
Barmer GEK and Genesys Lead the 
Way to the Call Center of the Future

The telephone is the preferred channel for most customers in the health insurance industry. 
That’s why Barmer GEK decided to open six full-featured call centers staffed by highly qualified 
agents. These agents provide personalized, detailed service over the phone to resolve a 
maximum number of customer requests on the first contact.

With more than eight million customers, Barmer GEK is Germany’s second largest health 
insurer, serving customers across the country both through local branches and virtual service 
centers. The company continually expands its range of communication channels to improve 
the customer experience.

Leveraging All Available Channels
“Our customers increasingly expect to be able to interact with our agents through multiple 
communication channels—whenever and wherever—and to switch seamlessly between 
them,” said Jörg Kaiser, Head of Call Centers. “We have made it our mission to meet their 
expectations by delivering individual, flexible advice and service through a wider choice of 
channels.”
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CHALLENGE
• Establish an omnichannel, 

digital organization

• Cut response times

• Improve customer 
satisfaction

SOLUTIONS
• Digital Engagement Center
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About Genesys

Genesys, the world’s #1 Customer 
Experience Platform, empowers 
companies to create exceptional 
omnichannel experiences, journeys 
and relationships. For over 25 
years, we have put the customer 
at the center of all we do, and we 
passionately believe that great 
customer engagement drives great 
business outcomes. Genesys is 
trusted by over 4,700 customers in 
120 countries, to orchestrate over 
24 billion contact center interactions 
per year in the cloud and on 
premises.

Visit us at www.genesys.com or 
call us at +1.888.436.3797

To achieve this, Barmer GEK implemented a complete Genesys contact center, 
which includes:

• 1,000 agents across six locations

• A single, toll-free number for all call centers (regardless of customer location)

• 24/7 support throughout these virtual contact centers

• Cutting-edge technology to increase customer loyalty and service quality 

• A broad choice of channels customers can use

Migrating to Digital Services
The first Genesys call center went live just a few months after the project was 
launched. Barmer GEK receives 1.6 million incoming calls a month, of which 60% go 
straight to the call center. The call center resolves 80% of all incoming enquiries, 
while only 20% are transferred to a specialist center. A traffic light system indicates 
the availability of experts in the specialist centers, so agents know immediately 
whether they should transfer a customer or offer a callback instead. 

“Our customers became aware of the toll-free number incredibly quickly, so the call 
centers were off to a flying start,” said Kaiser. “Twelve agents are exclusively 
dedicated to online chat, a new channel that our customers have adopted 
enthusiastically.”

This successful start is partly due to the training delivered by the Genesys 
Professional Services team.

“If we want to maintain our 80% FCR (First Call Resolution) rates in the long term, 
our agents will need extensive knowledge while fully adopting the contact center 
technology,” said Kaiser.

Fit for the Future
“An omnichannel strategy is the only way to future-proof our organization for the 
digital era. Our new call center, combined with the Genesys solution, is the key to 
our success,” said Kaiser.

The company’s drive to adopt new technology, combined with the capabilities of 
Genesys, allowed Barmer GEK to make major improvements to their customer 
experience.

“The reporting is first-class, too. It showed us that our customers use our call centers 
regularly and extensively, even on Saturdays,” said Kaiser. “And if our customers 
have specific questions about their health on Saturdays, then we will provide this 
service. Simple as that.”

 

RESULTS
• Increased Net Promoter Score, 

due to 24/7 availability of 
channels

• 360-degree view of customer 
interactions


