
SUCCESS STORY: ENEL

Raising the bar on  
contact center performance
Enel cements top ranking with greater efficiency and more satisfied customers

Energizing a  
service-to-sale strategy
The world’s a warmer, brighter place thanks to 
Enel. Italy’s largest power company delivers gas 
and electricity to 61 million customers across 
four continents and more than 30 countries.

Innovation also abounds at the company’s  
two outsourced contact centers. A very large 
number of customer contacts involve the 
phone, resulting in some 50 million calls a year. 
In addition to visiting their local Enel shops, 
customers can also choose to interact through 
app, web chat and social media platforms like 
Facebook and Twitter.

The utilities regulator benchmarks contact 
centers every six months and since 2010  
Enel has always ranked top for performance. 
A key factor in that success is a very focused 
strategy on quality that allows customer care  
to develop a service-to-sale strategy that relies  
on Genesys technology.

“It’s about changing culture and mindset,” said 
Maurizio Morrica, Contact Center Manager,  
Enel. “First we increased customer satisfaction 
and then we built a new sales channel leveraging 
on that. Genesys helped improve the quality, 
efficiency and performance of our contact 
centers. In 70% of cases we can predict our 
customer needs and with Genesys we can  
route the call to the best available agent. 
Moreover, with this service-to-sale culture, we  
are much more proactive and, as a result, it’s 
easier for agents to upsell and cross-sell.”

That step change has had a profound impact 
on the company’s ability to drive value-added 
services while the marketplace deregulates  
and moves to more open trading. “We’ve gone 
from no inbound sales in 2012 to a thriving 
channel with 500,000-plus new contracts. 
Service-to-sale in our inbound contact center  
has been a strategic pillar to help our growth 
in the energy-efficient services market,” 
said Morrica.

Customer: Enel
Industry: Energy and Utilities
 Location: Italy
 Agents: 5,000

Challenges: 
• Improve service quality, efficiency 

and performance
• Increase sales and competitiveness

Solutions:
• Customer Engagement: Self-Service, 

Inbound, Outbound and Digital
• Business Optimization: Analytics
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Nine times best-in-class 
This innovative omnichannel model is  
powered by Genesys Customer Experience 
Platform, an integrated suite of Digital,  
Inbound, Self-Service and Outbound solutions. 
They also use Genesys Analytics for real-time 
reporting and analytics.

Calls used to be transferred to agents on a  
first-in-first-out basis. Now, Enel is able to 
segment and match customer profiles to  
agents with the most appropriate skills. 
Supervisors constantly monitor internal 
processes and workflows to prevent  
bottlenecks and service level degradation.

“We introduced Genesys True Omnichannel 
Routing so that customers always get fast 
access to the right agents,” said Morrica.  

“This was instrumental in our winning the  
best and most efficient contact center  
award nine times in a row.”

Increased profitability  
and top-ranking  
customer experience
Self-service has become increasingly important, 
especially for collecting meter readings. “Around 
a fifth of calls are now handled automatically,” 
said Morrica. “Better metering means more 
accurate invoicing and fewer unpaid bills. And 
that means less credit collection and, ultimately, 
increased profitability.”

Survey response rates hover at around 98%, one 
of the highest in the utilities and power industry. 
During the last seven years, perceived quality 
among Enel customers has risen from 3.3 to 4.2 
out of 5. The overall customer satisfaction score 
has rocketed too, from 5.7 to 8.5 out of 10.

Not content with this, Enel is planning their next 
innovation, leveraging the Genesys Customer 
Experience Platform to further improve internal 
processes with the introduction of virtual 
assistants. Maurizio Morrica sums up: “Genesys 
is always very responsive to our business needs 
through forward-looking technology solutions.”

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

RESULTS

49% rise 
in customer satisfaction rates

New 
revenue
with 500,000-plus contracts

Nine-time 
winner
of best and most efficient  
contact center award 
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