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11880 Solutions collaborated with  
audEERING to improve customer 
satisfaction with audEERING’s Emotion 
Detection technology callAIser. The 
software detects e.g. if a caller is very 
angry and displays in accordance 
a red emoticon to the agent. This 
way, the agent knows how  to deal 
with an unsatisfied caller when he 
picks up the phone and can react 
immediately. The emotional state of 
both  –  caller and agent  –  is monitored 
during the conversation. They can 
also see changes, e.g. if they turn an 
angry customer into a happy one – 
represented by a green emoticon. This 
provides agents with a clear sign of 
success and boosts their motivation.

SOLUTION

CHALLENGE
Turning an angry caller on the phone into a satisfied one is one of the biggest challenges call center 
agents face. Angry customers mean low customer satisfaction and a bad performance. Recruting 
new customers costs five times as much as retaining current customers. The average global value of 
a lost customer is $243. That`s why customer satisfaction is key.

This is the reason why the German call center 11880 searched for a solution to support their agents 
in handling their calls and ultimately improve customer satisfaction.

The agent  
can see when  
he has turned  
an angry  
customer into  
a happy one



78%
of Employees say,  
the software helps 
them a lot to turn an 
angry customer into  
a satisfied one.

Team leaders  
feel strongly  
supported in  
their role by  
technology.

11880 Solutions measured the level of 
agent friendliness and client satisfaction 
with the new tool. The analysis showed, 
that agents are on average 10% better 
at adapting to the caller than without the 
emotion detection tool. As a result, the 
potential for conflict decreased by around 
50%. 

Additionally, audEERING and 11880 
conducted a representative survey among 
11880 employees. 78 % say, the software 
helps them a lot to turn an angry customer 
into a satisfied one. Furthermore, 82 % of the 
employees were very strongly motivated 
by turning an angry into a satisfied client. 
These numbers show, that the software 
really makes a difference in how the agents 
work and also improves their performance.

The survey also included specific questions 
for team leaders. 98 % of the team leaders 
said that the software strongly supports 
them in their role as a team leader. Another 

RESULTS

94 % said, that they perform better when 
using callAIser. When it comes to handling 
very angry customers, 80 % of the team 
leaders said, the software helps them 
supporting their team members in an 
improved way.
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The cooperation between 11880 
and audEERING was featured by 
the German TV station ARD in their 
newsreel “Tagesthemen”.

The software helps me to gain a hollistic view. 
I`m more reflective about the customer and my-
self. It helps me to stay in control even in diffi-
cult and challenging conversations. 

„

“Mathias Rorath, Callcenter-Employee at 11880

There‘s an artificial intelligence program behind 
it. It filters more than 6,000 parameters, such as 
pitch, timbre or speech rhythm. This app was 
developed by the start-up company audEERING 
from Gilching near Munich. This technology is 
currently being slightly modified by the call 
center 11880 in the complaint hotline.

„

“Tagesthemen about audEERING

https://www.audeering.com/blog/audeering-on-tv/#20190509tagesthemen
https://m.facebook.com/audEERING/
https://www.instagram.com/audeering/
https://www.youtube.com/channel/UCOoWXPxSVksEev4pUSAOYFQ
https://twitter.com/audeering
https://de.linkedin.com/company/audeering-gmbh
https://www.xing.com/companies/audeeringgmbh

