
Genesys Digital Channels Support eLong in 
Building a Next-Generation Customer 
Experience Platform for Delivery of 
Outstanding Customer Services

eLong is a leader in online accommodations reservations in China, with over 66,000 daily hotel 
bookings, many of which are submitted through mobile devices. eLong is committed to 
providing reservation services for hotel rooms as well as air and train tickets through multiple 
channels including mobile devices, desktops, fixed phones and tablet applications. Currently, 
eLong has established a comprehensive services network covering 370,000 hotels, 
guesthouses, and apartments in over 200 countries, offering consumers a wide range  
of reservations services.

Responding to New Challenges for Customer Services  
in a Mobile World 
With the rapid growth of business in the past few years, eLong has become the leading 
provider of online travel services in China. From 2009 to 2011, the company’s online orders 
increased from 4 million to 9 million, with revenue growth from RMB 1.6 billion to 3.3 billion.  
In 2012 alone, eLong achieved significant market share growth, from 24.3% in Q1 to 33.5%  
in Q4.

In order to meet such a large and rapidly growing business demand, eLong has developed  
an overall strategy to upgrade customer experiences, through major initiatives designed to 
enhance customer satisfaction, focus on core business areas, and improve working efficiency. 
When mobile applications became more and more popular, eLong urgently needed to update 
its efficiency and capacity to process orders made via these applications. In addition, eLong also 
needed to manage cost-effective labor resources to meet both sales growth and good 
customer services objectives.

AT A GLANCE

Customer Name
eLong
http://corp.elong.com

Industry: Retail

Country: China

Contact Center: 2 sites,  
3000 agents

SUCCESS STORY: ELONG

CHALLENGES
• Huge number of users

• Rapid business growth

• Users expect to complete 
orders promptly through 
mobile app

SOLUTIONS
• Genesys Customer 

Experience Platform

• Genesys Contact Center 
Modernization

• Genesys Digital Channels

• Genesys Self-Service

• Genesys Desktop
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Building a Next-Generation Customer Experience Platform 
and Delivering Outstanding Customer Services 
Thanks to a previously installed Genesys SIP-based platform, it took only one 
month for eLong to easily deploy the mobile engagement capabilities of the 
Genesys Digital Channels solution. This allowed eLong to upgrade their customer 
experience through the mobile app via one-click call to the contact center. They 
could then accelerate the orders process via the next-generation customer 
experience platform. The innovative Digital Channels solution, proved to be the best 
choice for eLong to build the mobile-capable next-generation Customer Experience 
Platform.  

Gary Ding, Operation VP of eLong said, “We chose Genesys as our preferred 
partner to cope with the challenges of increasing mobilization and labor costs.   
As a leading online travel provider, eLong focuses on customer experience and 
rates 25% higher than average Net Promoter Score (NPS) in the industry. eLong 
provides personalized, high-quality services to our customers. Furthermore, the 
mobile capabilities of the Genesys solution build better customer experience and 
that is essential to our present leadership in the marketplace. Genesys provided us 
the total solution of business consulting, deployment and evaluation of results, 
which demonstrates their customer experience leadership.”

Since its initial deployment in 2011, the Genesys SIP-based Customer Experience 
Platform, has permitted eLong to fulfill the demand for high scalability and 
customization of contact centers commonly required by large online businesses. 
The Genesys Customer Experience Platform enables enterprises to meet and 
exceed customers’ needs and expectations by providing unique customer journeys 
and allocating workload and service levels for each customer with greater efficiency. 
The solution powers eLong to provide customer services consistently across all 
touchpoints, multimedia channels and various applications, not only for marketing 
and sales functions at the front office, but also the operations from the back office. 

With the application on mobile devices, Genesys allows customers to directly 
access the contact center by placing a personal request without going through the 
automated system and hearing the same information again. The solution also 
provides customers with virtual queuing and callback reservation functionality 
supported by the outstanding routing protocol, to save customers’ time and lower 
phone bills while improving agent productivity. By allocating the right agent to 
provide dedicated services to customers, the solution helps drive a better sales win 
rate. Through the efforts and rapid response by the Genesys sales and technical 
support team, the solution was deployed successfully into the eLong customer 
service system within one month.

BENEFITS FROM THE 

SOLUTION
• NPS (Net Promoter Score) 

is 25% higher than the 
industry average 

• Phone cost savings of US$ 
10K per month

“Furthermore, the Genesys solution builds better customer 
experience and that is essential to our present leadership in the 
marketplace.”

Gary Ding
Operation VP
eLong
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Turning Communication Experience into Business Transactions
eLong significantly improved its customer experience and customer retention with the 
deployment of Genesys Digital Channels. Moreover, the solution helped eLong reduce 
costs and increase productivity through callback reservations and workforce allocation 
by moving some general calls to non-peak time. In addition, since the solution reduces 
call waiting time for customers, it can also save phone costs. eLong now enjoys phone 
cost savings of at least US $10K per month. Leveraging the excellent mobile 
applications for customer services, eLong will be able to turn great customer 
experience into transactions more cost-effectively in the future and build a solid 
foundation for its business development in the mobile world.
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