
SUCCESS STORY: SMOLLAN

Smollan  
ultra-efficient and highly adaptable 
service delivery
Smollan transforms customer engagement with scalable, future-proof platform

Advancing perfection with a 
cloud contact center
Smollan helps grow the world’s best-loved brands 
by perfecting the shopping experience. Spanning 
five continents, the company’s innovative retail 
solutions provide extraordinary service levels—
covering every aspect of point-of-purchase brand 
management from field sales to retail execution.

To support these operations, Smollan relies on 
Genesys PureCloud, an ultra-efficient contact 
center solution. The all-in-one cloud platform 
enables Smollan to rapidly spin up new features 
with a simple license and get instant access to 
advanced routing and sophisticated applications.

“PureCloud offers us superior technology, the 
flexibility to add seats during campaigns and 
enhanced cloud-based storage,” said Annie 
Padayachee, Business Unit Head at Smollan. 

“Our staff can work from anywhere and, with 
seamless business continuity, our customers 
receive unparalleled service.”

Rapidly realizing new benefits
Smollan benefits from a feature-rich cloud 
architecture with simple monthly pricing, plus 
the virtually limitless capacity of Amazon Web 
Services (AWS), which is especially important for 
scaling voice and social media channels during 
busy periods, such as seasonal campaigns.

“PureCloud allows us to converge our contact 
centers with social media,” said Elton Ray, 
Supervisor at Smollan. “It enables us to manage 
the entire customer experience, and allows more 
accurate reporting. And it’s easy to introduce new 
services, such as web chat and integration with 
our CRM system.”

When Smollan originally chose Genesys 
PureCloud, the move to the new solution was 
completed in one month—without any business 
interruptions.

Customer: Smollan
Industry: Retail
 Location: South Africa
 Agents: 190

Challenges: 
• Deliver exceptional customer experience
• Make it easier to adapt services and 

introduce new channels

Solutions:
• Customer Engagement with PureCloud

https://www.genesys.com/purecloud
https://www.genesys.com/purecloud/stories/integrations
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Building on this technology foundation, Smollan 
created a new contact center model using 
algorithms based on particle-swarm optimization 
to accurately predict and manage customer 
demand. This made vital back-office tasks, such 
as resource scheduling, easier and less time-
consuming. In addition, operations are simpler 
and more unified. The business now benefits 
from a single view across all channels, making 
it easier to capture fresh insights and devise 
service improvements. 

Making on-the-fly changes 
and optimizing agent 
Collaboration functionality has improved the 
ability to share information among Smollan 
agents, reducing time to resolve queries. “Now, 
our supervisors have the visibility to monitor and 
manage staff resources more efficiently,” said 
Cheri Khan, Senior Manager at Smollan. “It allows 
us to monitor queues, configure call flows on-the-
fly and instantly adapt to changes in customer 
behavior.”

With Genesys PureCloud, Smollan can use that 
operational visibility to track and fine-tune every 
performance aspect. Smollan clients, who enjoy 
overall service-level improvements, value the 
contact center transformation. 

“Social media response time has improved 
by up to 50%. With PureCloud, the sky’s the 
limit,” said Ray.

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

“PureCloud offers us superior technology, the flexibility to add seats 
during campaigns and enhanced cloud-based storage. Our staff can 
work from anywhere and, with seamless business continuity, our 
customers receive unparalleled service.”
Annie Padayachee, Business Unit Head at Smollan

RESULTS

Agents 
work more efficiently and resolve 
customer issues faster

More 
effective
planning and management for 
supervisors

50%
improvement in social media 
response times 
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