
SUCCESS STORY: VODACOM

South African mobile provider improves 
NPS and sales conversion with best-in-class 
omnichannel customer experience
Vodacom makes customer journeys consistent—improving service and sales across  
all touchpoints

Succeeding in a 
maturing market
Vodacom, the leading South African mobile 
business, provides the services that enable over 
60 million customers in five countries to work, 
live, and play. A non-stop thirst for innovation 
drives its success. But as the market matures, 
mobile penetration is increasing, competition 
is growing, and consumers are becoming more 
digitally and socially connected.

“We’ve had 20 years of fantastic growth, but 
to differentiate and stay ahead we needed a 
new approach,” says Gary Hagal, Chief Officer 
Commercial Operations. “Our customers were 
saying they wanted to be served when and how 
they chose. So, we sought an omnichannel 
strategy, binding customer journeys together 
within one consistent experience.”

Built on Genesys technology, the new model 
is part of a major business transformation. It 
allows customers to start in one channel and 
seamlessly switch to others. They don’t have to 
repeat themselves or re-key data multiple times. 
And the company now has a single, real-time 
view across all touchpoints.

“One of the challenges was tying customer 
interactions across our touchpoints. Customers 
were managed in a siloed fashion: from a retail, 
customer care, and digital perspective,” says 
Ugestra Alwar, Managing Executive of Enterprise 
Service. “And what we’re trying to do is to actually 
allow them to seamlessly transact across those 
channels. And that’s also what makes Genesys a 
standout partner. They don’t just sell the solution; 
they’re flexible in their thought process and help 
us innovate and drive results.”

Customer: Vodacom
Industry: Mobile Operator
 Location: South Africa
Employees: 5000 employees  
and 3500 agents

Challenges: 
• Differentiate and stay ahead in 

maturing markets
• Provide unmatched customer service

Genesys Customer Experience Platform:
• Genesys Customer Experience Platform
• Enterprise Workload Management
• Digital Engagement
• Inbound Engagement Center, including 

Omnichannel Desktop
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Plugging agents directly  
into improving NPS  
(Net Promoter Score) 
The Vodacom omnichannel experience is 
founded on the Genesys technology. Supporting 
multiple channels simultaneously within a 
single interaction, it means Vodacom can 
design, orchestrate, monitor, and tune every 
customer journey.

“Vodacom already had the highest NPS across 
consumer and enterprise, but we didn’t want to 
rest on our laurels,” says David Morrow, Managing 
Executive for Digital & Customer Experience 

. “We want to be the world’s best for customer 
experience—so we built NPS into the agent’s 
desktop. After each contact they get a score and 
adjust their behavior based on feedback.”

Proactively managing web 
and social media presence
Genesys digital solutions allow agents to be 
more agile and multi-task through email, chat, 
web callback, and web collaboration. “We saw 
that our NPS score was better in chat, so we 
moved customers away from email for the best 
omnichannel experience,” says Alwar.

Agents can always see the customer’s profile 
and complete history, so they’re able to fine-tune 
responses to comments left on social media 
sites, for example. If a customer hovers over a 
deal on the website, they can offer a web chat or 
call to monetize the opportunity. 

Vodacom has seen softer benefits too. “We had 
a case where a customer was unhappy but didn’t 
want to call because they sat in an open plan 
office,” Alwar notes. “We engaged and resolved 
their problem the first time via chat and got a 
nice compliment back on social media.” 

Ensuring first contact 
resolution pays 
emotional dividends
Service levels and agent resources have been 
fully optimized with a Genesys enterprise 
workload management solution. Agents don’t get 
to cherry-pick jobs and the system makes sure 
deadlines are not missed. It uses rules to assess 
how important a new task is and when it has to 
be done. The task is then pushed to the best-
qualified agent available to do it.

“We’ve improved conversion rates by simply being 
more targeted in managing leads and matching 
high value customers with our top agents,” 
says Morrow.

Loyalty increases when issues and requests 
get resolved the first time. And, by getting that 
right, Vodacom will see more customers become 
emotionally connected to the brand. “I think the 
thing I’m most proud of is that we’re creating a 
level of transparency that is unprecedented in 
the industry. We’re making 145 promises that 
clearly set out what they can expect to receive as 
a Vodacom customer,” adds Hagal. “To give you 
an example, it used to take up to 55 minutes to 
upgrade a customer. Now they can walk into a 
Vodacom store and we do it in 10. We can switch 
and onboard a new customer just as quickly.”

And Vodacom is already planning its next 
move. Ugestra Alwar sums up: “Gathering 
greater customer insight through a product like 
speech analytics gives us the ability to really 
understand what’s happening in our business. 
So going forward, we can tailor propositions 
and deliver better value to customers. And that 
brings an emotional attachment and more 
stickiness because what we’re creating actually 
speaks to them.”

Vodacom strives to provide an ever-evolving 
best-in-class experience for their customers. The 
desire to innovate ensures that they are always 
moving customer experience forward. Hagel says 

“We’re always looking to improve in that area. It’s 
absolutely key. It’s in our DNA. We want to provide 
unmatched customer experiences. And we want 
to be the best in the world at what we do.”
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RESULTS

8% reduction 
in time to onboard or upgrade customers 

Improved NPS 
and sales conversion rates

Easier to engage 
social audiences and monetize  
online interest

“It used to take up to 55 minutes to upgrade a customer. Now they 
can walk into a Vodacom store and we do it in 10. We can switch and 
onboard a new customer just as quickly.”
Gary Hagal, Chief Officer Commercial Operations, Vodacom


