
SUCCESS STORY: SWEDBANK

Swedbank  
assures customer service levels  
Financial services firm adapts multichannel model to improve agent productivity 

Tracking changing 
customer behaviors
Customer emails were rising fast, yet all were still 
routed to a single inbox. Swedbank agents had to 
decamp to a different desk to reply. If the inquiry 
was complex, the likely consequence that the 
email would go back into the queue. This resulted 
in 24-hour-plus delays in replies and dissatisfied 
customers. 

“Our journey to exemplary customer service 
started 10 years ago in adopting the Genesys 
multichannel contact center solution to fix 
that email problem,” says Martin Kedback, 
Head of Business Development and Support  
at Swedbank.

Thanks to open interfaces, legacy third-party 
software for staff forecasting and IVR was 
easy to integrate into the Genesys solution, 
meaning that Swedbank was able to make the 
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most of their historic investment. Soon after 
the implementation, email delays were cut to 
four hours—more than 80% faster, while 93%  
percent of voice inquiries were being handled 
automatically with IVR.

Introduction of Genesys was a powerful launch 
pad for customer service evolution. With 8 million 
retail customers and 600,000 corporate accounts, 
Swedbank is the largest Swedish bank and a 
growing force in Baltic countries. It was able to 
respond deftly to shifts in consumer lifestyles; 
for example it was first to introduce internet 
and mobile banking into the region. Initially 
supporting 600 agents, Genesys now enables 
around 1,000 agents, working across Sweden 
and the Baltic nations.
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Tighter integration for  
real-time forecasting
The next problem was when the Swedbank 
forecasting system, a custom-developed 
application, began to near end of support. Data 
reporting was no longer even adequate.  

It hampered accurate forecasting of staff 
needs and the scheduling of multiskilled agents 
necessary to handle multiple product areas in a 
blended working environment.

“We became increasingly unsure of the numbers,” 
said Kedback. “For example, we couldn’t get a 
clear view of the average time it took our agents 
to handle a call, or the wrap-up time after a call 
was completed. We needed a tightly integrated 
workforce management system that could 
access and use primary data sources.”

Swedbank called for proposals for a new 
workforce management system to eliminate 
management of parallel systems, reduce the 
administrative burden and simplify support. 
Genesys Workforce Optimization was chosen 
because, unlike other systems considered by 
Swedbank, it supports skills-based routing. 
For example, if a customer wants to talk 
about insurance, the software automatically 
routes the call to the right person, further 
increasing customer satisfaction and first-call 
resolution rates.

Powerful solution features such as real-time 
adherence–a simultaneous view of forecasting 
and performance–added to its competitive 
edge. Advanced optimal scheduling capabilities 
automatically work out how many agents are 
needed and factor in time for offline tasks. 
That enhances the customer experience and 
manages costs by setting appropriate levels 
of agent availability. Those schedules can be 
team-based, preference-based, or determined by 
bidding. With real-time monitoring to maintain 
peak performance, it helps Swedbank adjust 
effortlessly to changing demand.

“Genesys Workforce Optimization offered 
comprehensive, instant integration with 
other Genesys modules,” said Kedback. “The  
benefits were so clear that, in the end, there 
was literally no contest. It was also the easiest 
implementation process I’ve ever known, 
anywhere. And service and support have proved 
to be excellent, too.”

Customer service 
improvements all round
For Swedbank customers, the new Genesys 
Workforce Optimization system has helped cut 
the average response period by a full five minutes, 
representing a fall of over 75% in wait times. 
Customer satisfaction has definitely improved 
(although other system changes are delaying 
accurate measurement). Agent numbers have 
stayed stable against an overall rise in traffic 
volumes, signaling a significant productivity 
increase. First-call resolution rates have improved 
with 5% fewer calls transferred within the contact 
center to be dealt with.

With a more precise breakdown of the time 
spent on call content types—account inquiries, 
mortgages, insurance, and so on—the Genesys 
Workforce Optimization software supports more 
accurate forecasting of the agent resource profile. 
That’s because improved call reporting supports 
better planning, not just of workforce numbers 
but also of the skill sets in current demand.

Solutions:
• Genesys Workforce Optimization
• Genesys Customer Experience Platform
• Genesys Digital Channels
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The solution is helping Swedbank adjust its 
channel mix to suit customer preferences. 

“More people are using banking services over 
smartphones, which means we’re getting more 
calls at different times of the day,” said Kedback. 

“As those mobile banking channels get busier, 
we’re moving from telephony-based responses 
to digital self-service and, with Genesys, we can 
accurately reconfigure our resources to match 
changing demand.”

Accuracy assured for service 
development
The bank today handles more than 8 million 
customer service agent calls, 65 million self-
service calls, and 1 million emails each year, using 
blended agents. “Those are huge numbers, but 
Genesys handles them unruffled and in real time. 
Our monthly forecasts are now consistently 
delivered to 98% accuracy,” said Kedback.

To learn more about the systems featured in this 
case study, visit www.genesys.com.

“As mobile banking channels get busier, we’re moving from telephony-
based responses to digital self-service and, with Genesys, we can 
accurately reconfigure our resources to match changing demand.”  
Martin Kedback, Head of Business Development and Support

RESULTS

75% 
reduction 
in wait times due to a 5-minute cut in 
average response periods

98% 
accuracy 
in monthly workforce forecasts

5% 
reduction
in call transfers
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