
SUCCESS STORY: SPB

Genesys Helps Develop 
Contact Center Road Map and 
Reengineer Business Processes
European leading broker in affinity insurance and services sees its productivity  
improved significantly from intelligent use of existing technology investment

White-Label Services Need 
Clever Contact Centers
SPB is a European leader in affinity insurances 
and services for more than 100 major brands. 
Operating on a white label basis, SPB offers 
unique expertise in designing and managing

tailor-made insurance programmes, warranty 
extensions and related services for banking 
products, mobile phones, household needs and 
everyday goods and people such as protection 
from job loss. The SPB skill chain allows 
customers to build value and loyalty. Founded 
in Normandy in northern France in 1965, SPB 
is also present in Belgium, Germany, Italy, 
Luxembourg, Poland, Portugal, Spain, Romania, 
Switzerland, Tunisia and the UK, with 1,400 
employees. Its model is robust, generating over 

€230.2 million gross revenue with a prestigious 
client roster that includes Auchan, BNP Paribas, 
Carrefour, Castorama, Crédit Agricole, Darty, E. 
Leclerc, Fnac, Insurance2Go, Gamestop, LCL, 
Orange, Mediamarkt and SFR.

Taking a Business Perspective
In 2006, the SPB contact center in Le Havre was 
powered by Genesys integrated with the PBX. 
The system’s original designers had specified an 
enormous 1000 individual skill sets, which — with 
around 350 operational agents — presented a 
close-to-impossible matrix to manage across. 
Complaints were arriving thick and fast, often 
related to slow time to answer followed by long 
call holding times while the right person was 
found to deal with the query.

Customer: SPB
Industry: Insurance
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Challenges: 
• Overcome contact center design 

limitations, which were negatively 
affecting customer service, while  
catering for increase in call traffic  
and demand for new channels

• Automate handling of paper-based 
correspondence; the manual system was 
soaking up management time and also 
adversely affecting customer service
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Furthermore, manual processing and onward 
transmission of paper-based correspondence, 
which insurance companies see in massive 
volumes due to the nature of their business, was 
costing more time and adding no value. SPB 
typically deals with 5,000 to 10,000 items of 
such correspondence daily. It’s estimated that 
managers were spending two hours of every 
day on paper-based issues alone, while it was 
not unusual for such inquiries to take five days 
to reply to.

As a first step, Genesys Self-Service was chosen 
to supplement the legacy PBX-based automatic 
call distribution (ACD) technology with interactive 
voice response (IVR). That ought to have made 
a difference. It didn’t. That was because the IVR 
was configured to replicate exactly the previous 
skill set/agent matrix; failing to address the 
underlying business process issues. Call volumes 
were growing rapidly, with an increase from 10 to 
20 percent per year since 2008. And customers 
were demanding new channels like email. The 
time had come to act.

Christelle Legrix, Director of Insurance Services 
at SPB Group, takes up the story: “When I arrived 
on the scene I found there was no real-time 
oversight of workloads, volumes, or customer 
service. The obvious answer was to look at the 
problems from a business perspective rather 
than an exclusively IT angle.” Just one example 
was that agents were free to cherry-pick the 
interactions they chose to handle. Potentially 
difficult interactions were neglected.

Genesys Provides Clarity
SPB invited a Genesys team to conduct an 
audit. As well as analyzing business processes 
around the SPB contact center, and reviewing 
the technical architecture, the Genesys team 
interviewed contact center agents and people 
dealing with paper-based correspondence to gain 
sharp-end insight into the issues. Unsurprisingly, 
the problems were largely not technical: 
root-and-branch reengineering of customer 
communication was needed.

Genesys created an implementation road map. 
The original 1000 skill sets were refined to just 50 
skill groupings, and the IVR front-end processes 
were redesigned to match.

This was followed by email channel deployment, 
along with Genesys Enterprise Workload 
Management not only to insure automated 
processes and optimized agent loading but 
also to manage paper-based communications. 
Finally, Genesys reporting capabilities would be 
introduced to provide a real-time dashboard.

François de Medeiros, Production Manager at 
SPB Group, says: “Also on the road map was 
the commissioning of remote contact centers 
in Tunisia, Switzerland, Portugal, and Belgium.” 
Managed from France, these subsidiary sites 
would handle part of the call load and ease 
pressure on the main Le Havre contact center.

Everything Integrated  
on a Single Platform
The use of Enterprise Workload Management 
for non-voice-based communications included 
the adoption of document scanning technology. 
Once scanned and registered, the electronic 
document files are tracked as they move through 
the organization, individual workloads are 
monitored and delayed documents are flagged 
at critical points in the chain. Third parties are 
integrated into the process, enabling bilateral 
information exchange.

Trialed on 40 workstations in 2013, the workload 
management pilot exceeded the expectations 
of the SPB managers involved. “The fact that we 
offer white-label products for our clients means 
that we have to handle documents very carefully 
to protect the integrity of their brands,” says 
Christelle Legrix. “Genesys helps us manage that 
extra layer of complexity and avoid the possibility 
of damaging errors.”

Solutions:
• Genesys Enterprise Workload Managment
• Genesys Self-Service
• Genesys Multi-Channel
• Genesys Reporting & Analytics
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Centralized 
the customer 
interaction 
flow and improved quality control

20%+ increase 
in overall 
productivity
with work management and  
quality control

Meanwhile, email volumes are increasing rapidly. 
A total of 450,000 email interactions were 
handled in 2013. Across the main and the four 
subsidiary contact centers, 500 agents are skilled 
in voice-enabled customer interactions, while 
210 of those act in blended mode to manage the 
email traffic. The IVR now uses sixty ports, while 
the Genesys reporting enables real-time contact 
center monitoring.

Now all SPB customer interaction flows are 
centralized and monitored on a single platform. 
The use of Enterprise Workload Management 
has seen the elimination of cherry-picking and 
equalization of workloads. Furthermore, Genesys 
has enabled time  and management costs to be 
allocated on a per-product basis, enabling true 
profitability analysis.

“Overall, we’ve seen at least a 20% productivity 
improvement on work item management,” 
concludes François de Medeiros, “while 
managers are now able to focus on staff 
supervision and quality control, not fire-fighting.” 
Within that productivity improvement, individual 
agents are each handing many more queries per 
day than they did previously. Furthermore, more 
than 80% of non-voice contacts are handled 
within 48 hours.

“When I arrived on the scene I found there was no real 
time oversight of workloads, volumes, or customer service. 
The obvious answer was to look at the problems from 
a business rather than an IT perspective.”
Christelle Legrix, Director of Insurance Services, SPB Group


