
SUCCESS STORY: PALMIA

Shaping public services  
around citizens’ needs
Palmia improves contact center performance and  
agent satisfaction with Genesys technology

Customer : Palmia
Industry: Local government
Location: Finland
Size: 3,000 staff, including 400 agents

Challenges: 
• Align contact center to support business growth
• Improve citizen experience and service levels

Solutions: 
• Genesys Customer Experience Platform
• Genesys Contact Centre Modernization
• Genesys Continuous Workforce Optimization
• Genesys Outbound
• Genesys MultiChannel
• Genesys Workspace 

Giving citizens greater choice
The citizens of Helsinki are in good hands. Palmia 
makes sure of it. The government-owned agency 
has people throughout the city providing catering, 
property maintenance, cleaning, security, and 
wellness services. 

When Palmia first sought to evolve its contact 
center, most interactions took place over the 
phone. Today the organization has grown to 400 
agents with many more channels and services in 
operation. Fortunately, Palmia had the foresight 
to realign its technology with the Genesys 
Customer Experience Platform.

“We have many elderly and disabled customers,” 
says Riitta Karvinen, a Palmia Director. “They 
can feel lonely and isolated. Sometimes, their 
only regular contact is hearing our agent’s 
friendly voice.”

Although the phone is still very popular, many 
customers now use different channels. One 
example is transportation services, especially 
important for non-driving citizens who need to 
attend medical appointments. Previously, vehicle 
bookings were taken over the phone. Now, 
everything can be done by email or text.

Moving routine activities onto other channels 
frees up phones and allows agents to get to more 
urgent inquiries like incoming calls from homes 
with emergency nurse-call systems.
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“The work is more varied and it’s easy to move people around 
between services and clients. Our people can learn new things 
and they tell us it’s much nicer to come to work.” 
Riitta Karvinen, Director

RESULTS

Increase in 
resolved 
issues by providing multichannel options

Improved  
contact center performance by utilizing 
management tools

68/month
converted to new customers

Agent 
efficiency
increased

Sharper insight and 
resource planning
Measurement is important in any contact center. 
“We have to calculate and plan how many 
agents we need throughout the day and night,” 
says Karvinen. “And, where we provide clients 
with helpdesk services, we report on how many 
contacts we’ve made by phone, email and so on.”

“Calls tend to start when people wake up; building 
to a peak by lunchtime,” adds Karvinen. “They 
used to last about 20 minutes on average. The 
majority are now resolved first time and dealt  
with in less than four minutes.”

Waiting times have reduced, enabling Palmia to 
offer higher service level agreements. For one 
client, it provides a 24/7 service with 95 percent of 
calls answered inside 30 seconds. Call recording 
using interaction recording capabilities of Genesys 
Continuous Workforce Optimization enables 
Palmia to meet compliance requirements and 
spot agent training needs.

More agile service, more 
fulfilling jobs
The Genesys MultiChannel solution makes 
Palmia more agile and efficient. Karvinen says: 
“We get around 200,000 contacts a month, 10 
percent of which are email. Our agents can fit 
these in around calls, making better use of their 
time. Our healthcare team also benefits from  
the callback facility.”

Agents feel more motivated. For example, the 
Genesys platform has helped Palmia break down 
siloed working, so agents no longer have just 
one focus area. Karvinen sums up: “The work is 
more varied and it’s easy to move people around 
between services and clients. Our people can 
learn new things and they tell us it’s much nicer  
to come to work.”
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