
Customer Service Focus Sharpens 
Competitive Edge of Britain and Ireland’s 
Leading Home Entertainment and 
Communications Provider

CASE STUDY SKY

Business Opportunity
As a leading home entertainment and communications company, more than one in three 
homes across the UK and Ireland choose Sky. 

There is no bigger priority for Sky than delivering simply great service. The company’s  
contact centre platform needed upgrading to meet the growth and rising customer  
service expectations. 

Genesys Solution
Sky operates 20+ contact centres across a mixture of in-house and outsourced locations, 
dealing with approximately 150,000 calls daily. Needing estate-wide virtualisation, better  
agent optimisation and accurate reporting across the entire estate, Sky adopted a SIP-based 
Genesys Customer Experience Platform providing the required virtualisation and management 
information with minimal footprint at the outsource locations.. Perhaps at no time is the  
power of the system more evident than the ability of Sky to deal with high-profile boxing 
Pay-Per-View events. 

On the back of the achieved success so far and with the tight working partnership that 
Genesys and Sky have, Sky is now working with Genesys to tap into the unique Genesys 
ability to manage consistent and coherent cross-channel customer conversations along the 
touchpoints of the customer journey to simply deliver great customer experiences.
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RESULTS
• Sky now handles calls 

through a single virtual 
queue, delivering a 
consistent caller experience 
even when a pay-per-view 
bow-wave hits

• Visibility of all agents allows 
Sky to match resources to 
call volumes and identify 
potential problems before 
they affect  service

• Total cost of ownership has 
been reduced through the 
use of a solution deployed 
in a centralised data centre 
configuration with the highest 
possible level of resilience

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 


