
SUCCESS STORY: SKY

Sky 
gains competitive edge with sharpened 
focus on customer service 
Home entertainment and communications provider updates contact center to meet rising demand

Business opportunity
As a leading home entertainment and 
communications company, more than one in 
three homes across the UK and Ireland choose 
Sky. There is no bigger priority for Sky than 
delivering simply great service. The contact 
center platform at Sky needed an upgrade to 
meet company growth and keep pace with rising 
customer service expectations.

Sky operates 20+ contact centres across a 
mixture of in-house and outsourced locations, 
dealing with approximately 150,000 calls daily. 
Needing estate-wide virtualization, better agent 
optimization and accurate reporting across 
the entire estate, Sky adopted the SIP-based 
Genesys Customer Experience Platform to 

Customer : SKY
Industry: Home entertainment
Location: Isleworth, UK
Contact centers: 20-plus 

Challenge:
• Meet peak usage demands without  

service interruption

Solution:
• Unify in-house and outsourced agents

provide the virtualization and management 
information needed with a minimum footprint at 
the outsource locations. 

Perhaps at no time is the  power of the system 
more evident than the ability of Sky to deal with 
high-profile boxing Pay-Per-View events. On 
the back of the achieved success so far and 
with high-profile, pay-per-view boxing events. 
Building off their previous relationship and 
success with Genesys, Sky now taps into the 
unique capabilities of the Genesys Customer 
Experience platform to manage consistent and 
coherent cross-channel customer conversations 
throughout the customer journey. 
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Building off their previous relationship and 
success with Genesys, Sky now taps into 
the unique capabilities of the Genesys 
Customer Experience platform to manage 
consistent and coherent cross-channel 
customer conversations throughout the 
customer journey.  

RESULTS

Consistent 
experience 
for customer calls through a single 
virtual queue  

Agent 
visibility  
enables them to match resources to call 
volumes and identify potential problems 
before they affect service 

Lower TCO
through a highly resilient, centralized 
datacenter configuration 

http://www.genesys.com

