
Genesys Allowed NEC to Provision Services 
That Make Full Use of the IT Infrastructure 
for Quick and Accurate Solutions to 
Customers’ Problems

The NEC brand’s PC business has been a leader in the personal computer industry in Japan 
since its very beginning, and reached a turning point on July 1, 2011. On that day, NEC 
Personal Computers, Ltd. made a new start as a member of the NEC Lenovo Japan Group, a 
joint venture between NEC and the Lenovo personal computer division in Japan. NEC Personal 
Computers is aiming to quickly provide more innovative, competitive and superior products and 
services to the market by taking advantage of the synergy of the strong NEC product 
development and customer support forces and Lenovo engineering, global business and 
supply chain prowess. The core of the NEC Personal Computers strong customer support is 
supported by its 121 Contact Center, providing customer support 365 days a year with 
Genesys playing a major role in this contact center system that capitalizes on the power of IT 
and provides flexible and timely customer support.

121 Contact Center, the Ultimate Stronghold in Customer Support
“The mission at 121 Contact Center is to provide advanced customer support based on our 
technological prowess. We are always trying to improve the manuals and FAQs on our 
website; however, customer support over the phone still plays a very important role as the 
ultimate stronghold in customer support. To be more specific, we have many elderly customers 
and we must resolve their problems immediately for a safe and comfortable user experience. 
Therefore, connectivity and accurate responses are important,” says Mr. Masahiko Nishi, 
Manager of ICT Strategy Division, NEC Personal Computers, Ltd.

AT A GLANCE

Customer Name
NEC Personal Computers, Ltd.
http://121ware.com/121cc/

Seats: 500

Calls: 4,000 - 5,000 per day

Business: Pre-purchase 
consultation, instructions on 
usage, repairs, recycling and 
paid customer support for 
personal computers

SUCCESS STORY: NEC PERSONAL COMPUTERS, LTD.

CHALLENGES
• Improving the response 

rate

• Improving customer’s 
troubleshooting skills

• Improving management 
efficiency in contact 
centers

SOLUTIONS
• Genesys Customer 

Experience Platform

• Genesys Self-Service

• Genesys Reporting & 
Analytics
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“Wait Time Announcements” and “Auto Diagnosis for 
Repair” Services Capitalize on the Power of IT
Genesys has been in use at 121 Contact Center since the center was founded in 
2001. NEC Personal Computers managed to gather the support network from what 
used to be over10 sites to only three. They then introduced Genesys as a solid 
platform that could support over 500 agents and 24-hour daily operations 365 
days a year. However, the initial response rate was only 30 - 40%, due to 
unfortunate circumstances that included having to release a new operating system 
at the same time as the start of the 121 Contact Center services. To improve this 
situation, the Center pressed on with the maximization of the Genesys routing 
solution. The first effort was the “wait time announcements.” This solution 
calculates the wait time based on the average processing time in the past and the 
status of the queue; it then notifies the estimated wait time to the customers 
through the voice self-service. This allowed the customers to decide whether or 
not they wanted to wait for a response. If customers did not accept the estimated 
wait time, they hung up; likewise, if they did accept, they waited for a given length 
of time for a response. This resulted in improved connectivity. Additionally, the 
Center is able to improve the efficiency of training by prioritizing calls from 
registered/non-registered customers based on the customer database and 
assigning new hired agents to the specific inbound-calls which they can handle 
based on their skills. As a result of all these efforts, the Center has more than 
doubled response rates when compared to what they were when the Center 
opened.

Next, Mr. Yuichiro Kubo of ICT Strategy Division talks about how the solutions to 
customers’ problems and the service have changed after the implementation of the 
Genesys voice self-service solution:

“Before adopting Genesys, it took so much time and effort to develop and modify 
the voice self-service application menu. Implementing JSP made it possible to 
create the IVR service menu using the graphical user interface, resulting in 
improvements in the ease of development and quality of the menu.”

NEC Personal Computers developed the voice self-service menu based on  
assessment steps which agents use during repair consultations. The customers 
now can determine if their computers are really broken by making a few selections 
on the repair diagnosis menu over the phone. After the implementation of this 
diagnosis menu, the number of answered calls for repairs has decreased by 
19,000 in two and a half months. It resulted not only in the substantial reduction of 
running costs but also an improvement in completion rate by voice self-service. 
NEC Personal Computer fully leverages the functionality of the Genesys voice self-
service solution to provide a callback reservation menu in case calls are backed-up 
and temporary service menu for customers who cannot register their purchased 
PCs information on NEC website for stress-free service.

RESULTS
• Highly-reliable voice 

infrastructure with an 
availability surpassing 
99.8%

• Nearly double the 
response rate after 
the implementation of 
Genesys

• Reduction in number of 
repair request calls by 
19,000 in 2.5 months with 
the auto-diagnosis menu
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Highly Reliable Voice Infrastructure and Highly Expandable 
Service

“Genesys is a very stable system. Its availability surpasses 99.8%, and it has close to 
100% reliability for voice infrastructure. It also has the flexibility to turn our idea of 
customer service into reality and has achieved high-quality service with few errors after 
its launch. We highly value its expandability and ease of development in addition to 
reliability,” says Mr. Nishi.

“Genesys is a very stable system. Its availability surpasses 99.8%,  
and it has close to 100% reliability for voice infrastructure. It also has 
the flexibility to turn our idea of customer service into reality.”

Mr. Masahiko Nishi
Manager, ICT Strategy Division, NEC Personal Computers, Ltd.

About Genesys
Genesys, the world’s #1 Customer  
Experience Platform, empowers 
companies to create exceptional 
omnichannel experiences, journeys 
and relationships. For over 25 years, we  
have put the customer at the center of  
all we do, and we passionately believe  
that great customer engagement drives  
great business outcomes. Genesys is  
trusted by over 4,700 customers in 120  
countries, to orchestrate over 24 billion  
contact center interactions per year in  
the cloud and on premises. 
 
Visit us at www.genesys.com 
or call us at +1.888.436.3797


