
Do what matters

Move from ambition to action with our accelerated pre-packaged 
Intelligent Contact Center Solution. Find out more

Customer service is changing—
most contact centers aren’t ready
What the AI era demands from customer service

If you’re interested in learning how a 
Frontier Contact Center can make AI work 
for your teams, your customers and your 
revenue then Avanade can help.

Head to our website for a detailed introduction

About Avanade
Avanade is the world’s leading Microsoft expert, helping more than 7,000 organizations modernize securely and scale AI 
using Microsoft technology, faster. Founded by Microsoft and Accenture, and operating as Microsoft’s Client Zero, Avanade 
brings deep expertise and proven delivery to simplify complexity, accelerate innovation, and deliver measurable results.
Together with Accenture, Avanade combines global scale with expertise in AI, cloud, data, cybersecurity, and ERP to design 
solutions that put people first. With 60,000 Microsoft professionals worldwide, 165,000 certifications, and the largest 
community of Microsoft MVPs, Avanade has spent more than 25 years helping organizations unlock the full potential  
of people and technology to create lasting impact for clients, employees, and communities.  

Do What Matters. Learn more at www.avanade.com and follow us on LinkedIn. 
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Together, they deliver:

The difference is not AI adoption, but how service is designed
At Avanade, we apply this thinking with Microsoft Frontier Contact Center.

This approach increases loyalty, revenue and scalability with:

AI handling
Routine and repetitive tasks

Orchestrated workflows
Data-intensive roles

Humans handling
Empathetic communications
Complex solution delivery

Steering outcomes with full oversight

AI adoption without  
service redesign falls short

AI must be combined with human 
judgment to improve service

18%
said technology had significantly 

improved their service experiences1

78%
of customers say they prefer direct 

interaction with a customer service agent1

How customers experience the frustration 

“I switch channels and have 
to start over every time.

“My issue gets passed around 
without real progress.

“Self-service sends me in circles 
instead of solving the problem.

87%

In the meantime, customers demand exceptional service—
and brand loyalty depends on it

say that one bad customer  
service experience can completely  

deter them from a brand1

say service quality is the  
most important differentiator  

for companies1 

Connected services 
and context, including 

smarter self-service 

Personalized service 
and recommendations 

leading to more  
upsell opportunities

Faster results for 
teams and customers, 

improving morale  
for both

Increased productivity  
for teams freeing time 
for high-value tasks

Greater loyalty and 
customer satisfaction

The business reality
Customer service leaders see teams stretched beyond capacity— 
struggling to keep pace with rising volumes, higher expectations  

and increasing service complexity due to: 

Reactive  
AI deployments

Small teams with  
full schedules

Siloed customer  
and order data

Learn more about Frontier Contact Center

64%

1. Accenture, Customer service on the brink: Course correct now for future growth, 2025

1. Accenture, Customer service on the brink: Course correct now for future growth, 2025
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https://www.avanade.com/en/services/pre-packaged-solutions/intelligent-contact-centre
http://www.avanade.com
https://www.linkedin.com/company/avanade/mycompany/verification/
http://www.avanade.com/en/services/microsoft-tech/intelligent-business-applications/dynamics-365-service/frontier-contact-center/frontier-pov

