
SUCCESS STORY: TELECOMEXPRESS

Optimizing contact center 
efficiency and agility
TelecomExpress uses Genesys to automate resource planning and agent scheduling to reach 
and exceed service and productivity targets

Productivity targets can’t be 
achieved with shaky data
The Russian market leader in outsourced contact 
center solutions, TelecomExpress serves over 
150 clients, including major Russian and foreign 
organizations. It handles more than 100,000 
incoming calls every day. Distributed across 
seven locations, these operations top industry 
standards for customer satisfaction and first  
call resolution. 

Agents are split into two groups. The first 
provides dedicated support for specific clients.  
If those requirements change or workloads drop, 
agents are retrained to take on other projects. 
The second group works on multiple projects 
with different clients. These agents have more 
jobs, but deal with smaller per-client call volumes.

Work allocation used to be based on agents’ 
historic sales and the time they were judged 
to spend on the phone. This made it difficult 
to guarantee every agent would be busy for 80 
percent of their day, one of the company’s key 
productivity targets. Managers also found it hard 
to plan and assign resources for future projects.

Workforce management helps 
assure 24/7 availability
So the company decided to move to an 
automated, facts-based approach. “Business 
growth and increased  recruitment were the 
main reasons,” says Vyacheslav Beketov, Chief 
Operating Officer at TelecomExpress. “The end 
goal was to optimize workload distribution and 
centralize the way work was organized.”

Customer: TelecomExpress
Industry: Contact center outsourcing
 Location: Russia
Agents: 2500 employees

Challenges: 
• Optimize workloads and make better use  

of resources
• Improve agent efficiency  

and performance 

Solutions:
• Genesys Workforce Optimization
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Forecasting
is much simpler and more accurate

Daily operations 
are easier to manage

Agents are 
kept busy 
for over 80 percent of their working time

Able to grow 
with less headcount and expense

Genesys was chosen on the basis of value for 
money and extensive experience in building client 
relationships. TelecomExpress also liked the ease 
of implementation of the Genesys workforce 
management solution. Genesys specialists 
helped train staff in how to predict workloads  
and compile work schedules.

“Each contact center must operate 24/7 
without letting up for even a second. Not only 
weekdays, but also weekends and holidays,” adds 
Vyacheslav Beketov, Chief Operating Officer. 

Great business outcomes 
with HR policies built-in
Daily operations are easier to manage. 
Genesys improves each agent’s performance 
by anticipating their workload and creating 
synchronized  schedules that take account of 
breaks, rotas, and holidays. Once completed, 
work schedules are reviewed by administrators 
and sent to each agent 10 days in advance.

The system closely tracks each work schedule, 
sending reminders to agents and timely reports 
to managers when schedules are not followed. 
For example, employees are reminded when 
it’s time for them to take a break or to get 
back to work.

Forecasting is much simpler and more accurate. 
Future workloads and the number of agents 
needed to deliver against agreed service levels 
can be predicted with great accuracy. The 
algorithms make allowance for unexpected 
factors like staff churn, sickness, and other 
unplanned absences.

“We now have much greater insight into agent 
utilization,” says Vyacheslav Beketov, Chief 
Operating Officer at TelecomExpress. “The 
target KPI of keeping agents busy for 80 percent 
of their time has been successfully exceeded. 
Using real-time data we can see whether 
increased customer demand can be absorbed by 
existing agents, rather than adding unnecessary 
headcount and expense.”

In addition, Genesys gives agents a more flexible 
work life balance by allowing shift and cover 
changes. For example, the Shift Trading module 
lets agents request a change. The system 
advertises the opportunity to all staff, finds a 
match, and updates work schedules accordingly. 
And it ensures compliance with HR policy, which 
in this case, specifies that no employee is asked 
to work on two public holidays in a row. 

“We now have much greater insight into agent utilization. Using  
real-time data we can see whether increased customer demand  
can be absorbed by existing agents, rather than adding unnecessary 
headcount and expense.”
Vyacheslav Beketov, Chief Operating Officer, TelecomExpress


