
Broadband Leader Adopts Innovative
Multi-Channel Strategy

FASTWEB uses Genesys Customer Experience Platform to create next-generation virtual 
contact center.

Performance Leadership Obsession
Back in 1999, FASTWEB was the first operator in the world to launch a full IP-based telecoms 
infrastructure and deliver the optical-fibered city, when it started installing a broadband 
network covering the Milan metropolitan area. Its deep roots in innovation and its efforts to 
offer the fastest broadband experience helped it grow from a promising start-up into the 
largest alternative fixed line service provider in Italy, now serving close to two million residential 
and enterprise customers including public administrations.

Against the background of that booming business, FASTWEB customers are choosing to 
interact with the company through a mix of different communication channels. To offer its 
customers the best possible experience, agents in the company’s contact centers need easy 
access to all previous interaction details, regardless of the previously-used channel.

In recognizing this multi-channel trend, the company wanted to be sure not a single piece of 
information was lost. “Every day we handle about 80,000 interactions with current and 
prospective customers using a mix of in-house and outsourced contact centers,” says Guido 
Roda, Head of Information Technology at FASTWEB. “We’ve always used Genesys services as 
our main CTI and IVR platforms, originally deployed over a PBX.”

Although that contact center arrangement had worked well, it lacked the flexibility needed to 
quickly and easily bring new channels into play. “We wanted to evolve our infrastructure into 
a next-generation system that could be quickly adapted to address the changing customer 
landscape,”adds Roda.
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Challenges
• Meet customer demand 

for multiple communication 
channels

• Enhance flexibility of  
in-house and outsourced 
contact centers

• Improve customer service
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• Genesys Contact Center 
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• Genesys Self-Service
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Moving Toward a Multi-Channel Future
Genesys was chosen by FASTWEB as an enabling partner to foster an innovative 
customer experience made robust by its reliable platforms. “The Genesys team 
demonstrated its skills in designing an aggressive yet sustainable action plan,” Roda 
says. “We worked hard together to deploy the new infrastructure on time and without 
disrupting day-to-day work.”

As part of that plan, FASTWEB chose to abandon traditional ISDN lines and migrate  
to the SIP-based Genesys Contact Center Modernization. Its core network natively 
supports SIP (session initiation protocol) so session border controllers were all that  
was needed to integrate the two domains. In the past, agents had to work with a 
deskphone and a PC. Now, all they need is a PC equipped with a softphone client.

Moreover, all voice communication is now transported using VPN connections either over 
the FASTWEB core network or through the internet. This lowers the cost of equipping an 
agent’s seat and gives maximum flexibility on allocating workloads among in-house and 
outsourced contact centers, which effectively become a single virtual entity.

Transparency Offers Supplier Independence
The Genesys system is now acting as the central hub for all customer interactions, 
interfacing with other FASTWEB systems like its CRM and BPM platforms. “Thanks to 
the new Genesys infrastructure, any contact center agent taking care of any customer 
can see details of all previous interactions, regarding of the media used,” says Roda.

Equally importantly, the company is now free to design innovative customer service 
processes, using the contact media it deems most appropriate. Roda explains: “Our 
business units are planning new interactive services, initially integrating email and chat, 
but with social networks to follow.”For example, it’s looking at promoting lower-cost 
web channels to youth-based customer segments, or web chat for billing queries.

FASTWEB has seen two other major benefits: a 20 percent reduction in cost per agent 
seat; and a 30 percent improvement in the availability of the platform. Concludes Roda: 

“The SIP-based infrastructure offers enhanced scalability and reliability. Moreover, the 
fact that outsourced agent activities are integrated with those of in-house agents gives 
us greater flexibility and control.”

For Further Information
To learn more about the systems featured in this case study go to www.genesys.com

ResUlTs
• Call center agents have full 

history of customer interaction 
regardless of media

• 20 percent lower cost per seat 
with 30 percent improvement in 
system availability 

• Freedom to design new customer 
interaction processes through 
channel innovation

• Greater agent transparency  
offers outsourcing supplier  
independence

“We wanted to evolve our infrastructure into a next-generation 
system that could be quickly adapted to address the changing 
customer landscape.”
Guido Roda 
Head of Information Technology 
FASTWEB
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