
SUCCESS STORY: AKBANK

Digital Banking 
with a Human Face
Akbank differentiates customer experience with video engagement and social media

Young population demands 
digital ease-of-use
Although many financial services customers still 
prefer to visit a branch, a growing number choose 
to transact online or using a smartphone. At the 
forefront of this trend, half the Turkish population 
is aged between 13 and 24 and registered 
on Facebook.

“Our customers are shifting from voice to digital 
interactions,” says Ender Durukan, senior VP 
for contact centers at Akbank. “Omnichannel 
innovation gives customers easier ways to do 
business, like self-service and web chat.”

Breaking new ground in  
an omnichannel world
Using Genesys Digital Channels, Akbank  
has turned its internet banking portal into a  
self-service channel with the option of video 
sessions  — putting a human face on online 
customer interactions. Akbank is paying 
importance to Direct Banking customers and 
the customers that prefer remote service. After 
announcing the new video-enabled mobile  
banking application in 2014, number of Direct 
Banking customers has doubled.

“Agent-assisted video is very popular,” says 
Durukan. “In online banking and mobile channels 
customers can request a video call at a time  
and place of their choice.”

Customer: Akbank
Industry: Financial services
 Location: Turkey
Company Size: Over 1000+ agents

Challenges: 
• Meet the banking needs of a young,  

tech-savvy population
• Differentiate the customer experience 
• Improve contact center sales  

and efficiency

Solutions: 
• Genesys Digital Channels
• Genesys Customer Experience Platform
• Genesys Self-Service
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Success 
of Akbank 
Direct Banking
Direct Banking customer numbers  
are doubled after announcing  
new video-enabled mobile  
banking application.

During video calls agents receive pop-ups and 
use natural dialogue, rather than reading  
word-for-word from scripts. That more personal 
touch has differentiated service and improved 
completion rates for online transactions. 

Omnichannel innovation doesn’t stop there. Using 
Genesys Digital Channels, Akbank monitors 
social media, where it has more than one million 
followers, and engages with people mentioning 
its products and services.

Durukan confirms: “We reply to around 2000 
posts on Twitter and Facebook every month. 
It’s a great way to gauge customer experience, 
extend customer care, and gather feedback for 
future services.”

Coming top in customer 
satisfaction
The Akbank contact center which is one of 
the main sales channels of the bank, located 
in Gebze near Istanbul, is also setting new 
efficiency standards for financial services. Voice 
is still very important and a Genesys Customer 
Experience Platform with Genesys Self-Service 
capabilities provides the routing engine.

Akbank Contact Center is continuously 
receiving high scores at customer satisfaction 
measurements. And it’s easy to see why. 
Business processes, integration of technology, 
HR quality are playing major role in this. Also the 
Genesys solution insures calls are seamlessly 
handled. Service level is around 85% and 
abandoned calls ratio is less than 3%.

Good ideas never stand still. Akbank is currently 
developing its Genesys reporting and analysis 
tools to ensure a continued unparalleled 
customer experience.

“Agent-assisted video is very popular and a first for Turkish banking.  
In online banking and mobile channels customers can request a  
video call at a time and place of their choice.”
Ender Durukan, Senior VP Contact Centers, Akbank


