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Elkjøp AS  
reaching full potential with 
a cloud transformation 
Elkjøp enhances agent performance and customer experience while driving down costs 

Cloud optimizes legacy  
on-premises operations
With 400-plus stores and a thriving online 
business, Elkjøp is the largest consumer 
electronics retailer in the Nordics. Their success 
is built on a combination of attractively priced, 
quality products with in-depth technical skills and 
amazing customer care.

But successfully continuing this strategy required 
a contact center transformation. “We’d arrived 
at a crossroads,” said Tobias Zackrisson, Nordic 
Sales Development Manager at Elkjøp. “Our on-
premises system had reached end of life. It was 
hard to introduce new channels. Following an 
outage, we had to hunt down a skilled engineer 
and pay a small fortune to get things up and 
running again.”

Elkjøp also wanted to lower costs while making 
it easier to attract and retain staff. They planned 
to consolidate four contact centers into two, in 
Copenhagen and Helsinki, to optimize operations.

Phased migration and rapid 
scalability during peaks
Elkjøp uses the Genesys PureCloudTM platform 
to control the customer experience. “We wanted 
an all-in-one cloud platform that was fast to 
deploy, extremely reliable and simple to manage,” 
said Zackrisson. “The phone accounts for 70% 
of our interactions. So, it made sense to migrate 
inbound and outbound channels first. The 
PureCloud platform has great APIs and was easy 
to integrate with our other systems.”

For a predictable monthly price, the solution 
offers instant access to advanced routing, real-
time reporting and omnichannel applications. In 
addition, virtually limitless Amazon Web Services 
(AWS) capacity enables Elkjøp to rapidly ramp 
up sales and customer service resources during 
advertising campaigns and other busy periods.
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Challenges: 
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centers with an agile cloud model
• Lower costs, improve performance and 

simplify recruitment

Solutions:
• Genesys PureCloud platform 
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The platform also allows Elkjøp to train new 
staff and onboard new recruits very quickly. 

“Before, we used to spend at least half a day on 
training which, with high agent turnover, was a 
big investment,” said Zackrisson. “Now, with the 
PureCloud platform, it takes just 15 minutes to 
get a new user up to speed because the system 
is so intuitive and easy to learn.” 

And helpful experts are always on hand, if needed. 
“I post a question on the PureCloud community 
site and usually get an answer within 30 minutes, 
which is pretty amazing,” said Zackrisson. “And 
not just from Genesys experts. Customers can 
help other customers as well.”

Higher-performing agents 
create happier customers 
Service is more efficient and convenient, and 
IVR menus are updated quickly and easily. Wait 
times are regularly announced and significantly 
shorter—with about 40% of customers leaving 
the queue and taking advantage of the PureCloud 
callback capabilities. “Our agents would often 
start calls by apologizing,” said Zackrisson. “They 
don’t have to do that now because our customers 
are less stressed and frustrated.”

Productivity has also improved. Customer data is 
auto-populated on the agents’ desktops, so they 
don’t have to continually switch screens to copy 
and paste information. Average handle times 
have dropped by approximately 10%, while call 
wrap-up times went from 60 to 15 seconds. 

At the end of each call, customers are invited 
to rate their experiences. “Since moving to the 
PureCloud platform, we’ve seen a big jump in 
survey participation and a rise in overall customer 
satisfaction. The best improvement is that our 
customers now get the survey after the call 
instead of 24 hours later,” said Zackrisson.

Automation and innovation 
accelerate ROI
Designed with open interfaces, the Genesys 
PureCloud platform has enabled Elkjøp to closely 
integrate outbound sales and CRM activities. 
Labor-intensive tasks, such as manually entering 
phone numbers into dialers, have been fully 
automated. “Our sales teams connect with more 
business opportunities and feel more motivated,” 
said Zackrisson.

Elkjøp also improved the commercial case for 
a contact center transformation. With a flexible 
opex-based model, the company no longer 
makes large, upfront investments. This cost 
avoidance, combined with savings on IT support, 
helped accelerate project payback and ROI. 

Innovation doesn’t stop there. The company is 
evaluating speech analytics to determine how to 
unlock new insights into agent performance and 
customer experience.

To learn more about the solutions featured in this 
case study, go to www.genesys.com. 

“Our sales teams connect with more business opportunities and feel 
more motivated. Our agents would often start calls by apologizing. 
They don’t have to do that now because our customers are less 
stressed and frustrated.”
Tobias Zackrisson, Nordic Sales Development Manager, Elkjøp AS

RESULTS

10% 
reduction  
in average handle times

45-second 
reduction in call wrap-up times—from 60 
to 15 seconds

Better 
participation
in surveys and overall customer 
satisfaction

More agile
opex model and savings on IT support
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