
SUCCESS STORY: LETO BANK

Leto Bank  
realizing new branch integration  
and cloud efficiencies
Russian bank reduces risk, expense, and time for credit applications

Sifting credit applicants
Leto Bank specializes in consumer lending 
through four channels: branch offices, in-store 
points of sale, mall kiosks, and franchisees. 
It operates within a challenging economic 
environment that’s seen the debt load in Russia 
rising sharply during the past few years.

The bank wanted to improve loan request 
checks without having to expand the centralized 
underwriting department. The idea was to enable 
branch office staff make outbound calls, thereby 
improving the quality of underwriting and utilizing 
branch office human resources more efficiently.

Sergei Chikov, CIO of Leto Bank, explained, “When 
a potential customer submits an enquiry for a 
loan, the teller makes calls to the telephone 
numbers marked  in the client’s credit application 
to check the data and the reliability of the 
applicant with the aim of mitigating the risk of a 
fraud or bad credit rating.”

Higher return on investment 
delivered by cloud
Rather than incur added delay and expense 
by integrating additional technology to verify 
applications, the bank opted  for a better solution 

—  the Genesys Customer Experience Platform, 
hosted by trusted partner Altuera and delivered 
as a software-as-a-service. Under this flexible, 
consumption-based arrangement, the bank pays 
per user and is able to quickly scale.

Improved underwriting service 
and decreased risk
Now, the bank has a more efficient system for 
verifying loan requests with the help of branch 
staff to spread the workload and contribute 
specialist skills. So, it’s much easier to spot 
requests containing forged information and to 
screen applications from customers unable to 
meet repayments. 

Customer: Leto Bank
Industry: Financial Services
 Location: Russia
 Agents: More than 2,000

Challenges: 
• Improve loan request approvals without 

significant cost increases

Solutions:
• Customer Experience Platform
• Digital Engagement Center
• Inbound Voice Engagement Center

http://www.genesys.com/platform-services
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“We found that return on investment would 
take up to seven years with an on-premises 
implementation. So, we decided to go for a cloud-
based solution, paying a monthly charge using a 
transparent formula that aligns costs with actual 
usage,” said Sergei Chikov. “We haven’t had a 
single outage since the project began and we’ve 
had no service quality issues, either.”

Simple to extend and onboard 
branch workers
With the addition of Genesys Digital Engagement 
Center, the bank has extended the contact center 
platform so branch workers can make calls via 
their desktop browser. There was no need for 
various software installations, or onerous training 
and support.

“We designed an intuitive user interface featuring 
an integrated softphone that’s activated 
automatically when a headset is connected to 
the computer,” said Aleksandr Bogachenko, CEO 
of Altuera. 

More benefits than awaited
Another benefit of the Genesys Digital 
Engagement Center is that it  provides telephone 
line connection in recently opened or remote 
branch offices and points of sale. Integrated 
analytics solutions has made it easier to mine 
and analyse data, improving tellers working 
processes and increasing their effectiveness.

Genesys technology also connects to the bank’s 
CRM system, removing the need to re-enter data 
multiple times and ensuring agents always have 
a complete, up-to-date view of customer profiles 
during telephone coversation.

“Using our Genesys platform to make better 
use of staff and their different skill sets has 
contributed to a 20% reduction in risk overall,” 
said Sergei Chikov.

Next, Leto Bank plans to replicate this approach 
to assist with outbound debt recovery campaigns, 
again carried out via the Genesys Customer 
Experience Platform. 

For further information
To learn more about the solutions featured in this 
case study go to www.genesys.com

“Using our Genesys platform to make better use of staff and their 
different skill sets has contributed to a 20% reduction in risk overall.”
Sergei Chikov, CIO, Leto Bank

RESULTS

Improved 
workload sharing and utilization of 
branch workers

Decreased
credit portfolio risk costs by 20%

Bucked 
market  
recession with minimal impact to 
loan rates
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