
ROBOTTI ASIAKASPALVELUN APUKÄSINÄ – MIKÄ ON 

IHMISEN ROOLI?

HENKILÖKOHTAINEN PERSONOITU PALVELU VS. 

AUTOMAATIO JA ITSEPALVELU

BUSINESS AUTOMATION CAFÉ 10.9.2020





AAMUN AGENDA
09:00 Avaus ja tervetuloa Jyri-Pekka Makkonen &

Johdatus aamupäivän sisältöön Jussi Vuokko, Sofigate

Jokaisella ihmisellä (ja robotilla) ja kohtaamisella on merkitystä - Teija Kuustonen,

ihmiskeskeinen suunnittelu asiakaspalvelun kehittämisen ajurina LähiTapiola

Modernin teknologian ja työnkulkujen hyödyntäminen Miko Virkola, ServiceNow &

asiakaspalvelussa Juha Kujala, Sofigate

~10:15 Tauko ja mahdollisuus vierailla kumppaniemme virtuaaliständeillä

Tienviittoja digitaaliseen asiakaspalveluun julkishallinnossa: Tomi Lehtola,

Case Palauteväylä.fi Traffic Management Finland

Työpaja: Asiakaslähtöinen automaatio osana asiakaskokemuksen Liisi Koivu, Sofigate & 

kehittämistä ja johtamista Julius Virtanen, Sofigate

11:50 Aamun purku ja yhteenveto
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TILAISUUDESSA MUKANA
TEKNOLOGIAKUMPPANIMME



RUSSIA

London Stock

Exchange

THE LEADING BUSINESS 
TECHNOLOGY COMPANY

Sofigate is the leading business technology management company
in the Nordics. Our passion is to turn digital innovations into well-
managed business technology in private and public organisations.

Revenue 

100 M€

Employees

600

Investing in IPRs

like technology companies

Challenging status-quo

like start-up companies

Transformation capabilities

like consulting companies

Two-digit growth

like digital companies

Management Services

Technology Solutions

The leading 

ServiceNow 

Partner

in Nordics



LET’S
THINK
ABOUT
CUSTOMER
SERVICE…



CUSTOMER SERVICE SHOULD BE …



TODAY’S DEMANDS TO THE 
CUSTOMER SERVICE

Customer expectations

• Self-service capability

• Service with local language

Speed of the service

• Near real-time responses

• Round the clock availability

Operational efficiency

• Operational costs

• Scalability of the service

Quality of the service

• High customer experience

• Accurate answers



AUTOMATION –
THE WIN-WIN-WIN SITUATION?

Shareholders

•Operational efficiency

•High ROI in year one

•Better regulatory compliance

•Improved scalability

•Increased adaptability

•More flexible workforce

•Delivering competitive advantage

Customers

•Improved service quality

•Faster delivery of existing services

•Improved service consistency

•Round-the-clock availability

•New services online quickly

•Enhanced customer journeys

Employees (affected by 
automation)

•More interesting work

•New skills

•Reputation and recognition from 
senior management

•Higher job satisfaction

•Liberation from dreary tasks

•Becoming known as an innovator



EMERGING COMPONENTS OF THE
CUSTOMER SERVICE AUTOMATION

voice

chat

transfer

to agent

categorization,

prioritization,

assignment

orchestration 

of work
instructions,

suggestions

process

rules

service status,

trends

INTERACT HANDLING RESOLUTION

Chatbot

Voice Assistant Flow DesignerMachine Learning

WorkflowsAgent Assist RPA

Integrations

SERVICE CONTEXT

Chat

EmailService Portal

Walk-upPhone Ticketing IntegrationsService CatalogFoundation Data

Knowledge Base Approvals Processes



Seuraava Business Automation Café 

tulee alkuvuonna 2021!



THE BUSINESS 
TECHNOLOGY 
COMPANY.

We turn digital 

innovations into well-

managed business 

technology.


