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((((( Industry Structure

((((( Focus of Operations

Call Center operations focus on the following areas:
— Customer service
— Complaint management
— General- and product information
— Order processing
— Sales & customer acquisition
— Tech support and service

The capital region’s two business development agencies, Berlin 
Partner and the Brandenburg Economic Development Board 
(ZAB), regularly conduct comprehensive industry-wide surveys 
as part of their campaign to promote the call center industry 
as a strategic growth cluster in Berlin-Brandenburg. The most 
important results of the current survey are summarized for 
you here.

((((( Call Center Region 

With more than 240 call centers and a workforce of 
25,000, the Berlin-Brandenburg capital region is one 
of the leading locations for call centers in Europe. 
Roughly 44% of regional call centers are active as 
agencies, with 29% working as in-house call centers 
and 26% as in-house call centers with external 
customer contracts.

The 2010 Call Center Survey

Call Centers 

((((( Service Languages

50

Percent

20

30

40

10

36% 36%
34%

29% 28% 28% 28%
26%

14%

9%

16%

41%

47%

Media and Publis
hing

Telecommunicatio
ns/In

tern
et 

Providers/C
able Operator

Commerce and M
ail O

rd
er

Inform
atio

n Technology/IT

Banks, F
inancial S

ervices 

and In
surance

Utili
tie

s

Medical S
cience, P

harm
a-

ceutic
al a

nd Health
 In

surance

Automobile
 In

dustry

Real E
state

Touris
m

Logistic
s

Public
 Sector/

Public
 Auth

orit
ies

Build
ing Sector a

nd 

Small T
rade

Call Center Fields of Operation (multiple mentions possible)

German and fi ve or more 
foreign languages 

13%

German and two to four 
foreign languages 

18%

German and one other foreign language 
29%

Exclusively German 
40%

Base = 131

Base = 131
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((((( Share of Call Centers by Company Size

The 2010 Call Center Survey
in the Berlin-Brandenburg Capital Region
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((((( Employees

—  Work space factor 1.3
— 70% of employees are women
—  Employee turnover in the past 12 months: Fewer than 5% at more than 

half of all call centers

 To receive the complete survey in PDF 
form, please contact one of the following 
regional partners:

)))))   92% of call centers in Berlin-Brandenburg 
would decide again in favor of locating in the 
capital region.

((((( Strategic Location Factors

Contact partners at ZAB:
Stephan Worch 
Tel +49 331 660 - 3109 | Fax -3144
stephan.worch@zab-brandenburg.de

Rainer Bohnert 
Tel +49 331 660 - 3163 | Fax -3144
rainer.bohnert@zab-brandenburg.de

ZukunftsAgentur Brandenburg GmbH

Steinstrasse 104–106 | 14480 Potsdam

www.zab-brandenburg.de
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Survey Contents +++ Call Center Locations +++ Facts and 
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Contact partners at Berlin Partner:
Justina Siegmund-Born
Tel +49 30 39980 - 223 | Fax -239
justina.siegmund-born@berlin-partner.de

Birgit Plein
Tel +49 30 39980 - 249 | Fax -239
birgit.plein@berlin-partner.de

Berlin Partner GmbH

Ludwig Erhard Haus | Fasanenstrasse 85 | 10623 Berlin

www.berlin-partner.de
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250 and more employees 
13%

50 to 249 employees 
34%

10 to 49 employees 
37%

Up to 9 employees 
16%

Base = 131

Base = 131

Business location factors rated “excellent” or “good”

Business location factors considered especially important 
when setting up call center operations


