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Curiosity beats German angst: what do consumers think of Al?

Dortmund, 17. June 2020

German consumers believe that artificial intelligence (Al) will improve their lives by
opening the door to new opportunities and services. They also see the advantages of
Al applications and algorithms when it comes to fighting the coronavirus, according to
a recent study by the IT service provider adesso. Despite this fundamentally optimistic

attitude, however, many are hesitant to use Al-based services such as chatbots.

What do the people of Germany think of Al? In its new study, adesso takes a look at this very
question. A survey of 1,000 consumers indicates that the majority are not afraid of Al, with 55
% even expecting to benefit personally from the use of the technology, and 82 % believing

that robots will perform arduous tasks in future and make life easier. Even though 70 % of
respondents think Al-supported applications will make many professions obsolete, only 12

% are concerned about their own jobs. “Our survey provides little indication of the proverbial
‘German angst’ or fundamental scepticism towards Al among consumers,” says Volker Gruhn,
Chairman of the Supervisory Board and founder of adesso SE. “On the contrary: Al has arrived
in the minds of consumers. They associate the technology with gains in terms of convenience
and more customised support.”

High hopes for fighting the pandemic

With Al already being used successfully in medicine, Al applications and algorithms are set to
provide support in the fight against COVID-19 when it comes to tasks such as identifying high-
risk groups or predicting the spread of the virus. Nearly one in two respondents (47 %) believes
that Al plays an important role in efforts to combat coronavirus. More than half (53 %) think that
the technology will gain importance in society in light of the current crisis. And 59 % say they
would use an Al-supported system such as an app to track and trace infections.

But what about the technology’s applications in everyday life? What kind of Al systems, such
as chatbots, would consumers use? Two-thirds of consumers (67 %) can imagine using

such an application to schedule appointments with government agencies and public-sector
service providers. Almost one in two (46 %) would be interested in getting advice on an online
purchase. One in three would consider using Al for assistance in buying insurance (38 %) or
opening a bank account (33 %). The survey suggests that acceptance of Al systems depends

to a large extent on the individual scenario. However, a vast majority of respondents see the
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advantages of Al-based systems, such as the ability to reach service providers and retailers
24/7, shorter waiting times (or even none at all) and the greater ease of finding information. In
addition, 59 % of consumers who have already used a text chatbot said that the experience was
a positive one. They were particularly impressed by the chatbot’s ability to find fast and precise
answers.

Data protection is important, consumers say

The majority of those surveyed take a critical view of data gathering and data collection. For
example, less than one-third like it when companies automatically make them personalised
offers based on previous purchases, visited websites or activities on social media.

“Companies need to take consumers’ data protection concerns seriously,” Gruhn says. “What'’s
more, consumers lack practical experience with Al applications. That is both a challenge and
an opportunity for businesses. They need to make greater use of Al's potential and create
convincing offerings. In doing so, it is important to make the added value of each Al solution for
the individual absolutely clear.”

adesso partnered with the Cologne-based market research institute HEUTE UND MORGEN

to carry out a survey on Al between January and mid-February 2020. A total of 318 decision-
makers in the business world and 1,000 consumers from a wide range of age groups in
Germany were surveyed. In early June, the consumers were surveyed once again on selected
topics to analyse trends or changes in their attitudes on Al as a result of the current coronavirus
pandemic.

The study can be downloaded for free .

approx. 4,190 Letters

adesso Suisse SA

En tant que filiale d’adesso SE, adesso Suisse SA distribue la gamme de prestations du
fournisseur de services informatiques et de conseil sur le marché suisse. adesso est I'un des
principaux prestataires de services informatiques dans I'espace germanophone et se concentre
sur le coeur des processus opérationnels d’entreprises et de structures administratives,

a l'aide de conseils et du développement logiciel individuel. La stratégie d’adesso repose

sur trois piliers : le savoir-faire sectoriel étendu des employés, d'importantes compétences
technologiques et des méthodes éprouvées pour la mise en ceuvre de projets logiciels. Le
résultat ? Des solutions informatiques supérieures permettant aux entreprises de devenir plus

compétitives.
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https://www.adesso.de/adesso-de/downloads/ki-report-studie-entscheider-und-kunde-web.pdf

adessoj

adesso a vu le jour en Allemagne en 1997 et emploie plus de 4 000 collaborateurs. Ses actions
sont cotées dans le Regulierter Markt (marché réglementé) allemand. Parmi ses clients les
plus importants, la filiale adesso Suisse SA compte I'entreprise BKW, plusieurs agences
fédérales, Medgate, CFF, Selecta, Swisscom, Swiss Life, '’Association suisse d’assurances,
La Poste Suisse, PostFinance et la ville de Zurich. adesso Suisse coopére avec I'lInstitut pour
l'informatique de 'université de Zurich. Harald C. Gall, professeur en ingénierie logicielle, fait
en outre partie du conseil d’administration. Le président du conseil d’administration d'adesso

Suisse SA est Peter Walti. www.adesso.ch/fr

adesso SE

adesso is one of the leading IT service providers in the German-speaking area and focuses its
consulting and software development activities on the core business processes of companies
and public authorities. adesso’s strategy is based on three pillars: the deep industry-specific
know-how of its staff, the comprehensive expertise in technology and the application of reliable
methods in software implementation projects. Following this approach, adesso develops
superior IT solutions, which enhance the competitive position of a company.

adesso was founded in 1997 in Dortmund and currently employs about 4,200 members of
staff. The share is listed on the regulated market. Among the most important customers in the
banking segment are Commerzbank, KfW, DZ Bank, Helaba, Union Investment, BayernLB
and DekaBank, in the insurance segment Munich Re, Hannover Re, DEVK, DAK, Zurich
Versicherung, Medizinischer Dienst der Krankenversicherung (MDK-IT) as well as cross-
industry Daimler, Bosch, Westdeutsche Lotterie, Swisslos, DZR Deutsches Zahnérztliches

Rechenzentrum, TUV Rheinland, Beschaffungsamt des Bundesministeriums des Innern.
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