
SUCCESS STORY: TELENOR

Genesys helps Telenor   
improve employee performance while 
increasing customer satisfaction 
Telenor realizes spectacular sales and service improvements across  
five contact centers with a one-month investment payback

Colorful upselling and 
automation efficiencies
Winning businesses often share the same 
characteristics. One of those is the ability to 
make the best decisions when it comes to 
selecting and developing their employees. For 
leading telco Telenor, this is extremely critical. 
Contact center personnel in Norway are among 
some of the highest paid and most skilled in 
the industry. So, it’s vital they get up to speed 
as quickly as possible and are fully equipped to 
fulfil their individual ambitions and full business 
potential. Increasingly, that means enabling 
staff to feel comfortable pitching a growing 
portfolio of mobile, telephony, broadband, and 
media services.

Telenor has been evolving its Norwegian contact 
centers with Genesys since 1999. Today, its 
omnichannel customer interactions include 
inbound voice, self-service and email. The 
company is once again breaking new ground, 
this time with its innovative use of Genesys 

Workforce Planning solutions—in particular, 
Genesys Workforce Management and Genesys 
Skills Management (which comprises Skills 
Assessor and Training Manager).

Workforce Management has improved speed 
and compliance through more accurate 
forecasting and scheduling of the workforce. 

Through tight integration, the solution 
enables Telenor to easily gather and analyze 
comprehensive customer data so they can 
provide color-coded cues to upsell relevant 
products on any given call. Not only does this 
increase sales opportunities, it delivers greater 
efficiency by reducing the number of clicks 
advisors have to make from more than 30 to just 
one to get a 360° view of the Telenor customer.

With its fixed and mobile businesses becoming 
more closely linked, Telenor also needed a better 
way to onboard and train advisors, initially, those 
serving Norway’s residential market. Torhild-
Torgersen Hage, Senior Project Manager at Telenor, 
said: “We wanted to invest in our people, to help 
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them continuously improve their performance, 
upsell and cross-sell more effectively. That meant 
finding ways to uncover skills gaps and speed-up 
essential knowledge transfer.”

Turning low performers into 
high achievers
Getting the change management aspects 
right was key to success. A pilot project was 
conducted to help Telenor build support among 
staff and union representatives. “Everybody 
concerned could immediately see how 
the applications assured strict privacy and 
confidentiality at all times.” 

Using Workforce Management, Skills Assessor, 
and Training Manager, Telenor developed a 
special program to convert low performers 
into high achievers through additional training 
and job shadowing opportunities. In total, 150 
temporary advisors enrolled the training program, 
with 148 being awarded to take place in live 
customer environment. Around 75% passed the 
test first time, with the remaining all passing 
the retest. 

“The biggest win was that, for the first time, we 
were able to bring our new advisors up the 
curve,” said Hage. “Now, we have a platform for 
achieving desirable knowledge levels and skilling 
advisors before placing them in a live customer 
environment.”

Delivering rapid ROI 
Coupled with more reliable workforce planning, 
forecasting, and scheduling, plus the fact 
that today, employees can essentially identify 
and fill their own knowledge gaps; Telenor is 
realizing some spectacular results. “A return 
on our Genesys investment in just one month,” 
said Hage.

Genesys Workforce Planning and Skills 
Management Solution have been instrumental 
to the transformation of our customer service 
operations. In 2014, new temporary advisors 
delivered hit rates at the same level as 
established advisors, whereas in 2016, after the 
introduction of Skills Assessor, new advisors 
outperformed established advisors on sales by 
25 per cent. Customer satisfaction improved too. 
NPS ratings rose from 14 to 52 for temporary 
agents, a dramatic uplift on scores prior to 
implementing the Genesys Workforce Planning 
and Skills Management solutions. The ROI of 
implementing Genesys Workforce Planning and 
Skills Management solutions only consider the 
gap in sales improvement that is better than 
permanent advisor’s general improvements 
because the advantage must be shared with 
market activities and other quality improvements. 
We can identify the root causes for 
underperformance and take the right corrective 
actions immediately. This simply wasn’t possible 
before,” said Hage

Skills Assessor, a feature-rich employee 
performance management application, was a big 
hit with 100% of participants saying they were 

“satisfied” or “very satisfied.” Feedback revealed 
they felt more secure and confident after the 
program was implemented, and that they 
particularly liked how the assessments verified 
their use of CRM systems. Furthermore, Training 
Manager enables Telenor to automatically 
schedule relevant, targeted training, taking into 
account schedules and workloads for minimal 
impact on employee and overall business 
performance. The company has since then rolled 
out the solution to all their teams, and embedded 
it in normal day-to-day business processes. 

Recording and Screen Capture are currently 
under implementation, followed by Speech 
Analytics.  This is setting Telenor on its fuller 
omnichannel journey, alongside implementations 
of Genesys Outbound and Digital Engagement.

RESULTS

Sales 
increase    
by approx. 25% for new temporary agents  
compared to established advisors 

NPS 
improved 
from 14 to 52 for new, temporary 
advisorsIVR quickly 
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