
SUCCESS STORY: HOME CREDIT BANK

Enhanced routing strategies 
help cut request processing time 
at Home Credit Bank
Genesys has helped Home Credit Bank increase customer-order processing  
speed and augment the number of requests operators handle hourly 

Home Credit and Finance Bank (HCFB) launched 
its operations in the Russian market in 2002 with 
the acquisition of Innovation Bank Technopolis 
(“IBT”). HCFB is the only pure retail player in 
Russia and the undisputed leader in point of sale 
(POS) finance with a substantial market share. 
HCFB offers consumer loans through point of 
sale outlets as well as providing lending and 
other retail banking products through its own 
branches. The bank’s success in the market can 
be primarily attributed to its unique distribution 
network with over 77,000 distribution points), a 
powerful combination of centralized support 
functions (IT, risk management, funding) and 
highly experienced local management.

After the financial crisis, the bank began to 
vigorously foster its telesales operations, which 
included handling incoming calls and internet 
requests, and not just cold calls. Contact center 
employees needed a new way to handle their 
workload as the way business is done changes 
and develops. Agents were siloed according 
to their skill set. Every request that the contact 
center received was sent to the appropriate 
group of agents. There would be times when 
certain groups of operators would be bogged 
down in time-sensitive work, while others would 
stand idle; but the bank’s management wanted to 
optimize the call center’s operations and heighten 
operators’ performance. Therefore, the decision 
was made to do away with separate specialized 
groups and to create an integrated mobile center. 

Customer: Home Credit Bank
Industry: Banking and Finance
 Location: Russia
Number of employees: 25,000 people

Challenges: 
• Customer requests handled slowly 
• Operators were not processing enough 

requests hourly

Solutions:
• Genesys Customer Experience Platform  
• Genesys Routing 
• Genesys Reporting and Analytics
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Optimizing each 
employee’s workload
The project’s objective was to optimize telesales 
management by increasing each employee’s 
Key Performance Indicators (KPIs), ensure 
workload redistribution to the contact center’s 
resources, and decrease call-processing time. 
Management decided to incorporate all operators 
into one group to make all this possible. As a 
result, each employee is able to accept incoming 
calls and make outgoing calls. Moreover, each 
operator’s skills had to be taken into account and 
be matched up with the level of difficulty of each 
specific call (in ascending order: incoming calls, 
online requests, and cold calling). The decision 
was made to rank the flow of incoming calls  
from potential customers based on each 
employee’s qualifications. 

“Imagine that you are a new operator at the 
bank’s call center with little telemarketing 
experience. We start you off with the simplest 
of calls, namely a customer who is already very 
interested in a banking product. Then, you move 
onto customers showing average interest. When 
you gain experience, we shift you over to cold 
calling. That way, you gradually gain experience 
selling banking services, while at the same time 
you have a positive impact on the growth in the 
call center’s performance indicators as a whole. 
Therefore, we double task by training employees 
and integrating all incoming orders into one  
pool that our operators work with,” Egor  
Buinitsky, Deputy Director for Home Credit 
Bank Contact Center Operations & Support 
Department explained. 

The bank says that this method for optimizing the 
call center’s performance engages up to 25% to 
30% of idle human resources while maintaining 
the overall call volume. These resources are used 
to increase the same percentage in volume of 
calls handled. This solution saved more money 
than the previous approach. 

New routing and  
request-distribution policies
Genesys solutions installed earlier at the 
bank’s contact center were used as the basis 
for carrying out this project. These solutions 
were used to conduct outgoing campaigns, for 
handling incoming calls, for explicitly routing 
calls and for tracking statistics. An individual 
supervisor interface was also created. The 
project had the biggest impact on the call routing 
capabilities of the existing Genesys solution, 
which required policy changes to the solution’s 
routing algorithms. 

“We consciously divided up the work to change 
call routing at the telesales department into two 
main stages. The first stage involved integrating 
a Genesys system with the base of online orders 
and operators’ outgoing calls. This let operators 
work off of a single Genesys platform. The 
second stage added an incoming-call module  
to the existing system by incorporating all 
channels and calls coming in through them,” 
explained Buinitsky.  

Implementing new policies for routing calls 
and allocating orders among operators was the 
project’s main goal. Contact center employee 
skills in a specific area and work experience 
with certain call types remained the priority. 
Furthermore, the system also accounts for such 
indicators as each operator’s workload. 

Additional training was provided for supervisors 
to learn how to use the new interface and real-
time tools for tracking statistics and financial 
reporting. A real-time system collected statistical 
data routes calls at the contact center. Calls 
are redistributed to operators with the smallest 
workload and in accordance with their skills. 
As needed, adjustments to call distribution 
were made. All adjustments in other cases 
are scheduled, with improving employee skills 
being an example. All necessary steps are made 
through the new interface.   



SUCCESS STORY: HOME CREDIT BANK

RESULTS

4 additional 
calls  
are handled by operators

90% of 
incoming calls 
are handled within 20 seconds

90% of requests 
from the website are processed in 
under an hour

50% decrease 
in subscriber wait times
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Contact center 
performance boost
Creating an integrated contact center paved 
the way for taking a multifaceted approach 
to managing call center operators by equally 
distributing the workload across all employees 
and being able to respond with ease to changes 
in the flow of incoming calls. In turn, optimizing 
operator performance allowed increasing 
communication channel capacity, significantly 
boosting speed, and expanding the volume of 
calls handled. All this has had a positive impact 
on total indicators: the time to handle internet 
requests reduced from one hour to 15 minutes. 
The number of unsuccessful request calls from 
the website does not exceed 3%. 

In the past, successful-call indicators for the 
processing of outgoing telemarketing campaign 
bases did not surpass 80%.  Now this indicator is 
not only met, but sometimes hits 90%.

The new routing strategy has had a notable effect 
on the contact center’s performance. Employees 
now do not waste time transferring an incoming 
call to the necessary group of operators. 
Redistributing responsibilities has helped 
increase the number of calls that each operator 
handles hourly. All these factors together have 
helped decrease subscriber wait times by 50%. 

“The average number of calls that an operator handles  
has increase by four per hour, while 90% of incoming  
calls are handled within 20 seconds.”
Egor Buinitsky, Deputy Director for Home Credit Bank Contact Center Operations and Support Department


