
SUCCESS STORY: TXU ENERGY

TXU Energy improves efficiency, 
gains competitive edge, and delivers  
market-leading customer service
How Genesys helped the largest electricity provider in the deregulated Texas market become 
industry rock stars

TXU Energy (TXUE) is the largest retail energy 
provider in Texas, serving 1.6 million customers. 
One of over 50 options that customers may 
choose from, TXUE operates in a deregulated 
marketplace that is highly competitive. TXUE is a 
dynamic, forward-thinking brand that is a thought 
leader in marketplace technology—with Genesys, 
it has positioned itself as the number one choice 
for Texans in the market. Today, TXUE relies on 
Genesys to help them service existing customers, 
effectively sell to new customers and run their 
contact center more efficiently. 

Eliminating call center 
complexity with a 
centralized platform
Prior to implementing multiple Genesys 
solutions, the complexity of the TXUE call center 
environment created significant challenges. The 

decentralized, multi-vendor architecture caused 
variety of issues such as: dropped calls, poor 
voice quality, data synchronization errors and 
poor reliability. Furthermore, accurate, detailed 
reporting of call center operations was lacking. 
In 2009, TXUE began a technology refresh to 
address these issues.

After a stringent vendor evaluation process 
(including the incumbent vendor), TXUE  
selected Genesys as their technology partner to 
create a flexible, highly available (HA) contact 
center platform that would meet the rapidly 
changing needs of both their customers and 
business units.

Customer: TXU Energy 
http://www.txu.com, part of Energy  
Future Holdings (EFH)
Industry: Energy Utilities
Headquarters: Dallas, TX
Employees: 3,000+ TXU, 6,000+ EFH
Agents: 1,500 licensed agent seats deployed 
on Genesys across eight locations

Challenges: 
• Reduce complexity and eliminate 

synchronization issues
• Improve uptime with high availability 

(HA) platform
• Enhance end-to-end customer interaction 

reporting depth and accuracy 
• Future-proof platform to meet shifting 

market and customer needs
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Differentiating in a competitive 
deregulated market with  
the highest standard of 
customer service 
With Genesys TXUE replaced complexity with 
efficiency. They gained a centralized platform 
with a rich set of capabilities, enabling them to 
meet all customer requirements in a competitive 
market. The Genesys solution has increased 
their solution HA and redundancy, can trace calls, 
and provides greater simplification across the 
organization. While they currently use Genesys 
Voice (inbound, outbound), the platform has a 
rich set of capabilities that offers an option to link 
multiple channels moving forward.

Genesys was the only technology that enabled 
TXUE to perform a methodical migration across 
their eight contact centers sites, allowing the 
business to test and prove the new platform in a 
strategic manner without threatening availability. 
TXUE wanted a tool with a full suite of products 
on a single CX platform. Genesys allowed them 
to automate their systems and within a span of 
two years, TXUE completely gutted and rebuilt 
their contact center on Genesys SIP.  

Genesys gave TXUE the ability to quickly set 
up new sites, efficiently move call volume, and 
immediately fail over. Compared to a single point 
of failure in the past, now TXUE can roll calls over 
and be back up in full with all agents at all sites 
within a matter of minutes,. 

“The beauty of Genesys is its flexibility. You can 
implement it quickly any way you want for your 
specific environment,” said Tony Jurica, Senior 
Managing Architect, IT Global Voice Networks 
at TXUE. “Genesys offers a best-in-class solution 
that provides a platform to build upon. We can 
meet ever-changing customer and market 
requirements and expectations without major 
upgrades.” In the face of deregulation, Genesys 
was the answer to gain a competitive edge with 
more offerings for customers.

Gaining new insight into 
campaign effectiveness
TXUE also uses Genesys Info Mart for contact 
center analytics. Compared to their previous 
reporting functionality, which was disjointed 
and lacked the level of detail necessary to make 
it useful for the business, Genesys delivers 
depth and accuracy for end-to-end customer 

interaction reporting. With Info Mart, TXUE can 
better manage agents, monitor efficiencies and 
track campaign success across their call center 
footprint. It helps them answer questions like: 
Did it drive the call volume we expected? Did 
conversion rates meet sales goals? How should 
we structure future campaigns?

Take, for example, the company’s popular “Free 
Nights” and “Free Weekends” campaigns, which 
aim to help customers lower their energy 
costs. TXUE uses up to 500 vanity numbers 
at one time (representing 60% of call volume 
traffic) to target specific consumers during the 
campaigns. Genesys allows them to measure 
the effectiveness of each campaign by toll 
free number, down to the agent level, in regular 
30-minute intervals. In turn, TXUE can use 
Genesys routing to weed out underperformers 
and drive calls to the best agents with the highest 
conversion rates —a big win that translates 
directly to competitive advantage.

In addition, TXUE has been able to generate a 
higher percentage of surveys with Genesys Post-
Call Survey. They moved from a small percentage 
of external third party survey support to a fully 
automated internal survey platform. The take rate 
from customers is about 11%. The business now 
has the flexibility to define and change surveys 
based on customer input—verbatim customer 
feedback helps them to pinpoint and improve the 
highest impact areas.

Supporting shifting demand 
with flexibility, high availability
TXUE can now stand up a new location in as 
little as two weeks—when a network connection 
is already in place—instead of six months. 
They are also able to quickly set up remote 
agents to account for a shift when a site is 
underperforming or they need to expand quickly.  
Thanks to their contact center overhaul and 
technology refresh, TXUE now supports 99.98% 
uptime and improved customer and employee 
satisfaction with reduced call volume at off hours. 

“We’ve eliminated the off-hours burden from an 
operations perspective,” said Jurica. “We’re still 
on call 24/7 but we don’t get the call. This shift 
has helped TXUE employee retention, creating 
a much better work-life balance and a place 
where employees like to work. It’s good for the 
staff, and it’s good for operations. As Jurica 
explains: “Genesys supports full redundancy and 
we exercise that weekly to support the uptime of 
our business.” 

Solutions:
• Genesys SIP (1,500 licensed seats, 

routing and framework w/ HA)
• 350 ports of Genesys Voice Platform 

in use with Virtual Hold and Genesys 
Proactive Contact 

• Genesys Info Mart 
• Genesys Interactive Insights
• Genesys Post-Call Survey
• Genesys CCPulse
• Custom softphone built on Genesys API
• Genesys-fed NICE/IEX WFM
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100 countries trust our #1 customer experience platform to drive great business outcomes. Genesys on-premise 
and cloud solutions are built to be fluid, instinctive and profoundly empowering. Combining the best of technology 
and human ingenuity, we work the way you think.

Visit us at genesys.com or call us at +1.888.436.3797

Genesys and the Genesys logo are registered trademarks of Genesys. All other company names and logos may be trademarks  or 
registered trademarks of their respective holders. © 2015 Genesys. All rights reserved.

Reduced 
customer 
complaints, 
response time and AHT, contributing  
to improved customer experience

Gained ability 
to stand up new call centers in weeks 
instead of months

40% decrease
in contact center costs

99.98% uptime
achievement

Adding efficiencies and 
cutting costs by 40%
In its first year using Genesys, TXUE cut contact 
center costs by at least 40%, which led to 
the decision to centralize SIP trunking in the 
corporate environment, and ultimately realize 
comparable cost savings. 

With the Genesys partnership, TXUE has realized 
significant operational efficiencies, including 
reduced complaints, more timely response to 
customers and reduced average handle time 
(AHT)—all of which contribute to an improved 
experience that makes the customer feel unique 
and valued.  

According to Ed Anderson, TXUE Senior 
Manager of Call Center Technology, TXUE prides 
themselves on being the best and “Genesys 
allows us to position ourselves as the best 
service provider in the market.”

“Genesys has helped us to be rock stars in our 
industry,” said Jurica. “We are on the leading 
edge of offering technical capabilities to meet our 
customer needs. In some cases, we’re three to 
four years ahead of our peers.” 

“Genesys has helped us to be rock stars in our industry. We are on the 
leading edge of offering technical capabilities to meet our customer 
needs. In some cases, we’re three to four years ahead of our peers.”
Tony Jurica, Senior Managing Architect, IT Global Voice Networks, TXU Energy


