
SUCCESS STORY: ETISALAT

300 percent collection response rates  
and three-month ROI from largest Genesys 
EMEA deployment on Etisalat private cloud

Business opportunity
Egypt’s leading mobile telecoms provider, 
Etisalat, wanted to raise the 10 percent response 
rate it was getting for SMS-based promotions 
inviting customers to take new services. SMS 
was practically free, so the company didn’t want 
to break the bank on  
a new solution.

Genesys solution
The issue was that SMS was not only used for 
marketing promotions, but also for unpaid bill 
reminders. These mixed messages often went 
unheeded, with low response rates. The answer 
was a pure SIP-based outbound IVR system 
deployed in-house on a private Etisalat cloud; 
the biggest implementation of its kind in the 
Middle East. When customers get calls instead 
of texts they’re a lot more likely to respond—30 
percent more so, in fact—compared to SMS.

Customer: Etisalat Misr 
Industry: Mobile telecommunications
Subscribers: 35 million 
Agents: 1500 

The system helps collect additional customer 
information. And being fully virtualized, it’s cost 
effective and easy to run. An in-house-developed 
user interface lets Etisalat marketing key-in 
promotional messages delivered automatically 
through Genesys, so there’s almost no 
administration overhead.
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Solution benefits 
• Ability to handle multiple outbound IVR 

campaigns, each with a unique offering 
based on customer segmentation 

• Scalability to handle over a million calls a day 
with real-time monitoring and reporting 

• Automatic triggering of online campaigns 
based on customer behaviors like balance 
threshold and mobile switch-on 

• Integration with collection and billing 
back-end apps and databases, and simple 
management tools to administer changes  
in real time 

• Reduced inbound billing inquiry traffic, 
saving costs 

• Customer market data collection along 

“We were already relying on Genesys for services like video chat, 
which have helped consolidate our leading Egyptian market 
position. But this latest idea was so impressive we gave it an 
internal award for the best project in our IT organization.” 
Walid Ahmed, CRM Platforms Manager

RESULTS

Scalability  
Was able to handle over a million calls a day. 

10% to 30%   
improvement
in promotion response rates
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