
SUCCESS STORY: ACHMEA

Bringing Everyone Together 
Overview
Over the past 20 years, Dutch insurance group, Achmea Holding NV, has 
acquired several complementary insurance companies, bolstering its position 
as one of the largest suppliers of financial services in the country. However, in 
acquiring these different insurance brands, the group faced an internal IT 
challenge of bringing each, with its own contact centers and technology sets, 
onto a centralized contact center Interactive Voice Response (IVR) platform. 
Achmea needed to deliver a consistent, group-wide customer experience 
using such a platform, at the same time as reducing the total cost of 
ownership. 

Finding the right platform to do the job and then conduct a rapid migration 
from many disparate systems were the challenges, and those challenges were 
solved by adopting Genesys in June 2014. 

The Customer: Achmea Holding NV
Achmea Holding NV was established in 1811 and is, today, the leading insurance 
provider in the Netherlands, serving about half of all Dutch households and providing 
customers with health, life and non-life insurance. The company is one of the largest 
suppliers of financial services in the country, the third largest mutual insurer in Europe, 
and one of the largest worldwide. Outside the Netherlands, Achmea is active in 
Turkey, Greece, Slovakia, Ireland, and Australia, serving some 12 million customers 
across the group’s six global markets. It employs over 16,000 staff in the Netherlands 
and 2,500 internationally. Achmea Group companies account for a total equity of 
around €10 billion and a gross written premium of €20 billion across its many 
household brands, including: Agis, Avéro, Centraal Beheer, FBTO, Interpolis, Syntrus, 
and Zilveren Kruis. Achmea prides itself on its ethical investment practices and ethos. 
The company’s main HQ and data center is in Appeldorn, widely seen as the 

“insurance center” of the Netherlands.

AT A GLANCE
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CHALLENGES
• Consolidating IT 

products and IVR 
systems from over 50 
contact centers

• Provide a consistent, 
group-wide, customer 
experience

• Allow business users 
to make changes to 
different IVR systems 
easily and efficiently 

• Achieve a fast ROI in 
months rather than years
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The Vendor: Genesys 
Genesys provides pre-built IVR, speech self-service, and mobile apps that 
reduce waiting times for customers and reduce call-handling times in the 
contact center. Its solutions are quick to implement and easy to manage, 
putting the business in control of the customer experience. Genesys expertise 
helps organizations of all sizes make everyday tasks easier for themselves and 
their customers. 

The Challenge
As a result of its many recent mergers, Achmea took on a number of different IT 
products and IVR systems that were in use among its new acquisitions, although 
some had no IVRs in use at all when acquired. Each of the separate systems 
that were in use offered similar functionality and, initially, the possibility of 
continuing to use several of these excellent products from leading players in 
the IVR software was considered.

However, it soon became clear this option was impractical. “Whenever 
someone rang into one of our contact centers,” said Bert Boesveld, Architect 
CC Infra at Achmea, “they would get an IVR application saying: ‘welcome to XY 
or Z company; please press one for this, two for that and three for… However, 
our customers were having different experiences and what we needed was to 
create a consistent menu experience/customer journey across all the 
companies. But we also needed to consolidate things from an operational-
efficiency perspective; to make changes to all the different contact center IVRs 
meant our IT team was only able to do six major releases in a year with that 
change process costing about €500k—that was simply not sustainable.”

With all these challenges, Achmea decided to standardize all the companies 
onto a single telephony platform with an IVR platform on top. They needed to 
find the right solution that would also be able to migrate the disparate systems 
much faster than was possible using a typical IVR platform.

“Our IT approach had to result in improved operational efficiency,” said 
Boesveld. “We required an ROI of five months and the equivalent manpower 
saving of two to three full-time employees—employees who could be freed up 
for other contact-center tasks. We needed the manpower, because in addition 
to the phone and IVR changes, we also had to conduct changes on the contact 
center channels, including Chat and Mail and that work also meant 
consolidating 3–4 separate applications onto a single application that would be 
hosted internally rather than from outside.”

It was at a G-Force conference that the Achmea team first discovered Genesys 
and found they could help centralize several IVR systems into one and meet the 
timeframe and manpower-saving targets Achmea had set itself. 

“We looked at the Genesys IVR Personalization Platform carefully and although 
our intention at that time was to build a tool ourselves, we also have a 
corporate IT policy to ‘buy before we make’; it makes no sense re-inventing the 
wheel! 

“The first intention,” Boesveld continued, “was to have a self-service tool that 
could hand over the ‘simple’ IVR changes from our Genesys developers to our 
functional maintenance guys. The reason was to shorten time to market and 
also let the developers do the more complex stuff.” 

“Our IT team was 
only able to do six 
major releases in a 
year with that 
change process 
costing about 
€500k—that was 
simply not 
sustainable.” 
BERT BOESVELD 
ARCHITECT CC INFRA
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Evaluation: Achmea’s Model Office
Before committing to the Genesys Framework, Achmea’s IT team evaluated the 
software in its ‘model office’—a simulated environment set up to trial new 
software solutions before adopting them into the company. 

“We try out new products using our model office,” said Boesveld, “where we 
install software for a trial period in a lab environment that simulates our existing 
ICT infrastructure. This includes a copy of our production environment 
incorporating a complete Genesys solution; our speech environments are also 
operating here. We then define proof points to see if a new product meets our 
needs and if it interoperates well with all our other infrastructure.” 

It became clear relatively early during the model-office stage that the Genesys 
IVR Personalization Platform enabled Achmea to do the things it wanted.

“The model-office phase for a product normally takes eight weeks but in this 
case our decision was clear after just four. The software surpassed our 
expectations, as did the quality of Genesys consultants who supported the 
evaluation stage.”

With the decision to purchase the Genesys IVR Personalization Platform made, 
the software entered Achmea’s test, acceptance, and production environment. 

“One of the biggest selling points of the Genesys SpeechStorm Framework was 
its ability to meet the requirement for the rapid migration of Achmea’s various 
contact center IVRs onto one centralized platform. This speed of migration, 
creating a consistent platform with lower total cost of ownership, became a key 
driver in the selection and the possibility to let the team from maintenance 
make small changes became a nice selling point of this migration, internally.”

Together with the Genesys solution, Achmea adopted a couple of pre-built 
Genesys IVR application modules, including one for customer identification. 
However, with many of its own templates, or “building blocks”, already in use 
and the capability of creating these in-house, it was decided to continue using 
these and build any further such building blocks itself. 

“Once we’d seen what Genesys could do to meet our requirements,” Boesveld 
said, “the choice was clear to us. The Genesys IVR Personalization Platform 
offered the business functionality we were looking for with as little need for IT 
involvement as possible. And the Genesys platform also easily supported our 
desire to standardize all our existing IVR building blocks, or templates, 
ourselves, such as opening hours, welcome messages, customer recognition, 
menus, and customer surveys.”

The Implementation and Benefits
Achmea started with a blank framework canvas, configuring call flows itself 
without using any of Genesys major, pre-built applications. The company has 
been very self-sufficient and has undertaken the requirement, design, 
configuration and deployment process essentially by itself. 

“We have built several building blocks into the system and are controlling the 
functionality of this within our IT department,” said Boesveld. “We will then be 
able to hand over responsibility for changes to our functional maintenance staff 
within each contact center. That process has not yet been finalized, although 
the building blocks are already operational. We now have over 50 contact 
centers among our various satellite companies; some have already been 
migrated, while the process for others to migrate onto the Genesys IVR 
Personalization Platform is still ongoing. 

“The model-office phase for 
a product normally takes 
eight weeks but in this case 
our decision was clear after 
just four. The software 
surpassed our expectations, 
as did the quality of 
Genesys consultants who 
supported the evaluation 
stage.”  
BERT BOESVELD 
ARCHITECT CC INFRA 
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Implementing the Genesys IVR Personalization Platform has allowed Achmea to 
eliminate all the other IVR systems and pull everything of relevance together 
onto a single platform, which, in turn, is easier and cheaper to maintain. 
Boesveld again, “The Genesys IVR Personalization Platform has not only offered 
us a platform for standardization of all our building blocks, but has helped 
speed up our projects considerably.”

The Genesys Difference 
“Before adopting Genesys, we’d had to program all the other systems 
ourselves,” Boesveld said. “As a ‘visualized environment’, however, the Genesys 
software is much quicker in enabling changes to the IVR. For example, if we’d 
wanted to make changes to a couple of the other platforms we had to hire 
people with very specialist skills to do it; on one of them it was much more 
complex to develop voice applications. Genesys, on the other hand, makes it 
very easy to develop those voice applications, highlighted by the fact that a 
voice change could previously have taken us three months, whereas it can now 
be completed in a day. In addition to this, Genesys shows, in a really easy way, 
how the call flows work and how our customers walk through it instead of the 
previous, out-of-date Microsoft Visio drawings. It is also possible, using 
Genesys, to see how many customers selected 1, 2, 3, etc, very clearly in a 
Customer Journeys Report.”

Genesys Helps Centralize Telephony
“We have also used Genesys to help standardize and centralize our 
decentralized telephony environment,” Boesveld said. “Basically, each of our 
many locations in the Netherlands had incoming telephony on their own 
switches. We centralized that by establishing two incoming voice trunks within 
our data centers in Eindhoven and Best. We are also moving all the 
decentralized routing to a centralized environment instead. We take one 
location at a time into the centralized telephony environment and then connect 
each to the Genesys solution. Our IT department and Genesys engineers 
evaluate the process to make sure the system centralization works before 
providing the contact centers with the Genesys IVR capability.”

Working Relationship 
“One of the added benefits of using Genesys is that the time needed to train 
our technical team is much shorter than on the other IVR platforms,” Boesveld 
stressed. “At the start of our relationship we had several 3-day training sessions 
with Genesys in which they showed our IT team of four and our functional 
maintenance team of 12 how to use the product and make changes to our 
building blocks. They enabled us to configure such things as call flows. After 
that, our people explored the tool themselves and began building applications, 
which we asked Genesys to verify—quality assurance—to ensure the correct 
software changes had been made.” 

Genesys has effectively provided Achmea with a service assurance pack, making 
checks on the customer’s work to ensure that best practice has been followed 
and this has become an ideal, flexible way of working, for a client company that 
is so self-sufficient. Going forward, Achmea has taken on the responsibility to 
train its contact center teams to make changes to the building blocks that they 
build themselves. 

“The Genesys solution has 
really provided us with a 
centralized solution and 
freed up the IT team to 
focus on other migration 
tasks; it has provided a 
platform that will enable the 
business to add such 
functionality as self service 
and personalization in the 
future.”
BERT BOESVELD 
ARCHITECT CC INFRA
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About Genesys
Genesys, the world’s #1 Customer 
Experience Platform, empowers 
companies to create exceptional 
omnichannel experiences, journeys 
and relationships. For over 25 years, 
we have put the customer at the 
center of all we do, and we 
passionately believe that great 
customer engagement drives great 
business outcomes. Genesys is 
trusted by over 4,700 customers in 
120 countries, to orchestrate over 24 
billion contact center interactions 
per year in the cloud and on premises.  

Genesys acquired SpeechStorm in 
late 2015 to expand the existing 
Genesys Self-Service IVR offering.  
SpeechStorm provides solutions to 
help contact centers around the 
world deliver a great customer 
experience through Personalized 
IVR, PCI payments and omnichannel. 

Visit us at www.genesys.com or call 
us at +1.888.436.3797 

“One of the other things that’s good about working with Genesys,” Boesveld 
added, “is that they are responsive to any requests we might have to make 
additions or changes to their product.” Genesys continues to provide support 
to Achmea with any relevant software upgrades and the companies meet at 
least once a month.

A Satisfied Customer
Rounding off, Bert Boesveld said, “We are very happy with the way things 
have gone and will be even happier when our whole team has been trained, 
with every relevant person in a position to make simple changes to the IVR. 
When you consider that Achmea companies have some 6,500 contact center 
agents handling around 13 million calls each year—all of which will flow 
through the Genesys platform—it’s important for us to take a very cautious 
and responsible internal approach. We need to ensure that when our IT guys 
teach our business guys how to use Genesys they all understand it fully before 
they have a chance to interact with it. But we know we made the right choice; 
the Genesys IVR Personalization Platform has now completely replaced all our 
disparate legacy IVRs and does everything they all did, as effectively, if not 
more so.”

A Versatile Final Comment
Genesys VP & General Manager, Oliver Lennon, commented, “This has been 
a great project to be involved with driving significant value to Achmea. The 
team at Achmea had a very in-depth and diligent process for deploying new 
technology within their model office environment. I am delighted that our 
team and software at Genesys came through this process rapidly and with 
flying colors. Working with a very IT-savvy at Achmea and their innovative 
approach has ensured a very successful implementation delivering improved 
customer experience, as well as internal operational efficiencies, taking an 
approach that highlights the inherent versatility of the Genesys Framework to 
meet even the most complex of challenges.”

BENEFITS
• Rapid migration of Achmea’s 

various contact center IVRs 
onto one centralized platform

• Easier for business users 
to adapt the IVR system 
themselves without involving 
the IT department and other 
resources

• Easier and more cost-effective 
to maintain

• Standardize IVR building blocks, 
or templates, such as opening 
hours, welcome messages, 
customer recognition, menus, 
and customer surveys

• Enables Achmea to make 
changes to their IVR quickly

• Customer Journeys Report

http://www.genesys.com

