
SUCCESS STORY: NORDEA BANK

Turning up the customer  
experience dial
Nordea Bank molds digital masterclass with video, mobile and social integration

Offering convenience on the 
customers’ terms
The internet of things is shaping all industries, 
as customer lifestyles become busier, more 
connected and increasingly tablet- and 
smartphone-centric. Contact centers feel the 
shift—with 35% of customers using more than 
four channels; and many only using voice for 
complex queries.

One of the top 10 finance houses in Europe, 
Nordea Bank, masters these challenges and is 
leading the way in omnichannel banking. 

“We wanted to make it easier for customers to 
connect with us digitally,” said Jonas Björkman, 
Product Owner for Nordea Bank. “That doesn’t 
mean deflection, like pushing them into self-
service channels because it suits us. We believe 
customers should be able to contact us on their 
own terms—choosing where, when and how.”

Fostering a digital 
innovation program
That foundation for digital transformation 
was laid several years ago when Nordea Bank 
consolidated their contact centers onto a future-
proof Genesys Customer Experience Platform.

Free of costly legacy systems that lacked 
integration, the bank fostered a sustained 
program of innovation. Workforce optimization, 
speech recognition, advanced call routing, as well 
better using touchpoints, such as chat and email, 
were all part of the transition. Removing the need 
for agents to switch between different screens 
made service faster and friendlier. 

“Tying all interactions together through a 
single omnichannel desktop was the secret,” 
said Björkman.

Customer: Nordea Bank
Industry: Financial services
 Location: Sweden, Denmark, Norway  
and Finland
 Agents: More than 30,000 employees  
and around 3,000 agents

Challenges: 
• Simplify and grow digital connections 

with customers

Solutions:
• Genesys Customer Experience Platform 
• Digital 
• Workforce Optimization 
• Omnichannel Desktop 

http://www.genesys.com/platform
http://www.genesys.com/solutions/employee-engagement/omnichannel-desktop
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Scaling specialist resources 
with video banking
Recently, Nordea Bank has turned up the 
customer experience dial yet again, this time 
boosting digital channels. 

Enabled by the Genesys Customer Experience 
Platform, these channels include the ability 
to offer video interaction online and chat 
functionality, including expected wait time, via 
the Nordea Bank mobile app. Now, when visiting 
the Nordea website, customers are encouraged 
to hold the next meeting over video from the 
comfort of their homes.

“They still enjoy a confidential, personalized 
experience—without the cost and hassle of 
traveling,” said Björkman. “We’re looking to  
make video calls more widely available across 
our online advisory services. So, it’ll be easier to 
scale expertise and securely connect customers 
with specialists.”

Social media to chat—in the 
blink of an eye 
The Genesys Customer Experience Platform  
also gives Nordea Bank the ability to tap into  
a growing social media audience. For example, 
agents can detect when customers browse  
the Nordea Bank Facebook page to quickly 
intercept common requests, like account and 
mortgage applications. 

“Our agent can reply to the Facebook post with 
a link to switch the customer conversation to 
instant messaging, so they can talk safely one  
on one,” explained Björkman. “The contact  
center agent is provided with the conversation 
from Facebook to quickly understand the 
customer need and the customer does not  
have to repeat themselves”

Insuring flexibility and 
assuring compliance
Moving to a concurrent licensing arrangement 
has increased contact center agility and means 
Genesys software is no longer tied to a specific 
agent or seat.

Greater control over communication has helped 
improve compliance. For example, content 
pulled from the CRM system at the bank might 
unwittingly have been exposed in email. The 
addition of Genesys Employee Engagement 
reduces the chance of this happening to 
virtually zero.

“We’re continuing to empower our people and 
provide our customers with an unrivalled 
digital experience,” concluded Björkman. “Our 
partnership with Genesys is key to making 
this happen.”

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

“We believe customers should be able to contact us on their own 
terms—choosing where, when and how.”
Jonas Björkman, Product Owner, Nordea Bank

RESULTS

Faster,  
friendlier service 
through an integrated system 

Digital channels
enable online video interaction and chat

Support for  
social media 
lets agents intercept common 
customer requests 
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