
SUCCESS STORY: HOME CREDIT 

Genesys SIP-based  
routing solutions support home credit China 
rapid expansion of business coverage

Customer : Home Credit China 
Industry: Financial services
Agents: 3,000 SIP agents, 3 sites

Challenges: 
• Rapid business growth
• Huge number of outbound calls
• Need to satisfy both customers and 

employees at the same time

Business scale
Home Credit China, a leading provider of consumer 
finance in China, has serviced over six million 
customers and extended business to over 150 
cities in 14 provinces.

Home Credit China is wholly owned by 
PPF Group, one of the largest international 
investment groups in the Central and Eastern 
European region. Home Credit Group has 
distributed its services and products in 10 
countries including Russia, China, and some 
Asian economic developing countries like 
Vietnam, India and Indonesia. As an innovative 
in-shop payment provider, Home Credit China 
makes it possible for the low-income customer 
to use the installment service directly in the 
shop within 60 minutes processing on-site. 

Responding to new challenges 
for young low-income users in 
a consumption era 
Home Credit China target customers are young, 
low-income and typically unbanked customers 
who are not qualified to get a banking credit 
card. These young people whose monthly 
income is lower than RMB3, 000 (500 USD) 
need credit to purchase laptops, PCs, small 
agricultural vehicles and even a professional 
education. Home Credit China customers, 
mainly from the outlying counties and small 
towns, are usually ignored by traditional banks.

The Home Credit China “simple, flexible 
and rapid” customer experience strategy is 
implemented during the whole working process. 
Due to China’s vast territory, Home Credit China 
has to deploy strong and powerful contact 
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Solutions: 
• Genesys Customer Experience Platform
• Genesys Contact Center Modernization
• Genesys Digital Channels
• Genesys Self-Service
• Genesys Desktop

centers to service millions of customers instead 
of depending on agents to realize geographical 
coverage and out of date door-to-door sales. 

Home Credit China contact centers are not only 
working to answer questions, but to also provide 
economic knowledge education and service 
consultantion as well as solving complaints. 
However, outbound is more important. When 
a customer’s application is processed at back 
office, contact center agents place an outbound 
call to the customer to verify their personal 
information. The contact center not only provides 
callback services to all of the new customers, 
ensuring their customer satisfaction and 
repayment reminding service, but also cross-
sells to the existing customers with good credit 
records. Therefore, the contact center is a sales 
center driving profits, which supports the service 
to six million customers and ensures loan growth 
by 92.3% in second and third tier cities of China. 
In the coming two years, the company plans to 
expand business to 300 cities. 

Rapid and efficient SIP routing 
The Home Credit China contact center has four 
major functions.

1. Outbound to verify customers qualification
2. Business consulting for loan projects, 

repayment conditions, etc.
3. Telemarketing to generate new leads
4. Cross-selling to the existing customers

Home Credit China founded its first contact 
center in 2007 in Shenzhen. At that time, inbound 
and outbound teams were isolated due to the 
lack of an advanced outbound solution. Agents 
took a long time to make the outbound calls. In 
came Genesys, who introduced a multichannel 
strategy of mixed outbound. Agents could now 
handle inbound and outbound at the same, 
while the system would allocate outbound calls 

intelligently to optimize the workload of the 
agents. Agents’ work efficiency was maximized 
during the process of calling and waiting. Before 
adopting mixed outbound, utilization of effective 
agents was only 50%, which increased its 
working efficiency by 40% after introducing the 
intelligent outbound system. Thus Home Credit 
China reduced OPEX dramatically and improved 
management efficiency at the same time.

In 2010, Home Credit China established a large-
scale modern contact center in Wuhan. The SIP-
based Genesys Customer Experience Platform 
was deployed to the contact center to handle 
domestic consumption loans in China, telephone 
customer service, customer loan application 
processing and other back-end services. These 
services supported 1500 inbound lines and 1500 
outbound lines simultaneously to connect local 
IVR and outbound calls. Two network lines could 
be connected in case of network failure.

To meet the needs of a big data-oriented strategy, 
Home Credit China initiated its Changsha contact 
center in 2014. With the multichannel application 
and SIP-based Genesys solutions, the company’s 
professional agents could offer daily 24-hour non-
stop service, to deliver better customer service. 

As a leading financial services provider in China, 
Home Credit China relies on their powerful IT 
system to manage the lifecycle of consumer 
loans. The company has the huge capacity to 
process 500,000 loan applications every day, 
and it only takes about 20 minutes on average 
for the back office to process each application. 
The Genesys Customer Experience Platform 
played a significant role in the optimization of 
service process.
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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
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“Genesys SIP-based solutions enable us to centrally manage our 
multiple contact centers into a virtualized integrated platform, 
which improved our business scalability dramatically. The Genesys 
team really knows our business and demands, supporting our 
services with technologies closely to achieve the goal together.”  
Schneh Ying Wan, Chief Operating Officer

RESULTS

90% 
increase 
in Home Credit product 
recommendations by customers

100% 
business 
growth 
rate year-over-year from 2011-2014

6 million
customers are successfully handled

Turning cost-effective 
communication experience 
into transaction 
Nowadays, Home Credit business covers nearly 
70% of China via 3000 SIP agents across three 
sites. It aims to scale up to 9,000 SIP agents in 
the future.

By leveraging the multichannel Genesys Digital 
Channels solution, Home Credit China has 
achieved a fairly high cross-selling coverage, 
with approximately 70% of customers willing to 
receive products recommendations, and 40% who 
would like to purchase a new product. In addition, 
telesales recognized excellent achievement, 
garnering 40% of the total sales volume of the 
company. Ultimately, the contact center’s role 
is getting more and more important for the 
company’s whole business.

Schneh Ying Wan, Chief Operating Officer, said, 
“Genesys SIP-based solutions enable us to 
centrally manage our multiple contact centers 
into a virtualized integrated platform, which 
improved our business scalability dramatically. 
The Genesys team really knows our business 
and demands, supporting our services with 
technologies closely to achieve the goal together.”

http://www.genesys.com

