Customer Success Story
Design Thinking - IKB (Innsbruck Municipal Services)

About IKB

Name: IKB AG (Innsbruck Municipal Services)
Industry: Infrastructure Services
Number of employees: > 600
Key Data: An analysis of 240,000 customer interactions per year (phone, e-mail and appointments)
From supplying electricity and Internet services
to providing water for baths and saunas as well
as wastewater treatment and waste management services: The Innsbruck Kommunalbetriebe (IKB) provides a variety of products and
services to the residents of Greater Innsbruck - a
portfolio that is constantly being expanded and
revised.
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The Problem
With 240,000 automated customer interactions per year, IKB is in constant contact with its customers. Day in and day out, the company processes registrations and de-registrations, handles inquiries and offers on-site services to their customers wherever they are.
The success of a company depends not only on its products, but it is
also strongly influenced by how satisfied its customers are. Although
IKB has always conducted customer satisfaction surveys, the results
rarely led to any changes. What was lacking was an effective method to
identify and understand the relevant customer needs and problems. Without
an effective approach, IKB was unable to react appropriately to market
conditions.

The Goal
The goal was to make the customer service department at IKB more
customer-oriented as well as discover and solve problems that affect
customer relationships in this area. The goal was to bring the IKB brand
as well as its entire product portfolio closer to its customers by increasing
IKB’s customer orientation with “outside-in thinking”.
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The Solution
In two months, with assistance from PDAgroup using different methods
of design thinking, the specific needs and challenges of IKB’s customers
were revealed and appropriate solutions were developed. Everything
revolved around answering the question: „How can the contact points
between IKB and its customers be improved?“.
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The basic framework consisted of three phases of design thinking:
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Figure: Structured process of the project

PDAgroup focused both on the specific involvement of employees to
capture the internal point of view and on understanding of the external perspective. PDAgroup’s experts were consulted in order to use the
appropriate selection and application methods.
In the first step, a common understanding of the contextual factors of
the problem was worked out together with employees and customers.
The results from the internal point of view based on individual interviews were combined with the external customer perspectives as provided by the focus groups. Key messages and discovered patterns were
then grouped into meaningful personal profiles. In consultation with
the head of the customer service department, it was decided to take
on two detailed problems and focus on developing solutions for these
problems. Finally, the proposed solutions were subjected to validation
and prioritized.
With its newly achieved focus on customers, IKB is calm and confident
as it faces the future despite stiff competition and unknown future developments in the market. PDAgroup’s design thinking approach at IKB
has laid the foundation for IKB’s long-term success thanks to its strong
focus on customers.

About PDAgroup
PDAgroup helps with targeted, customized training programs in the areas

“ Do we really know what our customers

want, or do we just believe we know? We
did this comparison with support from
our customers and PDAgroup. The result:
We now know exactly what our customers
want and we are able to offer them custo-

”

mised solutions.

Reinhard Hilber
Head of the Customer Service Department
IKB (Innsbruck Municipal Services)

“The fact that IBK has invited its customers
to join it as it considers the company’s future demonstrates to me that they understand what is at stake in the future: How to
create useful value for customers and best
integrate itself into their everyday lives. I
wish the IKB the best of luck with implementing their plans, and I am looking very
much forward to seeing the results!

”

Customer and Participant
Design Thinking Workshop IKB

of sales and marketing, channel management, innovation, and strategy and
personnel management. Prior to each training or coaching, the strengths,
weaknesses and the potential of the company are identified using specialized
consulting and analytical tools to guarantee optimal training success. To date,
PDAgroup has trained more than 4000 people from over 60 countries.
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