents by the AI

-90%
reduction in running costs
"human vs. AI agent"

High-end
effects

AI supports customer service AI automates the customer dialogue

Hello

I am the digital assistant of
4711-Bank and I am pleased
that you have contacted me.
I will be happy to help you solve
your problem.  

How can I help you?

Digital Assistant 14:22

Geben Sie eine Nachricht ein

Customer
service



The current market environment is out of 
balance and characterized by uncertainty…

… which significantly impacts the daily 
operations of customer service.

As a result, customer service often struggles 
to meet these demands…

…leading to a dramatic impact on the business.

Customer service trends in the market are forcing a more flexible offering to provide customers 
with solution-oriented service from a single source across all channels

Market uncertainty puts immense pressure on customer service, with dramatic consequences 
for business performance

Global conflicts Increased contact
volume, long wait times
on the phone and
delayed/missing
responses

Decreased customer
satisfaction

Layered and inefficient
internal processes

Lack of digital
solutions and insufficient
self-services

New technological
possibilities

Changed customer
behavior

Uncertain economic
environment

(Renewed) high
competitive pressure

Rising external costs

Efficiency loss

Employee overload
and sickness absence

Customer interactions are 
understood across channels 
and are partially automated 
(no separation of telephony 
and writing and work 
hand-in-hand with Chatbots)

Outsourcing to external service 
providers for peak loads and 
volatility in the demand for 
services

AI-based routing and 
performance measurement 
and development of 
individualized, 
demand-oriented training for 
individual service agents

Support becomes more 
personalized through 
cross-channel data collection 
and - analysis for a customer 
picture

Assistance is becoming more 
dialog-like, from the chatbot to 
GenAI-IVR

Customer interactions are 
understood across channels 
and are partially automated 
(no separation of telephony 
and writing and work 
hand-in-hand with Chatbots)

Omni-channel
and hybrid

Capacity
flexibilization Up-/Cross-Skilling Personalization Conversational

Experience
Artificial
intelligence

Customer
service



Framework for customer service transformation: To achieve top service excellence, you can 
utilize levers across four dimensions (including enabler)

Our impact: We have improved the resilience of the service organization 
through quick wins and medium to long-term implementation measures

Reduce unwanted/unnecessary 
(follow-on) contacts in input 
channels and increase the 
proportion of digital inputs

Contacts should be as 
early as possible

Input volume
As is To Be

Writing

Telephone

Online

Inbound

Outbound

Forwarding

Forwarding

Inbound

Outbound

•  Structured
•  Classified
•  Prioritized

Volume

Time

Improve volume/peak load 
forecasting and optimize 
personnel deployment planning

Intelligently route contact 
volumes according to available 
skills and capacities

Required capacity
Planned capacity

First solution
rate increase

Establishment of 
relevant interfaces 
to sales, product 
management, etc.

Optimize service organization, 
improve workflows and increase 
automation

Solution rate
in first contact

(1st level)

Customer

XX%

XX% Processing by
2nd/3rd-level

Structured intake of inquiries�
Optimize and digitize contact volumes

Smart Routing�
Optimize quantity and capacity 
balancing

030201
Efficient handling�
Increase accessibility and improve 
efficiency

KPI dashboard�
Establish data collection and 
E2E reporting

Tech stack�
Utilizing technical progress 
and ensuring interaction

Change Mgmt.& Culture�
Start cultural transformation and 
accompany it through change 
management

+
Enabler

FROM “SERVICE CRISIS”... ... TO A RESILIENT SERVICE ORGANIZATION

Exponential increase in written customer concerns from 2,000 at the beginning of 2023 to 4,000+ at the end of 
2023, including 1,700+ complex cases
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EXAMPLE FROM REAL ERA STRATEGY PROJECT

No staff scheduling for written communication, no formalization of “FIFO” processing and manual prioritization by 
Team Lead

Manual work distribution

Initial documentation of the top 10 processes and associated pain points, first process mapping in Celonis software
Process transparency

Level of tension in the organization, external service provider in ramp-up, unclear responsibilities, especially at 
interfaces between MK-PK and MK-PS

Task “Ping-Pong

Presentation of the worklist for employees in several systems without clear prioritization (FOUR ACD, d3, CRM, ISU 
workflows, e-mail)

Multiple work item lists

Customer experience noticeably negatively impacted by backlogs in service organization (increased complaints, 
churn, etc.)

Dissatisfaction

Decentralized reports with largely manual creation and insufficient structure for effective decision-making and control 
Individual reports

Through special task force and adjustments to routing and prioritization logics <900 concerns at the end of June 
2024, of which <150 complex cases

Stable regular operation

Clearly defined skill-based routing rules and prioritization logic with systemic execution via VIER as the basis for 
personnel planning

Automated routing

Optimization measures for top 2 core processes “relocation” and “billing” implemented with noticeable effect for 
customers and employees

Process excellence

Target image for allocation of “quality assurance activities” incl. corresponding role model for control developed
Clear responsibilities

Delivery of “work goods” via VIER including systemic prioritization and measurability of processing times and forwarding
A leading system

Faster throughput times, better availability in telephony and Decrease in customer complaints regarding processing 
time in service

Enthusiasm through service

(Partially) automated dashboard with key service indicators, target and alarm values, available on-demand via 
data buffet

Central service dashboard

Customer
service


