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The impact on channel management
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20+ 
business lines

5M
members

1.2M
calls LSC

16
phone numbers



Research
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• Call data

• Google Analytics

• Benchmark

34%

9%



If the service&contact page 
is focused on selfservice, 
then we see an increase in selfservice
and a decrease in live contact

met 
live 
cont
act. 

Hypothesis
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Statistical choice
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Confidence level

80%

Power

80%

MDE

2,0%



Results
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Selfservice

+87%

Live contact

-59%

Recognized calls

?



Combining online and offline data
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Results
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Selfservice

+87%

Live contact

-59%

Recognized calls

-10%
Recognized users: 34%



Learnings
The impact on channel management



Thank you! 

Anna Hut
Web Analyst and
Conversion Specialist


