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Media giant increases  
customer service flexibility and efficiency 
Multi-skilled Canal+ customer service agents deal with anything from chat to post through  
a single interface from Genesys 

The benefit of being great  
at everything
Frédéric Gonin, Head of Customer Relationship 
Digitalization, says: “We invested and modernized 
our customer service to better serve our 
subscribers, to become more efficient and less 
expensive, respecting the business ambitions of 
Canal+. We increased the quality of our answers, 
we industrialized our process, we reduced 
our operational cost and we answer better to 
multimedia interactions. Genesys helped us to 
address this challenge.”

Having teams of people dedicated to doing a 
single thing very well is a good rule of thumb 
for small-scale customer service efficiency. But 
when you’re a major media company handling 
around 30 million customer communications 
a year, it works better for agents to multitask. 
That’s certainly the case at Canal+, the  
Vivendi-owned French premium pay 
television provider.

 Over the years, Canal+ had experimented with  
a number of contact center configurations as  
they sought to reduce costs while maintaining 
high levels of customer service. They started 
using a Genesys solution on premise, which was 
later outsourced on the cloud. 

Further changes followed a few years later,  
when the French telecommunications provider 
SFR won a contract to unite internal and 
outsourced Canal+ contact center operations  
on a single technology platform for inbound 
routing and reporting. Canal+ believes the  
virtual contact center project had a return on 
investment of less than 18 months through  
more efficient call handling. 
 

Customer: Canal+
Industry: Media
 Location: France
Contact center seats: 1,350 seats; 16 sites 

Challenges: 
• Enhance agent productivity
• Improve customer service
• Reduce costs

Solutions:
• Genesys Customer Experience Platform
• Genesys Contact Center Modernization
• Genesys Workload Management
• Genesys Reporting and Analytics
• Genesys Digital Channels 
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Using SIP to unite a 
heterogeneous contact 
center estate 
At the time, Canal+ had both outsourced and 
internal contact centers. The company realized 
that treating these as a single virtual contact 
center would allow them to eliminate call 
handling bottlenecks more easily. But different 
outsourcers were using disparate technology 
platforms, and Canal+ could hardly insist on 
them adopting a common standard. 

Instead, the company chose to bring them 
together using SIP-based contact center 
virtualization from Genesys, which works with 
existing telecoms standards while offering 
additional functionalities such as network-based 
call recording. SFR worked alongside Canal+ 
and Accenture Consulting to build and deploy 
an entirely new system within just nine months. 

“Initially, we chose Genesys mainly for economic 
reasons,” says Frédéric Gonin, Head of Customer 
Relationship Digitalization. “This choice makes 
it possible to integrate existing equipment, 
regardless of supplier.” 

Part of the project involved creating a bespoke 
management system that allows Canal+ to know 
when and where agents are available, and route 
workflows to them accordingly. Jean-Christophe 
Heymonet, Head of Customer Relationship 
Innovation and Transformation, explains: “This 
gives the group a lot of flexibility to adjust the 
load of teams according to seasonality. When 
a customer contacts Canal+, it is not always 
possible to identify the complexity of the request.”

So, for example, when the application requires 
a higher level of technicality, having a unified 
contact center allows automatic switching to the 
right advisor without losing the call. This is also 
the case in automatic processing apps when an 
error occurs. The customer is switched back to 
a human agent without the need to repeat all the 
procedures from zero.

Optimizing agent efficiency 
Flexibility is important because of the sheer 
volume of customer communications that  
Canal+ handles. The group has more than  
11.2 million subscribers but only 2,000  
customer service agents. To handle workloads 
efficiently, agents distributed across two  
internal and 14 outsourced contact centers  
are sent whatever tasks are most important  
at the time, switching from one job to another  
on a single desktop interface.

In addition, the company has focused on 
providing new self-service channels and 
automated responses wherever possible.  
As a result, of the 15 million incoming calls  
a year handled by the IVR platform, only 10 
million are distributed to agents. 

Refining mail handling 
processes to the letter
Aside from digital channels, postal mail  
remains an important communications  
channel for Canal+. The company gets  
around 3.5 million items a year, ranging from 
changes of address or bank details to general 
enquiries. Historically, these were scanned and 
passed to agents for dealing with on a first-come, 
first-served basis, which did little for the speedy 
resolution of urgent or important issues.

Canal+ therefore embarked on a series of 
projects that included automated answers and 
improving the way inbound mail was handled, 
using Genesys Enterprise Workload Management. 
This means that after documents are scanned, 
Genesys pushes them into the system. Canal+ 
is initially trying to get an automated answer. 
Unanswered mail is assigned a workflow priority 
and pushed to available agents so that more 
important items get dealt with first. Thanks to 
this, Canal+ has been able to greatly improve  
their handling of postal items. 

Now around 75% of items including contracts, 
bank changes and coupons are processed 
automatically, allowing Canal+ to turn around 
90% of postal enquiries within three days instead 
of seven as previously handled. This has helped 
the company reduce consequent costs by 40% 
and improve agent productivity by between 
5% to 10%.

Extending workflow 
optimization across 
multiple channels
Those impressive mail management results  
are being extended across other customer 
service channels by using Workload Management 
as the basis for workflow management. 

In conjunction with this, the company also 
introduced a callback feature, so if a customer 
faces a long wait before being connected to an 
agent they will be offered the option of someone 
from Canal+ ringing them back. More than 
100,000 calls per month are fielded in this way. 
Canal+ is also using Workload Management to 
answer web requests.

“With Genesys, Canal+ 
ensures all requests are 
processed in a timely 
manner, according to 
their importance, by the 
right person.” 
 
Jean-Christophe Heymonet 
Head of Customer Relationship  
Innovation and Transformation 
Canal+ Group

http://www.genesys.com/solutions/business-optimization/workload-management 
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Heymonet says: “Genesys Workload 
Management and prioritization have become 
essential for managing customer requests. 
With Genesys, Canal+ ensures all requests are 
processed in a timely manner, according to  
their importance, by the right person.”

The next challenges
With the high adoption rates of mobile devices, 
Canal+ noticed that digital channels, such as  
chat and web visits, web request and mobile 
applications, are becoming the communications 
mechanism of choice among customers.

Digital channels currently represent 50% of 
Canal+ customer services’ total interactions.  
Two years ago, this was 20%. Canal+ subscribers 
were requesting chat conversation with the 
consumer service department, so Canal+ 
deployed a Genesys solution to employ chat 
while keeping the same routing and reporting 
engines for more efficiency.

For the next couple of years Canal+ has fixed  
the following objectives:

• Better personalization in order to produce 
tailored answers to subscribers’ requests.

• Leverage the potential of mobile devices, 
the source of 25% of requests, to better 
serve their customers. Canal+ wants to 
better anticipate customer claim requests, 
proactively answering and minimizing 
customer efforts.

“The service has become more efficient and less expensive, respecting 
the business ambitions of Canal+.”
Frédéric Gonin, Head of Customer Relationship Digitalization, Canal+ Group

RESULTS

18-month ROI  
achieved on the virtual contact 
center project 

40% reduction  
in postal query handling costs  

 
Key  
performance 
indicators  
improved year over year 

Higher volume  
of tasks  
managed each year

http://genesys.com
http://www.genesys.com/solutions/customer-engagement/digital

