
SUCCESS STORY

 Total Wine & More Pairs Beer, Wine,  
and Spirit Enthusiasts with a New Release 
of Customer Engagement 
 Total Wine & More Transforms How Customers Interact with  

the Brand 
 
Founded in 1991, Total Wine & More is the largest independent retailer of fine wine in US.  
The company has more than 140 stores in 20 states, and is growing rapidly. They offer  
more than 8,000 different wines from every wine-producing region in the world, along with 
more than 2,500 beers and 3,000 spirits. They are committed to selling at the lowest price, 
yet recognize that price is only one factor in driving customer loyalty. Their motto is “A 
knowledgeable customer is our best customer.” In keeping with the motto, the company  
takes pride in delivering a unique shopping experience and distinguished customer service, 
focused on educating the consumer. 

In 2014, Total Wine & More partnered with Genesys to extend the top-notch customer 
service that their retail stores are known for to new digital channels, including email and  
voice. Within five weeks, they had fully implemented the Genesys solution, just in time for 
Black Friday and the holiday shopping rush. The cloud platform from Genesys provides a long 
runway for the company’s vision to integrate all retail stores and online channels seamlessly  
to deliver exceptional customer experiences across all channels.  

Finding the Right Technology Partner for Growth
For more than two decades, the Total Wine & More business was strong in a pure  
bricks-and-mortar environment. Their customer service has always been on par with  
retailers such as Nordstrom and Amazon.com: best in class for product knowledge and 
customer care. In response to demand for new sales channels beyond physical stores, they 
began overhauling their web site in 2014. With that came the need to enhance customer 
service to new virtual channels.

AT A GLANCE

Total Wine & More 
www.totalwine.com

Industry 
Retail

Headquarters 
Bethesda, MD

Number of  
Employees/ Locations 
5000/ 140 in 20 states

Number of agents 
18-25 (seasonal flux)
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Compared to other industries, where email interactions may be used as a method to complain, 
Total Wine & More relied heavily on email as a way for customers to explore and discover new 
wines. Their legacy ACD was rudimentary and wasn’t able to handle the demand from 
customers when the email channel was opened up, causing some latency issues. To be more 
nimble and problem solve quickly, they needed to improve their customer care offering.

Total Wine & More sought a more complete solution—they needed a vendor with proven 
technology that would be quick to respond and resolve issues, and able to sustain a long-term 
responsive and innovative relationship with the company as it grows. 

Fast Deployment, On-the-Fly Changes for Improved  
Customer Experience
Total Wine & More started the project in October 2014. They needed to be up and running in 
time for the retail industry’s critical fourth quarter.  The company launched their new contact 
center solution built on Genesys Premier Edition Customer Experience Platform in time for 
Black Friday. 

Genesys enabled Total Wine & More to provide both retail stores and end customers with 
priority queues and skills-based routing for connected journeys across multiple channels. The 
result is quality service in the customer’s channel of choice. They first rolled out email and voice 
services from Genesys, followed by the strategic deployment of chat functionality with the 
launch of a new website in mid-summer 2015.  

Launching at the height of their busiest season meant the pressure was on. Thanks to the 
Genesys platform’s ease of use, the Total Wine & More team was able to change aspects of 
functionality without filing an IT help ticket and therefore get some quick wins under their belt. 

“We’re much more adaptable now and can easily make changes on our own that really help the 
business and improve the customer experience,”said John Jordan, Senior Vice President, Total 
Wine & More. “We’re a lot more adaptable now. Genesys has also helped us break out of our 
shell to build better relationships with the store teams and be a stronger internal partner. 
We’ve shown how we can be more efficient to help them quickly resolve customer issues, 
which has really improved the perception of the call center team across the organization.”

Shortly after implementing the Genesys platform, Total Wine & More received feedback from 
the stores that the estimated wait time message on the store support hotline was unclear and 
confusing. They changed the message to improve the experience that day, creating a 
customized message about new promotions and what was going on in the store.  

“The Genesys self-service platform is simple and straight forward to use,” said Zack Jalbert 
Customer Care Senior Manager. “This allows us to make quick, strategic changes to our 
campaigns on the fly. It’s making us more responsive to our customers’ needs and maintaining 
our high level of service.”

Genesys has also significantly improved visibility into data. Reporting was easy to set up. Now 
that it’s automated, manual tasks have been eliminated. Now, Total Wine & More can track 
contact volume in 60-minute intervals, and ensure service level requirements are met. In one 
case, the company found they needed to extend morning hours in certain contact centers, an 
insight that was critical to delivering better service to their customers. 

Delivering a High Level of Service Across Stores and  
Contact Centers

“Genesys enables us to be pioneering to drive a more positive customer experience and 
engagement. It gave us the ability to support remote agents and be more flexible for our 
customers,” Jalbert said. After just three months, the Genesys solution already had a major 
impact on the success of several campaigns: 

CHALLENGES
• Create consistent  

customer experience 
across stores and virtual 
contact center

• Extend customer service 
interactions beyond 
voice, to email and chat

• Improve reporting  
for more visibility  
into business

SOLUTIONS
• Premier Edition

• Digital

“Genesys  
enables us to be 
pioneering, to 
drive a more 
positive customer 
experience and 
engagement.” 
ZACK JALBERT 
CUSTOMER CARE  
SENIOR MANAGER,  
TOTAL WINE & MORE 
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Corporate Headquarters
Genesys 
2001 Junipero Serra Blvd. 
Daly City, CA 94014 
USA

Worldwide Inquiries: 
Tel: +1 650 466 1100 
Fax: +1 650 466 1260 
www.genesys.com

Genesys® powers 25 billion of the world’s best customer experiences annually, putting the customer at the center of all it does. 
More than 10,000 companies in 100 countries trust the industry’s #1 customer experience platform to orchestrate omnichannel 
customer journeys for lasting relationships. Genesys is the only company recognized by top industry analysts for leadership in 
both cloud and on-premise customer engagement solutions. 

For more information visit: www.genesys.com, or call +1 888 GENESYS.

Genesys and the Genesys logo are registered trademarks of Genesys Telecommunications Laboratories, Inc. All other company 
names and logos may be trademarks or registered trademarks of their respective holders. © 2016 Genesys Telecommunications 
Laboratories, Inc. All rights reserved.

Exceeded Single-day Sales by a Factor of Two in a Cyber Monday Offer. 
For their first time participating in Cyber Monday sales, the campaign’s success took the 
company by surprise. To add headcount to handle the unexpected spike quickly, they enlisted 
people who had been promoted out of the contact center team. Though they had never been 
trained on or used the Genesys platform, it was so intuitive that temporary team members 
were able to come up to speed quickly and handle email and phone calls from remote locations.  

“Genesys enabled great serviceability of customers who needed assistance during the purchase 
process and improved our ability to provide the same high level of service in our virtual contact 
center that customers have come to expect from our stores,”Jordan said. 

Improved Staffing Levels for a Holiday Gift Basket Campaign 
To support their 2014 gift basket campaign, Total Wine & More built a custom IVR on the 
Genesys platform. The IVR was tied to an 800-number published on direct mail materials. 
During the 2013 campaign, customers had been provided the main number for the contact 
center and had to wait in queue to reach an agent who didn’t know why the customer was 
calling. In comparison, the 2014 campaign with an IVR powered by Genesys enabled a specific 
campaign IVR, which went to a team specially trained on the products and delivery options. 
This surprised and delighted customers, who purchased with increased frequency, driving 
impressive growth in the campaign. The Genesys platform enabled the company to figure out 
their marketing lift and better understand what customers were calling about, thereby 
improving staffing levels and forecasting. 

Cut Order Time Nearly in Half for Prestigious Bordeaux Wine Tasting Event
As a retail host for the exclusive event at Fontainebleau Miami Beach, Total Wine & More 
needed to support calls from high-paying customers who had been granted special access to 
vintage pricing. Processing highly manual orders on the fly would have been impossible with 
their previous system. With the Genesys platform, they were able to route calls to the best 

“first responders,” often a sommelier’s cell phone. If the first responder wasn’t available, the call 
would roll seamlessly to another expert. As a result of efficiently getting calls to the right people, 
Total Wine & More cut overall order completion time almost in half. 

RESULTS
• Implemented contact 

center voice and  
email services within  
five weeks

• Delivered improved 
customer support  
and created better  
relationships with  
100+ retail stores

• Increased sales  
with improved  
customer service 

• Cut overall order 
completion time in half

• Improved workforce 
optimization

“Genesys…improved our ability to provide the same high level of 
service in our virtual contact center that customers have come to 
expect from our stores.”
JOHN JORDAN 
TOTAL WINE & MORE 


