
SUCCESS STORY: SCHNEIDER ELECTRIC

Consolidation Program Powers 
Industry Leader’s Service Improvement
Genesys Customer Experience Platform helps Schneider Electric agents build  
better customer relationships worldwide

Consolidating for  
Global Consistency
Schneider Electric is a global leader in the field of 
energy efficiency, and the only global specialist 
in energy management. Present in over 100 
countries, its more than 150,000 employees 
are committed to helping individuals and 
organizations make the most of their energy.

Historically, hundreds of small Schneider Electric 
call centers worldwide, each with different skills 
and equipment, had led to sub-optimal use of 
agent resources and varying customer service 
levels. Simplification was essential. Schneider 
Electric decided to consolidate the estate into 
fewer high-level contact centers meeting the 
needs of all countries.

Jean-Pierre Nicolas, Customer Care Excellence 
Program Manager at Schneider Electric, says: 

“The challenge was to find a partner offering a 
comprehensive solution. Proven flexibility was 

essential because we have to take into account 
local culture, language and processes.  The 
Genesys Customer Experience Platform quickly 
emerged as the best choice.”

Cross-Border Contact 
Center Unification
Working with partner, Dimension Data, the project 
began with the creation of regional integration 
hubs in a private cloud mode. Schneider Electric 
adopted a simple first, then complex approach. 
After a smooth ramp-up deployment continued at 
a rate of 15 countries per year. 

“The process in each country took from three 
to six months. However, due to the simplicity 
of implementing Genesys, my team and I were 
able to handle three countries at once. We even 
went live in two separate countries on the same 
day,” says Jean-Pierre Nicolas. In total, 40 contact 
centers were integrated to meet needs in more 
than 100 countries.

Customer: Schneider Electric
Industry: Energy
 Location: France
Company Size: 2500 agents

Challenges: 
• Consolidate and harmonize multiple 

customer service centers worldwide
• Increase customer and agent satisfaction 

while improving resource utilization

Products:
• Genesys Customer Experience  

Platform in a private cloud mode 
integrated with Salesforce
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86% first call 
resolution
90% of calls 
answered 
in 20 seconds

90% of agents 
satisfied with the Genesys solution

Significant rise 
in customer satisfaction and  
agent efficiency

Consistent and 
unified reporting 
solution

People-Centric 
Service Strategy
The majority of calls received by Schneider 
Electric are from regular, loyal customers 
with specific queries. “It’s a point of honor at 
Schneider Electric that all calls are handled by 
human agents,” says Jean-Pierre Nicolas, “and it’s 
essential that an agent with the right skills deals 
with each one.” In fact, for efficiency and best 
customer service, the Genesys system insures 
that the last agent to speak to the customer 
handles the call if they’re available.

Integration between Genesys and a Salesforce 
cloud-based CRM system insures agents have 
the full contact history in front of them as 
they receive the call. “The Genesys Customer 
Experience Platform has greatly improved 
customer service efficiency and our ability to 
handle more calls,” adds Jean-Pierre.

Contact centers already using the Genesys 
solution are seeing tangible benefits. First call 
resolution is hitting 86 percent, while 90 percent 
of calls are answered in less than 20 seconds. 
Positive feedback on the new tools from  
internal agent surveys exceeds 90 percent.  
And happy agents mean stronger relationships 
with customers.

“We wanted to bring the same high quality 
service to our clients anywhere in the world. 
Our customer satisfaction surveys have shown 
significant improvement, providing the evidence 
of the contribution to this success, which we are 
very proud of,” concludes Jean-Pierre Nicolas.

“The Genesys Customer Experience Platform has  
greatly improved customer service efficiency and  
our ability to handle more calls.”
Jean-Pierre Nicolas, Customer Care Excellence Program Manager, Schneider Electric


