
SUCCESS STORY: SWISSCOM

Swisscom improves productivity 
while helping customers more 
quickly with innovative self-service app

In a blog post about the top customer service 
trends for 20141, Forrester Research analyst 
Kate Leggett says customized mobile solutions 
are a “must have” for corporations—and the 
second-most important trend for the near future. 

“More companies will move away from duplicating 
their web presence for their mobile offering, and 
will focus on deploying the right usage scenarios 
that add value to customers in a mobile 
environment, with focused user experiences that 
allow tasks to be efficiently accomplished”. This 
is precisely the kind of solution Swisscom already 
has up and running. 

Simple and consistent 
customer service

“We are committed to improving the service 
experience of our customers with an innovative 
portfolio of attractive and efficient contact 
opportunities—from chat, to click-to-call, to 
new online services. With this in mind, it was 
high time to blaze new trails in the area of 

phone contact,” recalled Vanna Breda, Head of 
Interaction Experience & Innovation Topics at 
Swisscom. “Our old scenario, where customers 
called up and immediately got stuck in an 
interactive voice response (IVR) loop, was clearly 
outdated. What we needed was a brand-new, 
cutting-edge access system.” The Swiss telecom 
provider found a perfect answer with the mobile 
engagement capabilities in a Genesys Digital 
Channels solution.

The company’s new mobile app, My Swisscom, 
does away with the drawbacks of traditional 
solutions, where customer service is often 
isolated from mobile apps. With such legacy 
systems, customers requiring support are forced 
to exit the mobile app and call a service center at 
the number provided. That is when they usually 
get stuck in the IVR treadmill and are prompted 
to re-authenticate themselves. Or they have to 
navigate through complicated telephone menus 
until they finally reach a live customer service rep 
who will again ask them to restate their issue. 

Customer: Swisscom
Industry: Telecommunications
 Location: Switzerland
Company Size: 17,000 employees

Challenges: 
• Integrate mobile apps with existing 

customer service and contact  
center processes 

• Manage customer interactions that span 
mobile engagement and other channels

• Improve customer service experience 
with an innovative portfolio of attractive 
and efficient contact opportunities—
from chat, to click-to-call, to new 
online services
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My Swisscom transcends this unfortunate 
discontinuity of isolated mobile apps by cleverly 
integrating Genesys mobile engagement 
capabilities. It provides smartphone users with a 
graphic and highly intuitive drop-down menu to 
directly contact the appropriate agent. Instead of 
immediately being routed to the main Swisscom 
exchange, customers can now select the type 
of contact they need (such as Sales, Help & 
Support, Fault Reports, Switch Subscription, 
etc.). Since they have already pre-qualified their 
queries, customers get the right agent who can 
provide help personally and efficiently. Because 
My Swisscom combines information from the 
Swisscom Community with targeted self-service, 
users are actually able to resolve many of their 
issues themselves, since the app “recognizes” 
relevant topics and displays appropriate answers 
as the customer navigates the system. As such, 
quite frequently, customers no longer need to call 
the Swisscom service center.

One key performance indicator (KPI)—optimized 
by the new app—is a greater number of direct 
calls that no longer require rerouting. Another 
new insight is that Average Handling Time for 
mobile chats is 15 percent shorter than for 
web chats.

Furthermore, My Swisscom notifies customers 
as to how many minutes they will have to wait 
before the next agent is available. If they so 
choose, customers can click on the “Chat Now!” 
button and use the chat channel to contact 
Swisscom customer support.

Solving problems without 
getting stuck on hold
The new app provides the Swisscom contact 
center with more up-front information about the 
customer issue than was possible with traditional 
landline calls. For instance, service reps can now 
tell where the customer is located online when he 
or she makes a call. Agents taking the call already 
know about the issue at hand and can initiate 
the conversation with something like, “Hello, I 
see that you’re having trouble with your Internet 
access,” rather than with a generic and seemingly 
uninformed, “Hello, how can I help you?”

What are the benefits of this new app—both 
for the customer and for Swisscom? “With this 
app, customers are more apt to help themselves, 
regardless of their location. Self-service and 
‘mobile first’—that’s our motto,” explained Breda. 
Swisscom also benefits from greater flexibility 
because it can now more easily tailor the app, 
which is based on HTML 5 and runs on Android 
and iOS, to any changes in corporate processes. 

“At the end of the day, we can now put much more 
intelligence into the app, equipping it with all the 
functionality of the contact center.”

Numbers gleaned by Swisscom prove that its 
new self-service app is a rousing success. For 
instance, whereas about 25 percent of traditional 
IVR calls had to be routed to contact center 
staff, with the new app that number has already 
dropped by 7 percent. Secondly, just as many 
customers click on the chat button from the 
app as directly contact the respective agent. 
This, too, clearly signals that Swisscom has the 
right approach.

The Swisscom rating in the Apple App Store is an 
impressive “4+” out of 5. This impressive score 
demonstrates that Swisscom customers greatly 
appreciate the new application, which has already 
been downloaded several thousand times.

From a corporate point of view, it is also 
important to note that My Swisscom can 
potentially reduce the company’s workload by 
125,000 work hours annually, because customers 
can now reach the appropriate agent much 
more quickly. This boosts the call center’s 
efficiency. Plus, the self-service app enables 
more case “closing”, which increases efficiency 
as well. “Replacing traditional IVR with the new 
app’s graphic IVR is a major success. Customers 
now reach the menu faster and get help 
quicker. What’s more, we’ve been able to boost 
the productivity of our contact center without 
impacting service quality. In fact, we’ve actually 
improved it,” said Breda, who gives the new 
mobile customer solution “two thumbs up.”

Solutions:
• Genesys Customer Experience Platform 
• Genesys Digital Channels
• Genesys Self-Service
• Genesys Enterprise Workload 

Management
• Genesys Reporting & Analytics
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Workload 
reduction  
up to 125,000 work hours annually

Improved 
call center 
productivity without impacting 
service quality

“Replacing traditional IVR with the new app’s graphic IVR  is a major 
success. Customers now reach the menu faster and get help quicker. 
What’s more, we’ve been able to boost the productivity of our contact 
center without impacting service quality. In fact, we’ve actually 
improved it.”
Vanna Breda, Head of Interaction Experience & Innovation Topics, Swisscom Group


