
SUCCESS STORY: TELEKOM DEUTSCHLAND 

Customers skip the queue  
connect with digital and mobile apps
Telekom Deutschland finds the way to an unbeatable customer  
experience with faster and more convenient service

Getting more positive 
customer feedback
Telekom Deutschland has around 70,000 
employees and 40 million customers in Germany 
and is one of the world’s leading integrated 
telcos. ‘Delight and simplicity’ is a guiding 
principle as Telekom Deutschland aspires to 
provide unbeatable customer experience (CX). 

The competitive nature of the telecom industry 
is requiring telcos to find new ways to connect 
and build relationships with their customers. 
Providing exceptional CX creates a competitive 
advantage in this highly commoditized industry. 
Gero Niemeyer, Managing Director, Telekom 
Deutschland Kundenservice, says: “The industry 
had started talking about CX and omnichannel, 
and we didn’t want to miss out on this 
innovative trend.”  

The company took its first major step when it 
consolidated contact centers and siloed systems 
serving its mobile and fixed line businesses onto 

the Genesys Customer Experience Platform. 
This solid foundation manages some 100 million 
annual interactions, making sure inquiries are 
routed swiftly to the right agent— the first time, 
every time.

It didn’t take long for these improvements 
to make a positive impact on the company’s 
Customer Contact Analysis program, an initiative 
to gain feedback in real time through interviews 
via email, SMS, and IVR. “Straightaway we saw 
a significant increase in take up from customers 
participating in interviews—they felt happier and 
more satisfied,” Gero adds.

Mobile and digital access 
through the touch of a button
Omnichannel was a logical progression. 
Telekom Deutschland created a dedicated 
omnichannel department to help drive continual 
improvements. The introduction of Genesys 
Digital Engagement Center has greatly simplified 
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“The positive influence of the new technologies that we’ve developed 
with Genesys is obvious. We’re seeing this in the statistics, but what’s 
really impressive and what’s nice is that we’re also seeing—and 
hearing—it in customer feedback.”

RESULTS

33%   
rise in mobile app downloads 

20%
reduction in handling times for chat

communications. Now, using a mobile app on 
their smartphone or tablet, customers can press 
a click-to-call button or send a chat request. The 
new functionality was an instant hit.

Franz Weisenburger, Head of Customer 
Experience Design, Telekom Deutschland 
Kundenservice, says: “The number of app 
downloads went up by 33 percent and is still 
increasing.”

Moreover, by tightly integrating mobile 
and digital touch points the company has 
accelerated service. We monitored a reduction of 
handling time for chat of about 20%. Franz sees 
two main reasons why: “Customers are identified 
and authenticated upfront, so the agent doesn’t 
need to ask again for their personal details. Also, 
because it’s a chat and people are on the go, 
they’re more focused and to the point.”

In addition, agents like the fact that they get 
increased feedback, so they quickly learn how 
to make adjustments and guide customer 
interactions.

New points of differentiation
The ability to consistently deliver superior 
service puts further distance between 
Telekom Deutschland and rivals with similar 
products. This advantage is vital in a market 
that’s becoming ever more crowded and 
commoditized. Agents are better equipped 
with the tools they need to expedite contract 
renewals, win back accounts, and improve cross-
sell and upsell rates.

Gero sums up: “The positive influence of the 
new technologies that we’ve developed with 
Genesys is obvious. We’re seeing this in the 
statistics, but what’s really impressive and what’s 
nice is that we’re also seeing—and hearing—it 
in customer feedback. And the same goes for 
our agents. The mobile app does the waiting, so 
when customers arrive they’re more relaxed and 
ready to go.”

Telekom Deutschland is currently exploring new 
opportunities to leverage its Genesys platform 
and introduce additional digital channels.


