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Business process automation   
creates new value for Telecom Italia
Improved back-office efficiency and  
higher customer satisfaction with Genesys

Exploring customer 
experience innovation
Telecom Italia is the largest voice and broadband 
internet provider in Italy and also provides 
mobile services in Italy and Brazil through its TIM 
subsidiary. The Enterprise Division of its Caring 
Services organisation manages more than 13 
million calls each year, including three million 
back-office enquiries.

Approximately 2,800 internal and 1,000 
outsourced agents cover the full lifecycle for 
business customers: on-boarding, new lines and 
services installation, fault resolution, contract 
changes, billing, and up-selling. Requests 
typically start as incoming calls that generate 
follow-up emails, web forms, and attachments.

These operations run on a multi-channel 
platform built on Genesys Workforce Planning 
and Inbound and Digital Engagement solutions. 
To take customer experience up another level, 
Telecom Italia added Genesys Enterprise 
Workload Management.

“Back-office requests are usually varied and 
involve lots of steps,” said Paolo Chiozza, 
Director, Enterprise Caring Services. “So, we 
decided to introduce more innovation and 
explore new management methods to mirror the 
time-sensitive nature of front-end and inbound 
activities.”

Designing best-
practice processes
An in-depth review of back-office workflows 
helped identify bottlenecks and optimise design 
specifications. It was then a case of careful 
planning—migrating people and processes in the 
best way to avoid disruption to customer service.

Genesys Enterprise Workload Management 
pushes tasks to the appropriately skilled agents. 
Each agent has a specific profile that outlines 
which activities and issues they’re able to 
address. This is especially important when it 
comes to privacy compliance, a responsibility 
Telecom Italia takes very seriously. The new 
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system ensures that only specially trained agents 
with the correct authorisation levels deal with the 
most sensitive cases. 

“Now, tasks always get assigned to the right 
person with the right skills at the right time,” 
said Chiozza. “This puts us firmly in control 
and shortens our internal processes. So, the 
customer gets a better experience and achieves 
their desired outcome quicker.”

Getting user buy-in with 
quick wins
The project is part of a wider change 
management strategy.

“We have many highly skilled agents with over 20 
years’ experience, so it was vital to get their buy-
in for new tools and methods,” said Chiozza. “For 
the first time, we’ve got a system that delivers 
everything as promised, and it worked from day 
one. The more they use it, the more they like it.”

“Now, tasks always get 
assigned to the right person 
with the right skills at the 
right time.”

Paolo Chiozza  
Director, Enterprise Caring Services
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“For the first time, we’ve got a system that delivers everything as 
promised, and it worked from day one. The more they use it, the more 
they like it.”
Paolo Chiozza  
Director, Enterprise Caring Services

RESULTS

Greater
control and insight into back-office 
operations 

High
adoption and satisfaction from agents

6% 
productivity gain

75% 
reduction in unresolved customer issues

The company has already realised concrete 
benefits. For example, productivity has increased 
by 6%, with agents able to handle multiple tasks 
simultaneously and manage more functions than 
ever before.

Service quality has improved as well. Previously, 
the number of unresolved customer issues 
could rise as high as 8%. Today, that figure has 
dropped to 2%. This reduction is expected to 
positively influence customer satisfaction scores. 

The next stage of their strategy focuses on 
further skill mapping to identify training needs 
and improve efficiency. In addition, Telecom 
Italia intends to use the multi-channel platform 
to manage clients in a more personalised 
way and, at the same time, extend back-office 
process automation to the Consumer Division of 
Caring Services.

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


