
SUCCESS STORY: 5 STAR INTERNATIONAL HOTEL CHAIN

Customer: 5 star international hotel chain

Business need:
Employee training and scheduling solutions 
to deliver world-class customer service

Solution: Genesys Performance DNA

This company is a 5 star international hotel 
chain comprising over 80 hotels and resorts.  
The organisation is committed to serving 
its customers in their mother tongue and 
operates multi-lingual contact centres in 
Malaysia and China to support its international 
customer base.  A wide variety of languages 
are supported including Chinese languages 
(Mandarin and Cantonese), Arabic, Japanese, 
Korean, German, French, Spanish and English.  
The group has aggressive expansion targets 
and will increase its prestigious property 
portfolio by nearly 25%.

Genesys’ unique performance optimisation 
solutions have been used by the hotel chain 
since 2012.  An extremely discerning clientèle 
rightly expects to receive ‘top notch’ service, 
which is why the chain selected Performance 
DNA to help its customer service staff deliver 
it.  At the outset, Performance DNA was 
deployed in the hotel chain’s Kuala Lumpur 
contact centre, but since March 2013, on 
the back of strong results and the hotel’s 

international expansion, the chain has 
implemented Performance DNA in its new 
contact centre in China, opened to serve its 
growing customer base in mainland China, 
Macau, Taiwan and Hong Kong.  In addition,  
an extremely successful pilot of 7 international 
hotel properties is being extended to other 
properties around the world.

“We have ambitious growth plans and an 
unwavering commitment to customers.  
Performance DNA is helping us equip our 
customer service representatives with the 
requisite skills and knowledge to deliver a top 
notch customer experience, which is crucial 
to our brand and our successful expansion.  
We’re making these investments because 
we genuinely want to be the world-class 
benchmark in the provision of customer 
experience,” explains Kenneth Y, Director of 
Customer Service.

Today, Genesys’ solutions underpin a host 
of business requirements across both 

Performance DNA underpins 5* ambition 
for customer experience
“The employees in both of our centres are performing better, and so are those in the Performance DNA 
pilot hotels.  We’re reaping the benefits as we are able to leverage best practice between each areas 
of the business, which is proving instrumental to help us improve individual and overall contact centre 
performance.”  Kenneth Y, Director of Customer Service 
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“It is quick and easy to pinpoint which individuals have which skill gaps.  
We are able to identify what training’s required, avoiding a traditional and 
expensive ‘train everybody’ approach, and see what training is working.  
We can track progress on an on-going basis and agents get feedback.” 
Kenneth Y, Director of Customer Service

contact centres ranging from recruitment 
and individual assessments right through to 
scheduling.  The solution uses a variety of 
media - videos, content links and recordings 
– to help employees acquire the right skills 
effectively.  The solution has enabled a huge 
step forward as traditionally, training was 
classroom-based and assessments were 
paper-based.

“It is quick and easy to pinpoint which 
individuals have which skill gaps.  We are able 
to identify what training’s required, avoiding 
a traditional and expensive ‘train everybody’ 
approach, and see what training is working.  
We can track progress on an on-going 
basis and agents get feedback on personal 
achievement a lot faster and always know 
where they stand,“ continues Kenneth.

Business benefits are significant. The group 
is experiencing increased quality and service 
scores and lower average handling time.  
Abandonment rates have reduced substantially, 
against a backdrop of a 30% increase in call 
volumes, and, last but not least, customer 
service representatives are completing tasks 
more effectively and efficiently.

“Genesys is helping us realise significant 
business benefits.  The employees in both of 
our centres are performing better, and so are 
those in the Performance DNA pilot hotels.  
We’re reaping the benefits as we are able to 
leverage best practice between each areas of 
the business, which is proving instrumental to 
help us improve individual and overall contact 
centre performance.  At the end of the day, 
the quality of our customer service is vital 
to give investors the confidence to back our 
growth ambitions and Genesys’ solutions are 
definitely helping us in this respect.  Last but 
not least, we are happy to be working with such 
a supportive, enthusiastic and expert team,”  
concludes Kenneth.

ABOUT GENESYS

Genesys® powers more than 25 billion of the world’s best customer experiences each year. Our success comes 
from connecting employee and customer conversations on any channel, every day. Over 10,000 companies in 
more than 100 countries trust our #1 customer experience platform to drive great business outcomes. Genesys 
on-premise and cloud solutions are built to be fluid, instinctive and profoundly empowering. Combining the best of 
technology and human ingenuity, we work the way you think.

Visit us at genesys.com or call us at +1.888.436.3797 
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RESULTS

In just over six months, the company 
realised a whole host of benefits:

Increased quality and 
service scores

Lower average 
handling time

Substantially reduced 
abandonment rates 
(against a backdrop of a 30% increase in 
call volumes)

More effective and 
efficient customer 
service


