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Outbound Call Outsourcing 
Assures Turkish Banks’ Success
Atos Turkey improves agent productivity and profitability with  
Genesys platform’s built-in intelligence

Efficient outbound calling 
provides an edge in a 
competitive banking market
With more than 60 million customer accounts, 
Turkish banks operate in a fiercely competitive 
market. The customer experience is critical to 
success. A bank’s business potential depends 
on its call centers. Although by law banks in 
Turkey have to handle inbound calls themselves, 
outsourcing outbound calls is allowed.

As one of the nation’s leading managed service 
providers, Atos Turkey works with most major 
banks, providing outbound services using 
1,000 agents across two different locations. 
The company also offers HR support through 
another 500 agents taking inbound calls. “High 
investment and space requirements mean banks 
prefer to outsource outbound calls,” explains 
Celalettin Ozturk, CIC Telephony Subgroup 
Manager at Atos Turkey.

Predictive dialing sees 
unsuccessful calls 
plummeting
A profitable call center operation depends on 
keeping the successful outbound call ratio high. 
Managing high volume campaigns was not easy 
for the Atos Turkey call centers, however. Agents’ 
performance was held back by legacy systems.

A solution was sought to increase productivity. 
Overcoming management and reporting 
difficulties and server space requirements were 
other must-haves. A multidisciplinary team 
performed proof-of-concept trials. Ozturk says: 

“We carefully defined selection criteria and a rating 
scale, putting all options through a meticulous, 
fair evaluation. Genesys Contact Center 
Modernization ticked every box.”

Customer: Atos Turkey
Industry: Managed IT Services
 Location: Turkey
Company Size: 1500+ agents

Challenges: 
• Improve outbound call efficiency
• Migrate from PBX-based to  

IP-based communications 
• Eliminate reporting problems 

Solutions:
• Genesys Contact Center Modernization
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99 percent of 
outbound calls  
are successful, boosting agent 
productivity by 10 percent

Lower total cost 
of ownership 
with cost savings on power and cooling

Scalability 
and fast 
deployment; new project activation  
takes no more than two days

Full redundancy 
from SIP-based fiber-optic trunk lines  
to servers and applications

With intelligent Genesys predictive dialing 
algorithms, the performance of  screening  
out  no-answers, busy signals and answering 
machines increased dramatically. That  
minimized the time agents spend waiting 
between conversations. 

“We see our call centers as factories that produce 
calls instead of products. Each unsuccessful 
call is a potential profit lost,” says Ozturk. “With 
predictive dialing the proportion of failed calls 
dropped from 25 percent to one percent—a 10 
percent increase in agent productivity.”

Reporting and analysis tools in the Genesys 
Customer Experience platform insure accurate 
and flexible reports for clients and internal 
performance assessment needs.

Fully-resilient system offers 
swift reconfiguration
The Atos Turkey system is fully redundant. 
Celalettin Ozturk says: “Thanks to Genesys 
SIP, we have separately-sourced fiber-optic 
lines. Through server virtualization, the Genesys 
platform also offers complete resilience. If an 
application goes offline, agents continue working 
without interruption.”

The Genesys platform comes with cost, 
space and energy consumption advantages 
too. Ozturk explains: “Our legacy system was 
occupying 11 racks with high power and cooling 
costs. Genesys now takes up only one rack, 
supporting our Green IT goal. Moreover, with PBX 
licenses out of the equation, the new platform’s 
management and maintenance costs are 
much lower.”.

The new platform also offers ease of deployment 
and scalability. Setting up a new campaign takes 
no more than two days and, most often, much 
less. Atos Turkey will be able to address future 
needs and new clients by simply adding new 
licenses to its existing 1,100.

“With predictive dialing the proportion of failed calls dropped  
from 25 percent to one percent—a 10 percent increase  
in agent productivity.”
Celalettin Ozturk, CIC Telephony Group Manager Network Security & Communication Services, Atos Turkey


