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Türkiye Finans Participation Bank  
Effortless banking is now a reality!
Türkiye Finans Participation Bank streamlines the path  
between its branch network and its contact center

Türkiye Finans Participation Bank, one of the 
leading participation banks in Turkey, initiated 
a new project for effortless banking for all its 
customers. The bank worked with Genesys on 
an innovative technology that can be adapted to 
the needs of each customer through one of its 
286 branches or digital channels (mobile, web 
and social media). 

As part of their efforts to modernize and 
converge the Türkiye Finans Participation Bank 
communication channels, Genesys first created 
a Customer Experience Platform that could be 
integrated to the bank’s operations and adapted 
to customer needs.

Mustafa Onur Yılmaz, Project Manager at 
Türkiye Finans Participation Bank: “Genesys 
had everything we were looking for: robust and 
flexible software, rapid integration, and a strong 
partner network.”

Connecting the branch 
network to the contact center
Since the bank’s customers generally 
prefer to call local branches, incoming calls 
could sometimes not be answered by busy 
branch staff. To solve this problem, Genesys 
recommended connecting the branch network to 
the contact center. 

As a result, all customer calls unanswered by the 
branch after a few rings were forwarded to agents 
in Istanbul. Customer services were improved at 
low cost and the bank was able to use its existing 
phone services, provider, and equipment. 

The Genesys solution also improved the 
efficiency of branch employees. Contact center 
agents gained the possibility to instantly see the 
availability of branch employees before involving 
them in a customer call.  In this way, the bank 
optimized its 4045 employees. 

Customer: Türkiye Finans Participation Bank 
Industry: Financial Services 
 Location: Turkey
Number of Agents: 26  
Number of Back Office/
Branch Employees: 4045

Challenges: 
• Solving service problems
• Optimizing the use of agents and 

other resources
• Ensuring consistency in branch services 

Solutions: 
• Inbound 
• Interaction Analytics
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Satisfaction increases rapidly 
as customers experience  
the service
The volume of calls answered has increased 
by 21% with the new solution. Customers who 
phone the bank are now certain that they will be 
connected to an employee quickly. While 10% of 
customer complaints were about being unable to 
reach the bank, this figure has gone down to only 
0.5% after the solution was deployed. Besides 
the extremely positive feedback, there has also 
been an increase in customer satisfaction as 
agents take over calls in the contact center when 
branch staff are busy.

Efficiency increased
Before the new solution was implemented, 
additional staff were assigned to the contact 
center to manage the heavy flow from 
branches. Now fewer agents can manage 
the communication flow more rapidly, and 
Türkiye Finans Participation Bank has benefited 
significantly both in terms of customer service 
and cost control. 

“Genesys makes us feel like 
they’re on our side. The 
collaboration has been 
successful, and we expect 
it to continue.”

Mustafa Onur Yilmaz 
Project Manager, Turkiye Finans 

“Genesys solutions enabled us to improve our customer experience as 
well as our efficiency.”
Mustafa Onur Yilmaz, Project Manager, Turkiye Finans 

RESULTS

21%  
increase in answered calls 

Reduced 
complaints about problems reaching 
branches from 10% to less than 1%  

Lower 
operational costs thanks to 50% fewer 
agents and overall efficiency gains
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