
Giant Spanish Utility Improves Customer 
Communications at Home and Abroad

SUCCESS STORY

Endesa enhances customer satisfaction, integrates offshore call centers, and reduces cost of 
quality assurance with Genesys 

Reliance On A Critical Channel’s Integrity
Few modern-day commodities are more essential than electricity. When it goes we lose light, 
heat, comfort, and household appliances. Few companies appreciate this better than the utilities 
charged with supplying electricity in the first place. Take Endesa, for example. Owned by the 
Italian energy giant Enel, it’s Spain’s largest energy provider, supplying electricity and gas to 
around 12 million consumers across the Iberian peninsula.

The company relies overwhelmingly on the telephone as the prime means by which it can be 
contacted. Calls account for around 90 percent of all inbound customer interactions, which 
means the company’s contact centers are busy environments at the best of times. And when 
things go wrong out in the big wide world they quickly know about it.

Peak Customer Calls Handling Strategy 
Carlos Espinosa, Business Partner, Customer Service Channels at Endesa, says: “The number 
of phone calls we get can change dramatically. One day we can get 10,000 calls; the next it 
might rise to 35,000.” 
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“Now we can focus the training of agents so they can solve 
problems more efficiently, and establish improvement actions 
and procedures to enhance customer service.”
Carlos Espinosa
Business Partner, Customer Service Channels
Endesa
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Under such circumstances, Endesa has a duty to keep its customers informed and respond to 
their requirements. The challenge is maintaining a contact center setup that’s flexible enough 
to do this under load, while continuously improving customer care and being as cost effective 
as possible. The company’s strategy for achieving this might not be new, but what’s striking 
is the level of resilience Endesa has achieved by intelligently applying classic contact center 
operational processes.

When a call comes in, an intelligent routing system directs the caller to the team best placed 
to handle it. If a given team starts to face a backlog, the system routes further calls to the 
next-best team. This strategy allows Endesa to handle an average of around 14 million calls
a year using a pool of between 1000 to 1200 agents. 

Evolving Call Center Capabilities
Endesa has been using Genesys solutions since 2001, when it decided to replace a mixture 
of telephone service platforms with a computer telephony integration (CTI) infrastructure. 
The project, named COAT (Centro de Operaciones de Atención Telefónica), was a great 
success.

It put Endesa at the forefront of customer service in Spain. Customer satisfaction scores rose 
to a quality index rating of 80 percent, while as many as 35 percent of Endesa clients 
awarded a 100 percent rating for customer service. 

Since the COAT project, the company has been able to deal with an extra three million calls 
annually. That’s without having to significantly increase agent numbers and while still keeping 
a tight rein on costs and customer service quality. Implementation of a SIP-based Genesys 
Contact Center Modernization solution has helped this evolution along by allowing Endesa to 
route calls as voice-over-IP traffic to up to 400 contact center agents in Colombia.

This greatly reduces costs, does away with the need for dedicated voice network connections, 
and allows the calls sent to Colombia to be handled as a seamless extension of the Endesa 
infrastructure. “With a SIP-based Genesys solution, we can simplify our infrastructure 
requirements, relying on a single, easily managed virtual network,” says Espinosa.

Automating and scaling quality assurance
Another area where Genesys has helped has been with the monitoring of call quality, where 
Endesa relies on two measures. The first is a perception-of-quality survey appended to every 
phone call, in which the customer is asked to rate the service offered.

The second is based on a more detailed analysis of customer calls. Previously this had to be 
done manually, which was costly. Using the speech analytics capabilities of Genesys 
Continuous Workforce Optimization, however, Endesa has been able to automate much of 
the process to cover 10 percent of all calls and save money while still improving its quality 
control levels.
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“A couple of years ago we had little real information about the needs of our customers,” 
says Espinosa. “We had an idea of why they were calling, but we decided to analyze call 
recordings to better understand their requirements and carry out the improvements 
needed to satisfy them. Now we can focus the training of agents so they can solve 
problems more efficiently, and establish improvement actions and procedures to enhance 
customer service.”

Going forward, Endesa is looking to exploit further capabilities of its Genesys solution, such 
as using Virtual Hold Technology to reduce customer waiting times and integrating 
Genesys into its CRM and workflow systems.

For Further Information
To learn more about the systems featured in this case study go to www.genesys.com

“With a SIP-based Genesys solution, we can simplify our 
infrastructure requirements, relying on a single, easily managed 
virtual network.”
Carlos Espinosa
Business Partner, Customer Service Channels
Endesa
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