
SUCCESS STORY: TELSTRA

Telstra 
optimises employee engagement to better 
handle customer service requests   

Customer : Telstra
Industry: Telecommunications
Location: Melbourne, Australia
Employees: 43,000 worldwide
Agents: 1,000
Annual revenue: $24 billion+ (AUD)

Challenges: 
• To increase the efficiency of the exception 

handling process, thereby improving 
customer satisfaction.

• To provide managers with more process 
visibility via appropriate monitoring tools.

Telstra is Australia’s largest telecommunications 
and information services company. The Telstra 
Product Connect & Assurance department 
provides the back-office services and telephone 
contact to support the company’s residential and 
business customers.

The organisation realised it needed a cost-
effective solution to proactively and efficiently 
manage the workload of the staff allocated to the 
exceptions handling process. Telstra therefore 
turned to Genesys solutions to ensure that the 
right staff received the right jobs at the right time 
to achieve efficiency gains without the need to 
re-train or shift staff from the existing customer 
management systems.

Telstra, Australia’s largest telecommunications 
and information services company, provides 
a comprehensive range of fixed line, mobile, 
broadband, Internet, and pay TV services. Telstra 
contact centres handle customer requests 
regarding adds, moves, and changes of these 

services by raising a ticket in the Customer 
Relationship Management (CRM) system. Most 
of the Telstra provisioning and customer service 
requests are then automatically processed via an 
Alcatel-Lucent Operations Support and Business 
Support System (OSS/BSS). However, the various 
systems that support these service requests 
also identify a number of jobs per day that fall 
outside its parameters for automated processing, 
and these are treated as ‘exceptions’ that require 
back-office staff to process.

With approximately 1,000 staff, the Telstra 
Product Activation & Assurance department 
provides the technical service desk to support the 
company’s residential and business customers. 
Predominantly based in Melbourne and Sydney, 
the department typically processes around 
25,000 new customer service requests and 
account modifications per day. A component 
of this workload is the ‘exceptions’ from the 
automated processes.
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The need to meet customer 
due dates and maintain 
compliance
The organisation needed a cost-effective 
solution to proactively and efficiently manage 
the workload of the staff allocated to the 
exceptions handling process. In the current mode 
of operation, the system required between two 
and three employees to manually allocate the 
exceptions jobs (tasks) to the ‘work-bins’ of the 
various individuals within the department, and 
team members were then required to assess, 
prioritise, and complete the jobs manually.

Staff allocated to this role had varying skills and 
skill levels ranging from task specific experts to 
generalist type skill-sets across a broad range 
of systems and products.  The resource pool 
also included agency staff which provided the 
business with the ability to grow and shrink, 
based on customer demand. This further 
complicated the task allocation process and 
often led to a backlog of tasks and compromised 
service level outcomes.

Winning hearts and minds
Although Telstra knew it needed to improve its 
performance in handling exceptions, it wasn’t able 
to secure the granularity of information from its 
existing systems to pinpoint exactly what areas 
of the process were failing, why they were failing, 
or how. Reports available to middle managers 
and supervisors relied on aggregated data from 
telephone time logged against calls and didn’t 
accurately reflect nor provide the transparency 
required to optimise delivery. They, therefore, 
struggled to identify the changes needed and, 
as a result, contacted Genesys to propose a 
business review.

Genesys set out to win the hearts and minds of 
Telstra senior and middle managers by identifying 
areas where process latency could be improved. 
To overcome any resistance to change, Genesys 
first had to clearly demonstrate that optimisation 
via increased visibility of performance and 
improved distribution was the correct approach. 
Genesys worked with Keven Allan, General 
Manager for Customer Connect at Telstra, to 
apply the right approach to the department’s 
unique way of working. “I was very interested in 
what Genesys had to say because they talked 

about helping us through a journey that would 
prevent repeat back-office work,” says Allan. “I 
found it very difficult to pigeon-hole Genesys 
approach and I was surprised by the potential 
outcomes of the changes proposed. Genesys 
claimed it could increase efficiency, and I simply 
said ‘prove it’.”

Initial study initiates move to 
Genesys Enterprise Workload 
Management
Genesys personnel worked with the Telstra 
Product Connect staff to conduct a Business 
Review of their activities, supporting business 
processes, and business planning capabilities.

A full assessment of the information indicated 
that efficiency could rise by between 15 and 
30 per cent. Genesys demonstrated during a 
proof of concept that implementing Enterprise 
Workload Management software to manage the 
way exception jobs were allocated would lower 
task times, spread the workload across staff 
more effectively by dynamically priori-tising the 
distribution of work tasks, and automate the 
distribution of work.

Genesys Enterprise Workload Management 
works in harmony with existing software 
applications such as Enterprise Resource 
Planning (ERP), Business Process Management 
(BPM), and Customer Relationship Management 
(CRM) and legacy systems, to create a single 
global task list that allocates jobs by business 
value, urgency, and skill requirement. Telstra could 
therefore ensure that the right staff received 
the right jobs at the right time and achieve 
significant efficiency gains, without the need to 
re-train or shift staff from the existing customer 
management systems.

“I was very interested 
in what Genesys had to 
say because they talked 
about helping us through a 
journey that would prevent 
repeat back-office work ...”

Keven Allan  
General Manager for Customer Connect 

Solutions
• Genesys Enterprise Workload Management
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“After one week, Genesys Enterprise Workload Management  
already had people thinking about what they could do to improve. 
That is success in itself.” 
Keven Allan, General Manager for Customer Connect

RESULTS

5-6 minute 
reduction 
in job processing from 9.2 minutes

44% 
improvement
KPI processes

Visibility
Managers have increased process visibility, 
enhancing back-office workflows.

Pilot trial indicates rapid  
return on investment 
Following a successful proof of concept 
demonstration, senior executives at Telstra 
authorised Genesys to conduct a pilot of 
the solution.

During the six-week pilot, Telstra implemented 
a like-for-like parallel environment with Genesys 
Enterprise Workload Management to replicate 
previous business practices and learn about 
the solution’s capabilities. Data from the pilot 
trial indicated that service activation and 
provisioning had indeed improved by 22 per 
cent, reinforcing an earlier time and motion 
study’s initial estimate. By optimising the 
process further, forecasts point towards a rapid 
return on investment, with Enterprise Workload 
Management releasing approximately 20 full-
time equivalents (FTE) to handle alternative 
tasks. Managers at all levels could now see 
how improvements could be made and were 
convinced of Genesys solution’s potential.

“After one week, Genesys Enterprise Workload 
Management already had people [management] 
thinking about what they could do to improve. 
That is success in itself,” states Allan.

“There are insights about both tasks and staff 
that allow me to achieve optimum results and 
alter the behaviour of staff,” says Steve Symons, 
Operations Manager in the Telstra Product 
Connect department. These include looking for 
ways to reduce delays at the workers’ desktops, 
redesigning reports to develop employee 
efficiency, and improving information for 
supervisors and team leaders to help manage 
the workforce more proactively.

http://www.genesys.com

