
Striking a Perfect Balance between 
Technology and Team 
freenet improves efficiency, quality and employee satisfaction 

Germany’s largest network-independent telecommunications provider, with a strong emphasis 
on digital lifestyle, the freenet Group, is committed to providing a wide range of digital lifestyle 
products and services – from mobile, voice and data services to different mobile devices and 
products including smart home utilities and applications. . It utilizes a variety of distribution 
channels, including online and direct sales, 6,000 retail points in over 550 shops, consumer 
electronics retailers and telecom stores. 

However, this assortment of business platforms also posed a technology challenge. As 
products and services became increasingly complex, customer care reps required an ever-
higher level of competency. As a result, the three freenet contact centers — Erfurt, 
Kaiserslautern, and its corporate office in Büdelsdorf (plus partners in numerous locations) had 
to get their contact centers up to speed to meet growing demands. Moreover, after several 
corporate mergers, approximately 1,000 freenet agents had to be incorporated into the 
already-complex optimization strategy.

Wanted: Efficiency, Quality and Employee Satisfaction
The objective of the contact center optimization project was to improve the efficiency and 
quality of processing customer requests made by phone or in writing by using skill and value-
based routing. Another requirement was to implement routing concepts, so that workforce 
management intervention would become an exception. The new system was to transform an 
outdated and manual procedure into a centralized and automated process at the heart of the 
customer care unit — incidentally, a common backstory for companies wishing to leverage 
state-of-the-art routing to optimize their contact centers.

AT A GLANCE

Customer Name
freenet Group

Industry: Telecommunications 
provider

Location: Germany

Company Size: Around 4,600 
employees

CASE STUDY: FREENET GROUP

CHALLENGE
• After several corporate 

mergers approximately 
1,000 agents had to 
be incorporated into 
the already complex 
optimization strategy

• Improve the efficiency by 
using skill and value-based 
routing 

• Enhance efficiency, quality, 
and employee satisfaction 

— and the skill set of its 
staff

SOLUTIONS
• Genesys Customer 

Experience Platform

• Genesys Enterprise 
Workload Management



 

SUCCESS STORY

freenet Group   /  page 2

“There was no doubt that we had to have a new control unit for skill-
based routing. But the new solution would also need a logical 
approach that would positively impact employee satisfaction.”

Birgit Geffke
Head of Customer Service mobilcom-debitel GmbH
a freenet Group company

What was unique about the freenet project was its gentle approach, as Birgit Geffke, 
Customer Care Manager, recalled. “There was no doubt that we had to have a new 
control unit for skill-based routing. But, the new solution would also need a logical 
approach that would positively impact employee satisfaction.” The large product portfolio, 
multiple customer data migrations, and integration of numerous service providers 
triggered insecurity among some agents. Some employees that had been quite 
comfortable with their primary skills were becoming concerned if assigned tasks based on 
their secondary skills. Geffke recalled service reps who were saying, “I hadn’t done that 
in years and wasn’t comfortable with that skill anymore. I wasn’t sure whether I was still 
up to the task.” This anxiety was a real issue. “If employees are uneasy, it’s an indication 
that their customer interaction will not have the kind of high performance for which we’re 
looking,” she added. 

With the new system, agents are assigned a task according to their secondary skills at 
least once a week, even if there is no business need to do so. “On the one hand, we 
want a high degree of quality. On the other hand, using that secondary skill regularly 
allows employees to gradually shed any insecurities and anxieties they might have about 
it.” This mix has led to much more relaxed employees who regularly switch between 
talking on the phone and typing—increasing skills in both areas.

Intelligent Routing Process Creates Variety
With the new freenet routing logic, twenty percent of an employee’s monthly workload is 
allocated to tasks based on their secondary skill. This approach grows their expertise in 
that skill and boosts their motivation. The Genesys routing logic allocates tasks according 
to an individual’s primary and secondary skills, with their respective level of training — 
their so-called “quality level” (Q value) — triggering their assignment. 

High Level Quality = High Level Customer Satisfaction
Based on knowledge tests, the agent’s Q value is comprised of a large subset of 
attributes, including friendliness, business knowledge, customer satisfaction value, and 
solution competency. 

When a customer calls the contact center and several available agents have the same 
skill set, the system chooses the agent with the highest Q value. If two or more agents 
have the same Q value, the system assigns the task to the employee waiting the longest. 
This, increases customer satisfaction, as freenet is always able to provide services of the 
highest quality. “Using the Q value lets us recognize which areas need additional training. 
This allows us to maintain superior quality, which leads to excellent customer service,” 
added Geffke.

Another parameter, which the Genesys solution uses for routing processes, is the 
significance of the business event. The required service level dictates priority. Customer 
type (say, a VIP customer) and customer significance also influence which agent is 
assigned. Finally, the software applies “last agent routing,” which routes a customer to 
the agent with whom he or she had spoken last. While reconnecting with the same 
agent is not always possible, “if it’s possible, we’ll make it happen,” Geffke assured.
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“On the one hand, we want a high degree of quality. On the other 
hand, using that secondary skill regularly allows employees to 
gradually shed any insecurities and anxieties they might have  
about it,”

Birgit Geffke
Head of Customer Service mobilcom-debitel GmbH
a freenet Group company

Mission Accomplished – Customer Satisfaction Jumps 
23 Percent
The company’s goal of optimizing its customer care system was to attain sustainable 
customer satisfaction and ensure long-term customer retention. “Mission accomplished! 
The solution’s Q value concept and its routing logic enabled us to improve customer 
satisfaction by 23 percent,” said Geffke.

The new implementation improved quality, reduced the need for training, and increased 
employee motivation because staff is assigned a greater variety of tasks. “In addition, 
improved customer satisfaction has provided us with customer feedback that we hadn’t 
expected,” Geffke observed. For instance, freenet customers don’t mind if agents 
sometimes contact them on a Saturday afternoon — as long as that call resolves their 
issue. Direct customer feedback is so important to Geffke, that she regularly has 
one-on-one conversations with customers.

Commissioned by hardware manufacturer Jabra, a Frost & Sullivan study conducted in 
2013 revealed that improving staff retention and increasing satisfaction are key factors 
for contact centers — an industry known for 30 to 50 percent turnover . In fact, taking 
necessary training units and sick days into account, hiring a contact center employee 
costs about 30 percent of their annual salary. This makes the success of the freenet 
optimization all the more remarkable, ensuring that agents can work more efficiently 
and with greater satisfaction. The new work environment has also enabled the freenet 
Group to boost customer satisfaction — and thus strike a perfect balance between 
improving the corporate and customer environment.

RESULTS
• Optimized its customer care 

system to deliver outstanding 
customer service experience 
and customer satisfaction

• Increased the degree of 
automation for all its business 
events

• Improved quality, reduced the 
need for training, and increased 
employee motivation
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