
Level 1 
Standalone Reporting
● Case Management
● Call Logs
● Wait times

Level 2  
Self-Service Reporting 

● First Generation Case Analytics
● Customer Satisfaction Analytics

Level 3 
Predictive Analytics

● Customer Health Score
● Discovery Predictive 

Time-to-Resolution

Level 4  
Intelligent Insights

● “At Risk” Analytics
● CSAT Analysis

Level 5 
Actionable 

Recommendations
● Recommended Next Best Action 
● Early Churn Detection Insights

Level 6 
Case Automation

● Churn Aversion
● Intelligent Chatbot Process 

Workflows

Innovators

Most Companies
Early Majority

Early Adopters

Business-driven approach to achieve agility & resiliency
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Service Analytics Business Maturity Curve


