
SUCCESS STORY: OMNILIFE

Omnilife  
turned to Genesys seeking to  
increase sales

Grupo Omnilife is a Mexican company that 
develops, produces, and distributes more 
than 100 dietary supplements and beauty and 
personal care products. Headquartered in 
Guadalajara, the company directly employs more 
than 6,000 people and distributes its products 
through a multi-level network of 5.5 million sales 
representatives in 19 countries.

The company started off as Omnitrition Mexico 
in 1991 with six distributors, and then changed 
its name to Omnilife in January 2001. Since its 
inception, the company’s main objective has been 
to sell the best nutritional and dietary products to 
a broad public, bringing better health and care to 
more and more people, and offering independent 
distributors prosperous revenue opportunities.

A complete journey
Before Genesys, the Omnilife contact center 
processed 1.8 million inbound and 37,000 
outbound calls per year without any prioritization 

capabilities. Agents handled incoming calls 
and made outbound contacts randomly during 
off-peak times. The sales campaigns, however, 
did not meet expectations, as they were unable 
to prioritize tasks or define business processes 
for each channel. Their existing platform wasn’t 
flexible enough and lacked the necessary 
management control tools, which resulted in 
complex manual processes that were both costly 
and time-consuming for the company. In line 
with its multi-level sales strategy, the company 
needed a solution that would increase sales and 
optimize the customer experience (CX) through 
outbound sales and affiliate recovery campaigns.

Omnilife was looking to improve its existing 
customer service solution by integrating 
technology that would enable additional 
communication channels, high availability, and 
the scalability to rapidly respond to increasing 
business requirements. 

The company needed to guarantee high system 
availability and flexibility but faced a tough 
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decision: whether to continue with rising contact 
center costs or implement a different kind of 
solution that would lower costs and improve 
performance.

Why choose Genesys
Omnilife partnered with Genesys to improve 
contact center performance, increase operational 
efficiencies, and support business growth. The 
Genesys Business Consulting team analyzed the 
entire customer journey, from service delivery, 
affiliation and resolution processes (when 
customers/affiliates visited stores), to the CX 
through other touchpoints and channels. The 
team then optimized the customer journey by 
analyzing the end-to-end prospect, stakeholder, 
and customer experience at every touchpoint to 
identify the strengths and weaknesses and then 
applying Genesys best practices. This resulted in 
enhanced CX and increased sales. 

Genesys delivered exactly what Omnilife was 
looking for: an intuitive and easy-to-use solution 
for contact center staff that would support 
multi-platform,   multi-channel, and mobile 
interactions—which gave the company a         
competitive advantage.

Genesys solution
Omnilife used the Genesys solutions to improve 
customer service by adding sales and service 
capabilities to their existing communication 
infrastructure. Based on its motto, “People 

who take care of people,” Omnilife needed a 
technology that would enable them to create 
business rules to meet their strategy goals and 
improve the customer experience. 

Genesys provided real-time and historical 
visibility into call center operations, helping 
Omnilife make better workload management 
decisions. It also increased agent productivity by 
20% by providing agents and supervisors with 
tools to better manage customer contact and 
service requirements.

Results and benefits
Genesys helped Omnilife boost contact rates 
significantly. In addition, customer retention 
increased by 25%, since the platform facilitated 
business rule creation—a key driver for superior 
customer contact. Sales conversion increased 
considerably, and handling times dropped 
drastically, reducing affiliate frustration and 
improving bottom-line results. 

“Genesys understood both our business and the 
market needs and helped us boost sales,” said 
Carlos Flores, Customer Care Sub-Director.

Exceeding all expectations, it took only seven 
months for the company to achieve a positive 
ROI. Today, Omnilife delivers simplified and more 
personalized customer experiences through 
multiple channels and with increased functionality. 

“Genesys understood both our business and the market needs  
and helped us boost sales,”   
Carlos Flores, Customer Care Sub-Director

RESULTS

Superior  
omnichannel customer experience  

25% 
Increase
in customer retention

Agent 
productivity  
increased by 20%

Call times
significantly reduced

Sales 
conversion ratio dramatically increased 

Prioritized  
tasks and customers and defined 
processes across channels
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