
SUCCESS STORY: UNICREDIT

Digital  
from the customer’s point of view
UniCredit delivers a consistent and comprehensive customer experience  
with an omnichannel approach

Customer : UniCredit
Industry: Financial
Location: Germany and Austria
Size: 130,000 employees

Challenges: 
• Deliver seamless customer service across 

all channels
• Implement a new high-performance platform 

to provide more flexibility
• Improve customer experience with an 

innovative portfolio of attractive and efficient 
contact opportunities—from chat, to click-to-
call, to new online services

UniCredit Direct Services GmbH (UCDS) is a 
100-percent subsidiary of UniCredit Bank AG. 
With six locations in Germany and Austria, the 
corporation does business across international 
boundaries. Its service and sales teams focus on 
managing customer relations on the phone and 
Internet, and via email. Numerous awards are solid 
proof that this service provider is doing a lot of 
things right. For instance, in 2011 the Deutsches 
Institut für Service-Qualität (DISQ) tested the online 
banking services of traditional branch banks. 
UniCredit took first place in the category “phone-
based customer service for online banking in its 
branches.” Also, in 2013, the German magazine, 
Focus Money, presented its “Best Multi-Channel 
Bank” award to HypoVereinsbank, which belongs to 
the same corporation.

“Not only do such awards confirm the 
outstanding work of UCDS, they also motivate 
it to keep pushing the envelope,” said Winfried 
Roithmeier, Department Head for Central 

Functions. For instance, UCDS replaced its entire 
existing technical contact center infrastructure 
with a Genesys solution. As Roithmeier explained, 
“We regard this new platform as a key component 
of our strategy to become a powerful, cutting 
edge, and particularly customer-friendly multi-
channel bank.” He continued: “Ninety percent 
of our customers have smartphones, do email, 
or own devices with chat or video functionality. 
Our job is to provide options for these devices, 
so customers can use these channels to 
conveniently do their banking business.” The goal 
is never to patronize clients, but rather to give 
them the opportunity to always be able to contact 
their banking institution—“spontaneously and in 
every situation”—with the channel of their choice.
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Full speed ahead toward a 
comprehensive service 
experience
This approach has scored a bull’s-eye, as a Bain 
& Company study entitled, “Retail Banking: The 
Digital Challenge,” reveals. As such, “in the future 
customers will no longer distinguish between 
online and offline offerings—and banks will 
have to react to this concept.” Integrating all 
sales channels into a consistent omnichannel 
approach is therefore one of the four strategic 
aims of the UCDS. This effort also includes 
designing the branch office network, updating the 
organizational structure and IT, and strengthening 
the bank’s brand and unique selling points. 

Not only did UCDS replace its contact center 
platform, it also virtualized all of its other service 
applications, integrating them with the market-
leading Genesys Customer Experience Platform. 
This move included migrating traditional phone 
services into the Genesys open and state-of-
the-art SIP technology. UCDS is currently in the 
process of networking the existing CRM system 
with the Genesys platform. Now UCDS will be 
able to directly route diverse organizational units 
to a single platform—of course providing the 
multi-client capability essential for a financial 
institution. “Our goal is to have a single routing 
platform for every customer query, so we 
can provide a consistent and comprehensive 
customer experience. We want to get even closer 
to our customers,” said Roithmeier.

In the near future, UCDS plans to achieve more 
customer proximity by modeling consulting-rich 
scenarios. Let’s assume a customer contacts the 
bank via video chat and has several questions 
about purchasing real estate. It soon becomes 

clear that this particular query is complex, so 
the customer’s request is routed to a competent 
service rep in the online branch. According to 
Roithmeier, “This new technology models the 
consulting process as a banking process—not the 
other way around. We are not in any way limited 
to the video technology with which customers 
contact us—today or in the future. Whether 
they want to use Skype or whatever else, we’re 
open to it.”

UCDS places great emphasis on the technical 
implementation—and supports its staff as they 
learn it. A special project called “Easy” ensures 
that banking teams become familiar with the new 
omnichannel world and can soon nimbly change 
between channels—just as easily as in their 
own area of expertise. Quirin Plenk, Project and 
Transition Manager at UCDS notes how important 
this is: “We’re noticing that even older customers 
are contacting us on their smartphones, while 
younger customers occasionally want to drop by 
and visit in the local branch office. That’s why all 
our channels need to collaborate in an integrated 
and overarching way. Our technology needs to 
ensure this.”

Solutions:
• Genesys Customer Experience Platform
• Genesys Digital Channels
• Genesys Reporting & Analytics

“Routing has given us 
tremendous flexibility. That 
was a quick win. We’re quite 
confident that we’re on the 
right track with Genesys with 
the other processes as well.”

Winfried Roithmeier  
Department Head for Central Functions
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“Our goal is to have a single routing platform for every customer 
query, so we can provide a consistent and comprehensive customer 
experience. We want to get even closer to our customers.”
Winfried Roithmeier, Department Head for Central Functions

RESULTS

Consistent 
single 
routing 
that allows for a comprehensive 
customer experience

Improved
customer satisfaction scores 

Digital natives love dropping 
by at the local branch office
A joint study conducted by the UniCredit 
Family Financing Bank and the University of 
Hohenheim, Germany, confirms that the UCDS 
approach is “spot on.” Accordingly, even digital 
natives in their mid-20s to mid-30s do not want 
online banking to the exclusion of other forms 
of business communication, such as visiting 
the local branch office. Instead, they desire 
a combination of online and branch service 
offerings. While they want online services to 
be comprehensive and always available, they 
prefer to use them for routine activities. If they 
have more complex queries, such as obtaining 
a line of credit, they prefer personal consulting—
preferably after having already secured initial 
information on the bank’s home page or in the 
media. They do not necessarily request personal 
service in a branch office; although they do 
prefer a service rep they know—ideally always 
the same person, whether in the branch office, 
on video chat, or on the phone. “This is the kind 
of approach we want to provide with our new 
high-performance platform,” said Roithmeier.

Technology can actually grant customers this 
wish, confirmed Franz Hennemann, Sales 
Manager, Banking at Genesys. “Thanks to routing, 
monitoring, and reporting functionality, we provide 
UniCredit with the tools they need to recognize 
changes in customer behavior, and then to adjust 
and optimize internal processes accordingly. Our 
technology helps them continue to flexibly meet 
the requirements of today and tomorrow.”

Although this implementation is still quite new 
and online integration is still work-in-process, 
UCDS is already seeing good initial results.  
Roithmeier and Plenk observed that “routing 
has given us tremendous flexibility. That was 
a quick win. We’re quite confident that we’re 
on the right track with Genesys with the other 
processes as well.”

http://www.genesys.com

