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HengFeng Bank Co. Ltd.  
Fast-growing bank in China improves 
customer satisfaction 
Omnichannel platform gives HengFeng Bank a competitive advantage in an evolving market 

HengFeng Bank Ltd., which was previously 
known as Yantai Housing and Savings Bank, is a 
mid-tier commercial bank with 18 branches and 
more than 300 sub-branches across China. 

In 2015, HengFeng Bank faced competition from 
large, state-owned banks as well as internet 
players that dominate the online payment space. 
They turned to Genesys to combine voice and 
digital channels in a single platform. Genesys 
enabled the medium-sized bank to converge 
their strengths in offline branches with online 
channels to improve customer satisfaction and 
drive growth.    

Today, the bank is recognized nationally and 
globally for their innovative approach to delivering 
a winning customer experience. In 2016, 
HengFeng Bank was:

• Ranked 143rd among world’s top 1,000 
banks by The Banker magazine; 

• Ranked 7th among all national commercial 
banks by the China Banking Association;

• Ranked 5th in Asian Bank Competitiveness 
Research Report issued by the Chinese 
University of Hong Kong; 

• Honored with the Internet Innovative Bank 
Award of China and Best Online Security 
Bank of China award. 

Customer: HengFeng Bank Co. Ltd.
Industry: Financial services
 Location: Yantai, China
 Agents: 300 across multisite service centers 
(Yantai and Shanghai)

Challenges: 
• Support omnichannel customer service
• Expand voice-only platform with digital 

channels to drive growth
• Achieve reliable, stable contact  

center operations
• Combine offline and online channels to 

improve customer experience 
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Shifting customer behavior 
requires a new approach
Internet has become a central piece of life in 
China; as of December 2016, there are 7.31 billion 
internet users and 6.95 billion mobile internet 
users in the country. This has shifted how banks 
and customers communicate; customers are 
becoming less dependent on physical branches. 
One study of eight banks in China showed that 
fewer than five percent of transactions were 
conducted in person. 

In addition, while customers still opt for in-person 
banking for large transactions, increasingly they 
use third-party online payment platforms for 
smaller transactions. 

To remain competitive, HengFeng Bank needed to 
meet customers where they are—online. 

Investing in innovation
The previous platform at the bank was limited 
to voice; they couldn’t support omnichannel 
service. There were also flaws with their digital 
operations that affected  system stability and 
stunted growth. 

“Maturing our existing technology would have 
come at a high cost—time, manpower, finance 
and R&D,” said Mr. Tao Liu, Director of the 
HengFeng Bank Customer Service Department 
at the Yantai Branch. “The best approach isn’t 
always to adjust what we already have, but to 
solve the root cause of the problem. That’s a key 
reason why we chose Genesys.”

Growth hinged on innovation. In addition 
to placing high value on customer service 
advancements, bank leadership also embraced 
the strategy to become a financial technology 
company. It was time to modernize their 
customer service operations.

“Bridging our offline and online channels was an 
important step in helping us achieve our goal of 
becoming a premium bank,” said Liu. “We knew 
Genesys was the leader in omnichannel solutions 
and stability, and were pleased that it was 
accessible to us as a mid-tier bank.”

Omnichannel platform 
fuels growth 
The Genesys PureEngageTM platform powers true 
omnichannel customer engagement—centralizing 
voice, email, web chat, video, mobile chat and 
social media through a single API, on a single 
platform. Built on Genesys SIP technology, the 
integrated solution supports self-service, manual 
service, multimedia service, and incoming and 
outgoing calls. 

“The software-only system is easy to use and 
fulfills our current and future needs for fast 
deployment and development,” said Liu.

The initial 2015 deployment at the Yantai call 
center was completed in less than two months. 
In 2016, the bank added Genesys to their 
Shanghai branch call center, a process that took 
less than one month. 

Genesys delivers flexible multiskilled 
configuration and unified routing, monitoring, 
planning and management across multisite 
customer service centers for the bank. Load 
balancing and hot standby support 24/7 service 
and stability.

“With the ability to 
comprehensively evaluate 
services and workflow, 
we have broken through 
fragmented service 
processes to constantly 
improve our service and 
bring the highest value to 
every interaction. There 
is no end to a better 
customer experience.”

Tao Liu 
, Director of the HengFeng Bank Customer 
Service Department at the Yantai Branch

Solutions:
• Genesys PureEngage platform
• Genesys SIP Interaction
• Genesys SIP Business Continuity
• Genesys Voice platform
• Genesys Chat
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ABOUT GENESYS

Genesys® powers more than 25 billion of the world’s best customer experiences each year. Our success  comes 
from connecting employee and customer conversations on any channel, every day. Over 10,000 companies in 
more than 100 countries trust our #1 customer experience platform to drive great business outcomes. Genesys 
on-premise and cloud solutions are built to be fluid, instinctive and profoundly empowering. Combining the best of 
technology and human ingenuity, we work the way you think.

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

Genesys and the Genesys logo are registered trademarks of Genesys. All other company names and logos may be trademarks  or 
registered trademarks of their respective holders. © 2018 Genesys. All rights reserved.

Integrated customer service 
center creates competitive 
advantage 
Genesys serves as the foundation of what is 
now an integrated customer service center for 
HengFeng Bank customers. It’s a “one-stop-
shop” model that benefits customers as well 
as the bank.

This has increased CSAT by 2% and first contact 
resolution by 3%.

“With the ability to comprehensively evaluate 
services and workflow, we have broken through 
fragmented service processes to constantly 
improve our service and bring the highest value 
to every interaction,” said Liu. “There is no end to 
a better customer experience.”

The bank has also increased employee efficiency; 
agents resolve customer issues, on average, 12 
seconds faster. The optimized system is easy 
to use, which has led to improved employee 
satisfaction and, in turn, better customer service. 
The new platform also gives staff more learning 
opportunities to support career development. 

Genesys has enabled HengFeng Bank to move 
business online without opening more branch 
offices—an advantageous strategy that translates 
to lower operational costs and fast growth. 

“Our two companies worked really well 
together,” said Liu. “Genesys has met all of our 
expectations.”

“Bridging our offline and online channels was an important step in 
helping us achieve our goal of becoming a premium bank. We knew 
Genesys was the leader in omnichannel solutions and stability, and 
were pleased that it was accessible to us as a mid-tier bank.”
Tao Liu, Director of the HengFeng Bank Customer Service Department at the Yantai Branch

RESULTS

2% increase 
in CSAT

3% increase
in first contact resolution rate

12-second 
reduction
in agent time to resolve customer issues

http://www.genesys.com

