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AI Summaries of customer service calls

The voice of the customer in Digital 
Service.
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Odido - Background
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Research - Background

Old situation: all the familiar tools, like heatmaps, 
web data and surveys

New situation: all of the above + AI Summaries of 
calls
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Research – Ideation
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Experiment – Hypothesis

Hypothesis: if we add a ‘Change bundle’-button to the My dashboard in 

place of the ‘Add data’-button, this will lead to less waste calls, more self 

services and a higher mrc, because it’ll be easier for customers to find 

the location where they can change their bundles. 
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Experiment – Hypothesis
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Experiment – Variants
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Experiment –
Execution
Prioritization: PIE-method, we score the Potential, 
Importance and Ease of the idea. 

Build: designed by UX-department, built by front end in 
VWO

Length of test: Minimum Detectable Effect (MDE) 
calculation - test should last 3 weeks

Testing method: A/B-test, 50/50 split. Visible to 100% of 
the visitors.

Analysis: unsampled data from Google Analytics, 
Bayesian statistical model
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Results – Call deflection

• 23.47% drop in calls, Bayesian chance 99%
• Expected yearly savings: 15.000 calls after implementation
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Results - Selfservice and revenue
• 7.80% increase in selfservices, Bayesian chance 99%
• Expected yearly increase: 15.000 extra selfservices after

implementation

• Revenue per transaction: €2.11 variant vs. €1.10 control
• 80% of customers raised bundle limits
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Learnings &
Next steps
• The customer always knows best

• Improvement in user experience and revenue

• Recommendation: implement!

• Next steps:

o Web2Call reporting <> AI Analysis

o More testing for My improvements
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