
Constant Workforce Optimization Powers 
Czech Bank’s Success

SUCCESS STORY

ČSOB turns forecasting into a science with Genesys Workforce Management, driving operational 
efficiency and employee engagement.    

Shaping Banking to Match Rising Customer Expections
Offering a full range of financial services to four million increasingly-demanding consumers and 
companies via 280 branches and through 3,300 Czech post offices, Československa obchodni 
banka (ČSOB) is no stranger to the importance of exceptional customer service.

The company’s twin client centers, located in the Czech cities of Hradec Králové and Náchod, 
are combined contact center, data center, and business operation hubs. With people today 
looking to fit their banking needs around increasingly busy, mobile lifestyles—in both personal 
and business spheres—those client centers play a crucial role in helping understand and meet 
customer needs, and in keeping the bank ahead of the game.

Jakub Hlaváč, senior manager, client center development, says: “We needed to improve our 
forecasting abilities while optimizing agent efficiency, so we could meet peaks in demand but 
without over-staffing. We also knew it was time to go beyond voice and offer customers the 
ability to interact with us 24/7 via, for example, email and chat.” 

Solid Insight. Soaring Accuracy
The first step in that business transformation was the implementation of Genesys Workforce 
Management (WFM). “We chose Genesys because we wanted a strong partner with proven 
solutions,” says Hlaváč. “The fact that this was backed by a clear product development 
roadmap and strong service and support gave us further confidence.”
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The move signaled the end of forecasting based on soft methods like multiple spreadsheets and 
managers’ intuition, which were at best only 75 percent accurate. Equipped with real-time data 
giving solid insight into call volumes and trends, ČSOB turned contact center resource planning 
from an art into a science.

Hlaváč confirms: “With Genesys Workforce Management we’re able to combine key trends like 
call volumes and durations with factors like agent holidays and sickness, to the point where the 
accuracy of our forecasts constantly exceeds 90 percent.” 

Integrated Contact Center Architecture
ČSOB took contact center innovation to the next level by introducing Genesys SIP, which 
provides PBX-less voice and multimedia. Replacing the bank’s legacy phone system, this 
enables enterprise-wide customer service by virtualizing the contact center across the 
organization. Using IP telephony to enable staff anywhere in the firm to act as agents,  
Genesys SIP optimizes resource usage and lowers delivery costs.

“That virtualization provides economies of scale and means we can meet workload peaks 
without overstaffing. We estimate that saves us around 10 percent on staff costs.” Genesys SIP 
has other advantages too, like reduced maintenance and support costs, and voice channel 
aggregation, which saves service provider access charges “Overall, with Genesys SIP, we’re 
seeing a 5 percent reduction in our total cost of ownership,” adds Hlaváč.

Meanwhile the Genesys Voice Platform enables efficient IVR-based self-service or  
assisted-service for voice, emails, SMS, video, and web-based interactions. This means  
many calls can be handled without agent intervention, while standard enquiries are dealt 
with automatically, releasing agent resources to deal with the more complex interactions.

For voice call handing, Genesys desktop client software enables quick and effective call 
handling and outbound calling with simple-to-use facilities like screen pops, softphone clients, 
media-specific desktop screens, a searchable standard response library, and flexible scripting 
tools. Such a rich feature-set makes agents more productive. Also, having vital customer 
information at their fingertips enables them to up-sell and cross-sell products and services, 
helping them hit their sales targets.

Across all channels the Genesys Info Mart database stores detailed information on agent 
performance and against each customer interaction. Genesys Interactive Insights presents this 
detailed information in a visually compelling format allowing management to make timely, 
better-informed decisions to further improve the customer experience.

Greater Agent Efficiency for Customer Service Excellence 
In an average month across both ČSOB client centers a 300-strong team of agents handles 
160,000 inbound calls, 10,000 emails, and 200,000 outbound calls. Contact center efficiency 
has markedly increased. “Agent utilization has risen from 80 percent to over 90 percent,” 
Hlaváč says. “Agents are also more productive. Each can handle 100 inbound calls a day 
compared to 85 calls before, an improvement of nearly 18 percent.”

CHALLENGES
• Automate forecasting and 

planning for optimized 
contact center efficiency 

• Meet and exceed customer 
expectation for 24/7 
multichannel service

• Provide better sales tools 
and job variety, for more 
motivated agents
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Customers are also getting served more quickly. Agents can multitask and process several 
enquiries simultaneously, via voice and chat for example, reducing average call queuing time 
by more than 30 percent from 30 seconds to 20 seconds. Inquiries are getting processed 
faster, with customers spending 25 percent less time on agent-based transactions. And that’s 
not all. Instead of leaving email processing until quieter periods, usually evenings, agents are 
able to reply much faster by fitting email traffic around other work.

The change has been positive for agents’ job satisfaction, too. “Their jobs are more varied, 
with outbound and inbound teams able to interchange roles in a blended environment. In turn 
this provides an additional capacity buffer should it be required,” notes Hlaváč.

Productive Planning for New Service Choices  
The most recent change has been an upgrade to Genesys Workforce Management version 
8.1. The new solution’s advanced algorithms have greatly simplified planning tasks.

“Upgrading the Genesys WFM solution has considerably streamlined operations,” says  
Hlaváč. “The ratio of planners to other staff has moved from 1:100 to 1:150, increasing  
their productivity by 50 percent. For example, they no longer have to keep some 60 different 
files up-to-date. Everything’s done automatically in one go.”

The bank has gone one step further and integrated Genesys Workforce Management with  
its SAP system, giving access to detailed HR data for more joined-up resource planning. That 
move means the bank can now forecast six months in advance and plan its future headcount 
profile accordingly.

Hlaváč sums up: “Delighted with our results so far, we’re now looking to extend our  
multi-channel strategy to include video and social media to provide customers with even 
greater choice in the future and give us better insight into their behaviors.”

SOLUTIONS
• Genesys Workforce 

Management

• Genesys SIP

• Genesys Voice Platform

• Genesys Info Mart

• Genesys Interactive Insights

BENEFITS
• Service response time  

cut by 30 percent with  
call duration down by  
25 percent

• Agent utilization and 
productivity up 10 
percent and 18 percent 
respectively

• Staff costs lowered by 
10 percent, with TCO 
reduced by 5 percent,  
and planners 50 percent 
more productive

“With Genesys WFM we’re able to combine key trends like call 
volumes and durations with factors like agent holidays and sickness, 
to the point where the accuracy of our forecasts constantly 
exceeds 90 percent.”
Jakub Hlaváč  
Senior Manager Client Center Development 
CSOB
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