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Introduction — IDC research 
objectives
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IDC, in conjunction with Sabio, set out to better 

understand how digital innovation is evolving in the 

contact centre space. IDC spoke to five companies 

with significant contact centre operations in the 

process of introducing digital innovation. This 

report offers an insight into:

The contact centre environment that each of these 

companies has developed

The current challenges they face and how this is 

changing as a result of digital innovation

How the agent experience is evolving

The challenges and opportunities that digital innovation 

presents to agents
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Context — contact centre challenges then and now

Source: *IDC Worldwide Customer Care/Contact Centre Business Process Services Survey, 2021; 
**IDC Worldwide Future of Work Survey, 2021 (European cut)

Agent attrition
Some contact centre teams say they 

replace around a third of the workforce 
every 18 months.

High expectations
Customers have become used to 

smooth interactions with digital natives 
and expect similar service quality from 

everyone else.

Increased number of channels
More than 30% of respondents in a recent IDC survey* 
said they would invest in augmented reality assistants, 

conversational AI-based chatbots, cognitive self-service, 
WhatsApp messenger or script-based chatbots over the 

next one to three years.

Cost vs performance
In the survey top contact centre performance 

indicators*, customer satisfaction, sales conversion, 
customer churn rate and customer effort score were 
all selected by more than 20% of respondents; five 
other metrics were selected by more than 10% of 

respondents.

Hybrid work
In a 2021 survey of European 

organisations**, 35% said they expected 
staff to be working from the office less 

than five days a week, suggesting a long-
term shift to hybrid working models.

Increased complexity
Supply chain and other COVID-related 
issues have created new problems for 

agents, adding to the complexity of their 
work.

Emotionally charged 
conversations

Contact centre teams report that 
interactions with customers often became 

elongated and emotionally charged 
throughout the pandemic.

Higher agent churn
Agents are encouraged to find new 

opportunities brought on by changes 
to the labour market caused by the 

pandemic.

THEN NOW
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The solution — modernise contact centre operations using digital innovation 
and AI

• Improved agent effectiveness

• Operational flexibility

• Better customer experience (CX)

• Reduced cost

• Retain customers and support new 

revenue-generation opportunities

ARTIFICIAL 
INTELLIGENCE

Automated call 
summarisation

Global analytics of 
agent performance

Online self-
service

Agent home working 
at the desktop

Cross-platform 
support

Intelligent agent 
distribution across 

platforms

Customer-driven 
authentication and 

routing

Agent 
assistance

Voice 
authentication

Chatbots/
voicebots

Translation Sentiment 
analysis

Process 
improvement 
identification

Application 
integration

Task automation Process automation

INTELLIGENT 
PROCESS AUTOMATION

COLLABORATIVE AND 
HYBRID WORK TOOLS

ONLINE PORTALS 
AND MOBILE APPS

OMNI-CHANNEL 
PLATFORMS

ANALYTICS

DIGITAL 
INNOVATION
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Customer service is a big priority for those deploying AI and other digital 
technologies

In which areas does your organisation use or plan to use AI 
systems in the next 24 months? (Choose all that apply)

Source: IDC, AI and Automation Survey, December 2021; IDC Europe Emerging Technologies Survey, July 2021

22% of organisations 

that have deployed 

automation technologies have 

done so in “customer service 

and support”.

Similarly, of those that have 

deployed AI technologies, in

34% of cases they 

have done so in 

“customer service and support”.

47%
Automated customer 

service agents using 

conversational AI 

platforms

41%
Sales process 

recommendation and 

automation

4%
Automated claims 

processing using 

document AI
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Innovation in the contact centre — HomeServe

Company profile
HomeServe is a multinational home maintenance insurance 

business with its head office in Walsall, England. It covers 

customers for damages to home utilities.

• Revenue: £1.3 billion (2021)

• 800 agents (during the October–March peak season); shrinks to 400–500 during summer

• Hybrid working model — employees spend 60% of their time in the office and 40% from home

• Aims — improve CX, automate simple tasks being dealt with by the contact centre

• Coordination of interactions between customers, 
contact centre agents and engineering teams, as they 
became more complex during the pandemic.

• HomeServe was looking for ways to leverage 
technology to: 

• Improve coordination

• Reduce the number of interactions handled by 
agents

• Free up agent capacity to deal with higher-value 
requests

We were struggling to migrate our 
customers towards digital self-service 
channels, which is when we started 
investing in voice automation.

Around 70%–75% of customers complete 
their enquiry journey with a voice 
assistant once they’ve started it.

We’ve gone from 6% of all claims being 
fully automated in our last financial year, 
to 20% this year — a huge improvement.

PHIL JORDAN
Head of Contact Channel Automation, HomeServe

PHIL JORDAN
Head of Contact Channel Automation, HomeServe

PHIL JORDAN
Head of Contact Channel Automation, HomeServe

Starting point Actions Outcome

• Modernised company website to help drive self-
service on the sales side.

• Then developed “Customer Hub”, a digital self-service 
website, to automate the most basic requests such as 
submitting a claim and checking on appointments.

To further drive customers to automated digital 
channels it: 

• Implemented an automated voice assistant, using 
Sabio Airline and Google CCAI & DialogueFlow, to 
raise queries and schedule appointments with the 
maintenance team.

• Reduced pressure on contact centre agents due to 
customer hub self-service platform.

• 70% of total calls routed through the automated voice 
assistant, around 6,000 calls a day.

• 18%–20% of all claims now raised across the digital 
voice assistant.

• Contact centre agents now deal with higher-value 
requests and far less with basic repetitive tasks.

• Improved customer experience in a challenging 
environment.
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Innovation in the contact centre — Welsh Water

Company profile
Welsh Water supplies drinking water and wastewater services to 

most of Wales and parts of western England that border Wales.

• Revenue: £779 million (2021)

• 200 agents and 550 colleagues in the retail part of Welsh Water

• Hybrid working model — predominantly homeworking; 20 agents in the office at any time

• Aims — introduce flexible agent working model and get a more complete picture of customer interaction touch points

• Welsh Water, as a regulated utility, is under pressure to 
drive down costs and improve its service.

• It wanted to reduce any potential for human error, 
prevent requests from slipping through the net and use 
digital innovation to further support agents.

• Customers indicated to Welsh Water through surveys 
and consultations that they wanted the option for more 
self-service functions to give them greater flexibility to 
manage their accounts without time-consuming calls.

The catalyst has been to drive down 
costs and improve end-to-end journeys 
for customers so they could self-serve.

We’ve seen a reduction in the total 
number of contacts we’ve had in the last 
three years, which we attribute to our 
expanding digital footprint.

Simple requests are now handled 
online; agents have to deal with more 
complicated interactions, which requires 
a different skill set.

REBECCA PRICE
Head of Contact Centre Operations, Welsh Water 

REBECCA PRICE
Head of Contact Centre Operations, Welsh Water 

DEBORAH GREGORY
Head of Business Planning and Performance, Welsh Water 

Starting point Actions Outcome

• Welsh Water introduced an online customer contact 
platform that enables customers to pay bills and 
make general queries — “MyBill” and “My Account” 
respectively. 

• Several of the self-service processes within the online 
portal are now automated across the backend into 
Welsh Water’s systems.

• Welsh Water has introduced a virtual chatbot agent, 
social media channels, inbound SMS and knowledge 
integration functions for agents.

• The automation delivered through the customer portals 
has removed inefficiency and low-value tasks, enabling 
agents to focus on more complex requests.

• Welsh Water handles around 800,000 interactions 
a year — 48% of these are handled across digital 
technologies.

• Welsh Water has changed its agent training 
programme to be more focused on problem solving 
and using internal knowledge-based articles, so 
they’re better prepared for more complex customer 
interactions.
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Innovation in the contact centre — Advanced

Company profile
Thanks to a range of technology acquisitions, UK software 

company Advanced plays in five vertical markets — healthcare, 

ERP finance, education, legal and field service — with around 

150 software products.

• Revenue: £254 million (2021)

• 400 agents

• Hybrid working model — agents are primarily work from home, though the company is starting to bring agents back 

into the office

• Aims — improve customer experience, telephony platform and channel integration

• As a technology organisation, it is expected to remain 
up to date with a market-leading customer service 
offering.

• Advanced wanted to improve efficiency at the same 
time as improving the service for its customers.

• Email and telephony channels were inefficient means 
of handling basic enquiries. Advanced wanted to 
encourage far greater self-service among its customer 
base.

Email was creating high volumes of spam 
and so it became critical to move away 
from email as a channel.

We wanted our agents to spend more 
time being productive and proactive, 
instead of doing the low-level admin 
tasks.

Technology is about removing the 
laborious side of support, allowing agents 
to work on the more interesting stuff.

STEVE PIPES
Group Support Director, Advanced 

STEVE PIPES
Group Support Director, Advanced 

STEVE PIPES
Group Support Director, Advanced 

Starting point Actions Outcome

• To improve its processes and streamline the 
management of its interactions Advanced introduced 
Salesforce CRM into the back office of the contact 
centre. 

• At the front end, Advanced introduced a customer 
portal to help better route interactions and support 
greater self-service.

• The portal has knowledge-based articles, enabling 
customers to find solutions to the issue they’re trying to 
get addressed.

• Since introducing Salesforce, Advanced has seen its 
CSAT rise to 9.5.

• NPS has risen from single digits to +40.

• Efficiency, in terms of the margin of the business unit, 
has risen to the best it’s ever been.

• 32% of interactions now occur across the customer 
portal.

• Managers can stay up to the minute with agent 
progress through the day via digital dashboards in 
Salesforce, improving their ability to manage the team.
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Innovation in the contact centre — Royal London

Company profile
Royal London is a UK mutual life, pensions and investment 

company.

• Revenue: £10.8 billion (2021)

• 1,100 agents

• Hybrid work model — agents now split their time between the office and home working, with an increasing number 
returning to the office  

• Aims — increase channel choice, introduce greater automation and self-service, enable personalisation and reduce 
cost to serve

• Operational support teams are spread into several 
subteams such as complaints, onboarding and 
operational support and split by product.

• Royal London wanted to understand the causes of 
operational support team demand and then use 
technology to ensure demand is most effectively met.

• Historically focused on telephony as the main contact 
route, Royal London wanted to offer more digital 
and self-serve capability for customers and increase 
automated channels.

We’re looking for agents to have more 
of a relationship with customers and get 
involved in more complex transactions.

We wanted our agents to spend more 
time being productive and proactive, 
instead of doing the low-level admin 
tasks.

The positive impact of the introduction 
of digital innovation on contact centre 
agents outweighs the new challenges it 
creates for them.

RICHARD BASHAM-JONES
Customer Experience Director, Royal London

RICHARD BASHAM-JONES
Customer Experience Director, Royal London

RICHARD BASHAM-JONES
Customer Experience Director, Royal London

Starting point Actions Outcome

• Royal London has introduced a mobile app, “Pension 
World”, to help customers track information relating to 
their pensions, make basic requests and provide some 
links to knowledge base articles to support customers.

• Robotic process automation (RPA) instances have been 
introduced to automate the process when someone 
leaves a pension scheme for a trusted alternative.

• The first chatbots have been deployed to support 
online routing and to answer simple questions.

• On the protection side of the operations team, the 
Financial Advisor has now typically keyed in 95% of the 
information required into the system. Previously agents 
keyed in all of the interaction themselves.

• RPA has worked well for mass services that are 
repeatable and transactional up to a certain value.

• Chatbots have answered customer queries quickly and 
effectively online and reduced the need to call into 
their call centres.
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Innovation in the contact centre — Computacenter

Company profile
Computacenter is a leading independent technology partner, 

supporting large corporate and public sector organisations to 

source, transform and manage their technology infrastructure, 

to deliver digital transformation, enabling people and their 

business.

• Revenue: £6.7 billion 

• 2,400 agents

• Hybrid working model — Computacenter has implemented a hybrid working model with employees working both 
from home and from the office; the specifics of this have been determined by the individual country leads

• Aims — ensure our customers and people are always productive, always secure and receive a great experience when 
they interact with us while maximising value

• Computacenter delivers workplace services to over 4 
million users globally.

• On a journey to transform service to focus on 
delivering choice, flexibility and a great experience to 
customers.

• To retain and maximise value from current technology 
stack and strategic relationship.

Workplace services that offer choice and 
flexibility with a great experience is what 
people and organisations desire.

Now we can provide multilingual support
to any user, any time, in any location. It’s
a game changer.

Digital innovation has enabled 
Computacenter to continue to excel in 
Managed Workplace Services.

LAURA DENNIS
Senior Service Specialist, Computacenter

LAURA DENNIS
Senior Service Specialist, Computacenter

LAURA DENNIS
Senior Service Specialist, Computacenter

Starting point Actions Outcome

• Enriching the omni-channel capability with the digital 
voice and chat solutions.

• Improving value for money with auto translation 
options.

• Enhancing the agent experience by making 
information more readily available and enabling a 
greater focus on the support experience.

• More productive people. Problems are detected and 
digitally resolved before they become impactful. 

• Frictionless, personal and simple to use solutions, 
which feel like the consumer world.

• Enhanced agents’ experience. Data analytics and 
problem solving instead of following SOPs.
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Although digital innovation can achieve impressive results, it doesn’t come 
without its impact on contact centre agents

Digital 
innovation

The positive impact 
of the introduction of 
digital innovation on 
contact centre agents 
outweighs the new 
challenges it creates 
for them. However, 
just because this is 
the case, management 
needs to still ensure it’s 
proactively addressing 
these challenges.

RICHARD BASHAM-JONES
Customer Experience Director, 
Royal London

• Greater volume of complex interactions to handle

• New processes to adapt to

• New systems and channels to learn

• Changing priorities from management

New challenges

• Fewer routine and monotonous calls to handle

• Better information collection to handle and close interactions

• New role opportunities to support the development of digital innovation systems

• Customers more effectively routed to the correct agent

• Greater flexibility to address channels and tasks that suit the agent

• Reduced admin for agents

Positive impact
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Advice to improve agent well-being

The high levels of agent attrition combined with the new challenges brought on by digital innovation for agents have caused many contact centre managers to 
consider new approaches.

Team stand ups in the morning are 
incredibly important. Making sure 
everyone’s okay, giving people 
the opportunity to share their 
challenges and ensure nobody’s 
suffering with a call they’ve been 
stuck with for a day or two. It’s also 
very important to ensure one to 
ones don’t slip, giving people the 
chance to share any concerns they 
might have.

STEVE PIPES
Group Support Director, Advanced 

We recognise that digital 
innovation and AI can drive 
considerable cost improvements 
and efficiencies. But on reflection 
more investment needs to be in 
our people, to bring them up to the 
same level as the technology.

REBECCA PRICE
Head of Contact Centre Operations, Welsh Water 

In light of changing interactions 
with customers, we’ve had to 
rethink the experience for agents.
Management are reassessing 
the performance metrics for 
agents. Although average call 
handling time, or AHT, remains 
important, metrics around 
quality and resolution have been 
prioritised. We’re trying to adjust 
our processes to present the most 
relevant information to agents 
when complex calls come in.

PHIL JORDAN
Head of Contact Channel Automation, HomeServe
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Advice for getting started on the digital innovation journey

The digital innovation journey isn’t always straightforward and requires a culture ready to embrace change, adjust processes and reconsider agent training and 
management. 

Pick off where your 
key customer journeys 
are and where you’re 
going to get the 
biggest benefit. Look 
at driving out process 
inefficiencies before 
you start introducing 
automation. And ensure 
your customers lead 
your digital innovation 
strategy.

DEBORAH GREGORY
Head of Business Planning and Performance, 
Welsh Water

Work quickly in 
order to deliver 
something of value 
into operation and 
then work iteratively 
to improve it rather 
than delaying for 
perfection and risking 
falling behind the 
market.

LAURA DENNIS
Senior Service Specialist, Computacenter

We would promote self-
help instead of telephony. 
Agents have mostly been 
telephony based, which has 
encouraged the customer 
base to continue to use 
telephony as the primary 
mode of interacting with 
the team. We should have 
started earlier in building 
out new digital services 
conditioning our customers 
to interact over other 
channels and in particular 
through our web platform.

STEVE PIPES
Group Support Director, Advanced

If we were beginning 
from scratch, we would 
focus far more heavily 
on ensuring a full self-
service journey.

RICHARD BASHAM-JONES
Customer Experience Director, Royal London
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Key takeaways for organisations considering digital innovation

Digital innovations can help 
organisations manage and reduce 
the stresses and pressures faced 
by contemporary contact centres. 
Organisations should be actively exploring 

how digital innovation can improve their 

contact centre operations. An enormous 

amount of value is still being left on the table.

Agents and agent well-being should be 
front of mind when introducing digital 
innovation.
Digital innovation will improve the situation for agents 

— automating more mundane tasks and reducing the 

total number of interactions they must handle. It will also 

impact agents’ workflow, introduce new systems and 

refactor the types of interactions they commonly deal 

with. It often makes sense to enlist a trusted partner to 

help with process change management and potential 

adjustments to agent training and onboarding.

Hybrid work is inevitable in a 
post-COVID world. 
Contact centre managers need to ensure 

they’re supporting staff in meaningful ways 

that reduces the friction between the home 

working and office environments, through 

technology or management processes.

Legacy systems can sometimes stand in 
the way. 
In some cases, organisations have found it difficult to 

move forwards with digital innovations, and one of the 

main constraints reported was a legacy IT, telephony 

or CRM system. Your organisation’s digital innovation 

road map should be aligned with your back-office 

infrastructure, and vice-versa the said infrastructure needs 

to be capable of enabling the planned digital innovation.
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It’s time to support contact centre 
agents with the tech they need to deliver 
experiences that customers expect ...

Sabio Group offers a full portfolio of solutions and services to support contact centre advisors 

as they adapt to a world of longer and more demanding conversations, from agile desktops to 

smart AI tools that can assist advisors and support advisor well-being.

Sabio Group
Sabio Group is a digital customer experience (CX) transformation 

specialist with major operations globally. Through its own technology, 

and that of world-class technology leaders such as Amazon Connect, 

Avaya, Genesys, Google, Salesforce, Twilio and Verint, Sabio helps 

organisations to optimise their customer journeys by making better 

decisions across their multiple contact channels.

Take action 

It’s time to reach inwards into the contact centre — applying the same powerful AI and automation 

technologies that you’re already using to support your advisors and deliver brilliant customer experiences.

Learn more about Sabio at 

sabiogroup.com/why-sabio.
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600+ 
clients

1,000+ 
staff 
worldwide

65+ 
countries

15 
offices 
globally

Did you know? 

• Contact centre attrition in Europe is 20%. 

• 35% of European organisations expect staff to work from the office less than five days a week, 

suggesting a long-term shift to hybrid working.
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