
Belgacom Directory Information Services 
Gets its Numbers Right 
Belgacom DIS provides directory information services on behalf of all telecommunication providers 
active in Belgium. Its highly efficient contact centre can handle up to 90,000 calls per day with 
just 300 agents. Belgacom DIS generates additional revenue through value added services like 
message forwarding. By migrating to a SIP-based Genesys solution, the company has been able 
to drive down costs further and offer new services. 

Commercial Directory Information Services (DIS) have been very profitable in the past. But in  
the last 10 years, call volumes and revenues have been declining. Consumers are increasingly 
searching the Internet for telephone numbers rather than paying for the service. 

Despite the market pressure, Belgacom DIS has remained highly profitable by tightly managing its 
costs and by seeking every opportunity to create additional revenue streams. 

We Can Find Almost any Number! 
“Belgacom DIS prides itself on its ability to find the telephone number that a caller is seeking. “We 
can find the telephone number even if you only know a little bit about the company. Say you are 
looking for a particular locksmith somewhere in Antwerp, there is a good chance we can find it.” 
said Danny Verhaeghe, Product & Marketing Manager

This quality of service has been vital to maintaining enquiry volumes. Belgacom invests in its 
database, keeping it current through close relationships with its telecom clients and updating its 
directory promptly when informed of changes by companies or individuals. 

IVR Reduces Call Times and Increases Agent Productivity 
Belgacom DIS has kept its operating costs down by reducing call times as far as possible. The 
company has around 300 agents who together handle up to 90,000 calls per day. An average 
call is handled in less than 30 seconds.

The secret of this remarkable work rate is the smart application of Genesys Self-Service. The IVR 
takes as much information as possible before handing the call on to the agent. As soon as the 
agent has identified the correct telephone number, the call is handed back to the IVR system 
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which gives out the telephone number and offers to connect the call directly. This approach 
is not only efficient; many callers find it very helpful. In particular, drivers can be put through 
to the number they seek without having to dial it. 

There is a further advantage of ‘onward connection’: Belgacom DIS can confirm that the 
number it gives out is correct. If it is not correct, it can refund the customer any charges 
and update its database. 

Belgacom also uses its IVR to provide targeted welcome messages. These might be 
seasonal greetings based on the time of year or a customized welcome that mentions  
the name of the telecom provider. 

Additional Services Drive Incremental Revenue
Belgacom DIS offers additional services to help drive incremental revenue. For example, 
Belgacom DIS offers a message forwarding service that enables people to receive voice 
and text messages without divulging their mobile number. 

Callers contact Belgacom DIS with the name & address of the person to whom they want  
to speak. If the person is listed with this service, the caller can leave a message. The 
message is then forwarded to the client. By using this ‘two stage process’, there is never  
a danger that the client’s details will be divulged. 

This is a unique service in the marketplace today and provides Belgacom with a competitive 
edge in providing outstanding customer service.

Migration to IMS and SIP
Reviewing its technology needs for the future, Belgacom DIS made the decision to migrate 
to the IMS (IP Multimedia Services) platform. This is the technology on which most 
telecom providers will operate in the future. By making this investment, Belgacom DIS will 
ensure that it can interoperate with its clients and offer new revenue-generating services. 

As the first step in the migration process, Belgacom moved its contact centre platform to a 
high availability SIP-based Genesys Contact Center Modernization solution. The migration 
began in [November 2012] and was completed a few months later. 

Belgacom DIS has found the SIP-based Genesys solution to be extremely robust. Since  
the implementation it has worked flawlessly – it has not been out of operation for a 
moment. In addition, it has reduced the company’s maintenance costs. 

‘In the past we had to maintain our PBX system. We needed Nortel engineers to service 
the equipment. Today we manage all our maintenance in house and the cost has fallen  
by 30%”, said Stefaan Herrebout, ICT Manager

SIP is an open standard which means that Belgacom DIS has the comfort of knowing  
that its systems will be able to integrate easily with future technologies. 

Summary
The Directory Information Services sector has undergone two massive revolutions – the 
rise of mobile phones and the explosion of the internet. In order to be successful in the 
rapidly changing market, Genesys has helped Belgacom DIS keep its costs to a minimum 
and run an extremely efficient operation. 

At the same time, Belgacom DIS has constantly looked ahead to identify future changes – 
preparing itself to mitigate any adverse impacts and to take advantage of any new 
opportunities. 

 

RESULTS
• Smart IVR has reduced the 

average time agents speak to 
customers to just 30 seconds. 

• Agent productivity has risen 
sharply – each agent handles  
an average of 1,000 calls per 
day from a previous level of 600.

• A message forwarding service 
has proved popular with 
customers and is generating  
a brand new revenue stream.  


