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Cloud clears way for innovation
L’olivier – assurance auto boosts agent performance and customer  
experience while moving toward contact center unification 

Addressing  
old-world challenges
A subsidiary of Admiral Group,  
L’olivier – assurance auto is a direct vehicle  
insurer operating in France. Powered by a  
strong partner network, and fully eCommerce 
oriented, the company develops exclusive  
online offers with maximum speed  
and efficiency. 

The L’olivier – assurance auto contact center  
in Lille, France, is a vital business driver and  
one-stop shop for everything from outbound 
sales to claims handling and specialist 
vehicle coverage. However, a hard-to-scale IT 
infrastructure diminished customer experience; 
regular system crashes racked up costly engineer 
calls. With limited reporting tools, supervisors 
found it difficult to manage service levels, while 
an inability to prioritize calls prevented the team 
from maximizing learning and plans for effective 
contact handling.

“We needed a customer experience platform  
that was reliable and intelligent with a  
well-thought-out omnichannel roadmap 
to integrate applications, while improving 
collaboration and information sharing,” said 
Mariama Guiro, Head of Project Customer 
Service at L’olivier – assurance auto.  

“The Genesys PureCloudTM platform  
was the perfect solution.”

Easy integration with 
painless migration
For a per-user monthly price, the Genesys 
solution gave L’olivier – assurance auto  
advanced routing, real-time reporting and 
a roadmap to unify email, chat and social 
interactions. “Voice is our customers’ preferred 
method of communication, accounting for 
around 70% of contacts,” said Guiro. “So, the  
plan was to focus on inbound and outbound  
first, before attending to other channels.”

Customer: L’olivier – assurance auto 
Industry: Insurance
 Location: France
 Company size: More than 150 agents

Challenges: 
• Raise agent performance and improve 

customer experience 
• Facilitate collaboration and 

information sharing

Solutions:
• Genesys PureCloud platform
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The company integrated the PureCloud platform 
with their existing Guidewire CRM system and 
eMite wallboard-based reporting application. 

“The migration was quick and painless,” said Guiro. 
“Now, we make system changes ourselves and 
no longer rely on IT or external providers. We can 
measure so much more, and our managers have 
real-time data at their fingertips.”

Fine-tuning customer journeys
L’olivier – assurance auto experiences large 
spikes in contact center traffic during bad 
weather conditions and peaks in annual policy 
renewal periods. When that happened, queues 
and customer frustration invariably grew.

Those problems have gone away. Built on 
Amazon Web Services, the PureCloud platform 
gives the Lille contact center virtually limitless 
capacity. Calls are routed automatically to the 
right agent with the right skills. And there’s a 
callback option for customers who don’t want 
to queue. 

“Our customers enjoy a friendlier and more 
convenient experience on their own terms,”  
said Guiro. “And our teams can do what  
they do best—provide great service and  
build relationships.”

Greater visibility and control of KPIs has  
fine-tuned customer journeys. For example, 
agents weren’t always equipped to resolve  
issues on the spot, which led to a lot of call  
hand-offs and follow-ups. Now, most issues  
are resolved the first time and abandoned  
calls have dropped from 18% to 3%.

Empowered agents get 
automatic advantages
Agents and new employees also appreciate  
that the PureCloud platform is easy to use.  
They feel empowered and work efficiently, 
switching effortlessly between inbound and 
outbound tasks. “People don’t have to keep 
swapping between screens, repeating questions 
and filling out loads of paperwork,” said Guiro.

Routine jobs, such as loading data for sales 
campaigns, are more automated and less time 
consuming. For example, predictive dialers are 
easily adapted by adding filters to contact lists  
to increase contact success rates. The IVR 
system invites customers to rate their experience 
with three short questions. Those results are  
fed into an overall customer satisfaction score, 
which consistently exceeds 90%.

The company plans to unify contact center 
operations and pilot a new web chat service.  
They would also like to introduce IVR-enabled  
card payments as well as Genesys  
Workforce Management. 

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

“Now, we make system 
changes ourselves and no 
longer rely on IT or external 
providers. We can measure 
so much more and our 
managers have real-time 
data at their fingertips.”

Mariama Guiro 
Head of Project Customer Service 
L’olivier – assurance auto

http://www.genesys.com.
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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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“Our customers enjoy a friendlier and more convenient experience on 
their own terms. And our teams can do what they do best—provide 
great service and build relationships.”
Mariama Guiro, Head of Project Customer Service, L’olivier – assurance auto

RESULTS

Maintains 90%  
customer satisfaction rates 

15% reduction  
in abandon rates, from 18% to 3%

Improved efficiency 
and first contact resolution 

Future integration 
of channels and operations

http://www.genesys.com

