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J.B. Hunt Transport Services 
delivers premier customer service
Transportation services company supports complex call routing for internal and external customers  

J.B. Hunt Transport Services, Inc., is a Fortune 500 
company and one of the largest transportation 
logistics companies in North America. J.B. Hunt 
provides safe and reliable transportation services 
to a diverse group of customers throughout the 
continental US, Canada and Mexico. Since 1999, 
J.B. Hunt has relied on the Genesys Customer 
Experience Platform to support complex call 
routing requirements for their internal and 
external customers: 15,000 drivers across North 
America, as well as their diverse client base 
that includes a large number of Fortune 500 
companies. Core to the business is delivering 
premier customer service. 

Meeting the business 
requirement of one-to-one  
routing
J.B. Hunt has 130 call centers that handle a 
wide range of internal and external customer 
interactions, from addressing road service issues 
and personnel questions to managing accounts 

receivable. Each call center also has varying skill 
sets, workflows, reporting requirements and 
management styles. 

J.B. Hunt was committed to establishing 
one-to-one routing as the primary means of 
communication, but their previous PBX system 
was unable to support the expansion of skill sets 
for routing rules. For example, even in a small 
region with just five account reps, J.B. Hunt 
needed to account for 20 different agent skills. 
With the ability to add more skill sets, J.B. Hunt 
would be able to efficiently route calls to allow for 
changes in agent schedules (e.g. shift, holidays), 
while also minimizing customer wait time before 
routing a call to a backup agent.

In recent years, J.B. Hunt has faced the additional 
challenge of communication silos, such as phone 
call, on-board communication systems, text and 
email, which require agents to manage customer 
interactions through lots of tools across the 
desktop, the internet and even personal devices. 

 

Customer : J.B. Hunt Transport Services, Inc.
Industry: Logistics management
Location: United Kingdom
Employees: 18,467
Revenues: $5.6 billion
Agents: From 200 in 1,999 to 1,200 in 2014;  
and growing by 200 more by 2015
Call centers: 130

Challenges
• Add more skill sets for routing rules across 

130 call centers with varied skill sets and 
diverse customer service interactions

• Establish one-to-one routing while allowing 
for agent schedule changes

• Minimize customer wait time
• Centralize communication silos
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With the goal of continuous improvement, the 
company needed to centralize the interactions 
with smart, efficient call routing to report on and 
improve customer service. 

Driving continuous customer 
service improvements
The Genesys Customer Experience Platform 
supports “The J.B. Hunt Experience,” and drives 
continuous improvement of customer service 
for internal customers such as drivers, as well as 
external customers.

“Genesys gave us the ability to dramatically 
improve our call routing and expand the total  
number of agent targets, extending functionality 
over and above what we were previously able 
to do,” said Brad McBride, Information Services 
Manager, Voice Communications Engineering  
at J.B. Hunt.

J.B. Hunt relies heavily on the Genesys Customer 
Experience Platform to access any database in 
production, including DB2 and SQL tables. This 
enables J.B. Hunt to do “database dips” on the 
inbound number from a variety of sources and 
attach more customer information to the call. 
By combining different pieces of data, such as 
driver, delivery or load information, J.B. Hunt 
can efficiently route the call and also provide 
meaningful screen-pops when the target agent 
answers the call. Within the first few milliseconds 
of a call coming in, J.B. Hunt can simultaneously 
handle both least cost and best fit call routing. 

For example, J.B. Hunt can provide drivers with 
options when they call in: Your fleet manager is 
on another line; press 1 if you’d like to continue 
to hold or 2 if you’d like the next available target 
in that region. If it’s a personnel issue, the driver 
may want to hold for his direct manager, but if 
he just needs directions, anyone can assist him. 
With the flexibility of Genesys, J.B. Hunt now 
empowers the caller to control his own routing.

The “Swiss Army Knife” of call 
center routing

“Genesys is the ‘Swiss Army Knife’ of call center 
routing, allowing us to grow to unlimited skill sets, 
virtual queues and reporting to meet evolving 
business requirements,” said McBride. “We feel 
secure knowing that when business users come 
to us with one-off, maybe even atypical requests, 
we can lean on rich functionality from Genesys.”

One example is the home appliance delivery 
service, a consumer business at J.B. Hunt that 
varies greatly from their historic distribution and 
manufacturing interactions. Genesys enables 
all voice interactions from start to finish, from 
automated outbound dialing for delivery updates 
to customer satisfaction calls.

Additionally, the Genesys Customer Experience 
Platform improves customer service when 
drivers call in with a service issue, such as a flat 
tire. The platform enables J.B. Hunt to not only 
target the appropriate agent, but also combines 
database information, such as driver and 
truck data, as well as satellite location and a 
ranking of J.B. Hunt facilities and other trusted 
maintenance service providers. This helps 
agents quickly identify the closest and best 
repair shop, and then schedule service.

Solutions:
• Genesys Customer Experience Platform
• Genesys Reporting & Analytics
• Genesys Proactive Communications
• Genesys Self-Service

“Genesys is the ‘Swiss Army 
Knife’ of call routing, allowing 
us to grow to unlimited skill 
sets, virtual queues and 
reporting to meet evolving 
business requirements. We 
feel secure knowing that 
when business users come 
to us with one-off, maybe 
even atypical requests, we 
can lean on rich functionality 
from Genesys.”

Brad McBride,  
Information Services Manager,  
Voice Communications Engineering
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Delivering industry-leading 
customer service
With the Genesys Customer Experience 
Platform, J.B. Hunt has increased the number 
of target agents with relevant skill sets, which 
has significantly increased the percentage of 
calls that go to the first account rep and greatly 
reduced internal transfers. Genesys also has 
contributed to an improved customer experience 
by enabling the following:

• Reduction in average speed of answer (ASA) 
from 39 seconds to 4 seconds

• Reduction in abandoned calls from 
17% to 2.1%

• Reduction in Average Handle Time (AHT) 
from 2 minutes, 7 seconds to 1 minute, 
40 seconds

Using the Genesys Customer Experience 
Platform, combined with improved call center 
best practices, J.B. Hunt estimates it has saved 
nearly $2 million per year since 1999, upwards of 
$30 million in savings over 15 years. 

Expanding the customer 
experience platform with 
multimedia interactions
J.B. Hunt is looking to expand their Genesys 
phone-based interactions to support multimedia, 
including email and chat, which, according to 
McBride “is right in the wheelhouse of what 
Genesys can provide.” By utilizing one path of 
SIP trunking for voice and data in a single routing 
engine, J.B. Hunt will be able to prioritize all 
means of communication based on similar rules, 
then efficiently target agents based on least cost  
and most appropriate skill set.

“With the Customer Experience Platform as our 
primary routing engine, we’re in a really good 
position to overlap other types of multimedia 
interactions while expanding the current 
framework that we already have expertise on,” 
said McBride.

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

“With Genesys as our primary routing engine, we’re in a really good 
position to overlap other types of multimedia interactions while 
expanding the current framework that we already have expertise on.” 
Brad McBride, Information Services Manager, Voice Communications Engineering

RESULTS

Reduced 
ASA 
from 39 seconds to 4 seconds

lowered 
abandon rate 
from 17% to 2.1% on calls 

Reduced 
average 
handle time
from 2 minutes, 7 seconds to 1 minute, 
40 seconds 

Saved  
$30 million
over 15 years 
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