
Cross-channel approach helps Etisalat  
become Egypt’s leading mobile  
telecoms provider  

SUCCESS STORY

When Etisalat expanded into Egypt in 2007, Vodafone and Orange dominated the market. 
Through its innovative cross-channel approach, Etisalat has rapidly built its business, harnessing 
the surge in mobile communications boosted by the Arab Spring. The company now has over 
35 million subscribers and is the second largest mobile telecoms provider in Egypt.     

AT A GLANCE

Etisalat Misr 
http://etisalat.com.eg

Industry: Mobile 
telecommunications

Number of subscribers:  
35 million 

Number of agents: 1500
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A new player in Egypt’s 
telecoms market 
Etisalat was the third mobile telecommunica-
tions company to set up in Egypt. When it 
launched in 2007, Vodafone and Orange 
dominated the market. 

The strategy of Etisalat was to differentiate 
itself through the quality and innovation of  
its service. As part of its commitment to 
customer service, Etisalat was thus 
determined to offer a transparent pricing 
model, something quite distinct from the 
opaque pricing models of its competitors. 

“At the outset, we decided to differentiate 
Etisalat by being completely transparent. We 
had no hidden charges so that people knew 
exactly what their bill would be each month. 
This was very important to the customers we 
wanted to reach and made us stand out,” 
says Salah Fateen, IT CRM Platforms Manager.   

As the first 3G provider in Egypt, Etisalat 
decided to take advantage of this technology 
to deliver innovative services which would 
directly benefit its customers.  

Video chat breaks new ground 
To differentiate through innovation, Etisalat 
began partnering with Genesys to launch  
a ground-breaking video chat service for 
customers alongside its traditional contact 
center infrastructure. This was the first time 
such a service, composed of a vido IVR and 
video agents, had been offered in Egypt. 

“Video chat was an important step for us. It 
was extremely innovative and got us noticed 
in the market. It also made us realize that no 
single channel would be sufficient – we 
needed a multi-channel offer so that our 
customers could approach us however they 
wanted,” says Fateen. 

This visual service targeting the deaf and 
mute community was acclaimed and granted 
several prizes to Etisalat. 

Since then, Etisalat has collaborated closely 
with Genesys to pursue initiatives that 
transform customer experience by taking 
advantage of the latest technologies  
and trends.

Building personal relationships 
with customers  
Etisalat pioneered another initiative – direct 
relationships between premium customers 
and individual agents. 

The idea was to ensure that premium 
customers spoke to the same agent, or  
team of agents, each time they called the 
contact center. In this way, Etisalat created a 
very personal relationship with the customer. 
In the eventuality that a customer’s personal 
agent was not available, the customer could 
leave a message and the agent would call 
back at the earliest opportunity. 

This approach was successful with premium 
customers but could not be justified for lower 
value customers. Yet Etisalat was keen to 
emulate the experience for all of its 
customers. It hit on the idea of using social 
media to achieve this. 

The Arab Spring – the first social 
media revolution transforms 
communication 
Since the Arab Spring, there has been a  
huge growth in the use of social media in 
Egypt. Despite widespread poverty, 
smartphone penetration has grown to 60% 
and mobile internet to 37%. The result is that 
everyone now interacts on Facebook.  

Etisalat is no different: The company uses 
Facebook to inform customers of new tariffs 
and offers. It is easy for customers to click 
through to sign up for offers and it has 
proved to be a very effective marketing tool. 

To manage the conversation with over 
1,850,000 subscribers to its Facebook page, 
Etisalat has implemented Genesys Social 
Engagement to integrate the social media 
channel into its customer care strategy. From 
the customer’s perspective, it is a highly 
personalized service, yet at much lower cost 
than the ‘personal agents’ that Etisalat offers 
its premium customers. 
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“With Genesys Social Engagement we are using Facebook to address customer enquiries,” 
says Fateen. “It is an extremely efficient way of handling enquiries because, on average, an 
agent can handle five Facebook enquiries in the time it takes to handle one voice enquiry.” 

Social media can also be used to increase agent efficiency, presenting them with Facebook 
enquiries when there are fewer calls coming in. Etisalat is looking to recruit younger 
agents, so-called ‘digital natives’, to handle Facebook enquiries because of their lightning 
speed in using social media. 

Going proactive translates into superior customer care
Etisalat has also been extremely successful in attracting low-income customers. There  
has been a huge upsurge in the demand for mobile communications and Etisalat has  
been able to meet the demand by providing a low-cost yet profitable service. One of the 
key elements to its success has been its ability to limit the number of defaulting customers. 

Since 2010, Etisalat has been using the Genesys Outbound Voice system to run highly 
effective marketing campaigns which have helped to build and retain its customer base.  
In 2012, Etisalat developed outbound campaigns with its collection department to reduce 
customer defaults.

In the past, when customers exceeded their credit limit, Etisalat used to send a SMS alert. 
If this did not elicit a response, Etisalat would disconnect the line and wait for the customer 
to call the contact center. In 2010, Etisalat decided to change the approach. Etisalat 
monitors the accounts of customers and when they are close to the limit of their credit,  
an agent calls them and informs them of the situation. 

“Due to the country’s economic conditions, many of our customers are financially moderate,” 
explains Amira Nagui, the Senior Manager in charge of Customer Care Operation Support. 

“They love their phones but there is a real danger that they may overspend on them. On 
top of this, literacy levels are low, so an SMS that warns them that they are close to their 
limit, can be inadvertently ingnored. Customers can easily run up high bills which leads to 
them defaulting.” 

Etisalat decided to be even more proactive with lower-value customers whose average 
monthly bill is below 20 Euros. Using Genesys Proactive Contact solution, Etisalat runs 
automatic outbound voice campaigns that remind customers of the amount of their latest 
bill together with its due date.

As a result of the campaigns, Etisalat has seen a 70% drop in the number of defaulting 
customers. In monetary terms this is 7M Egyption Pounds (EGP) which is equivalent to 
almost 800K Euros each month — an extraordinary success. Indeed, Etisalat saw a return 
on its investment in just two months!  

“The impact has been dramatic. When customers are informed, most of them change their 
calling pattern to remain within their monthly limit. They are usually extremely grateful for 
the information — which means we have fewer defaults and happier customers.” The 
proactive solution is also extremely cost-effective since it does not require additional 
resources to run the campaign while it greatly increases the chance that customers pay 
their bills on time. 

SOLUTIONS
• Genesys Social Engagement

• Genesys Proactive Contact Voice

• Genesys Outbound Voice

• Genesys SIP Server 

• Genesys WFO ( WFM , GQM )

• Genesys Email 

• Genesys SMS 

• Genesys Chat 

• Genesys Inbound Voice  

• Genesys Network IVR - GVP

• Genesys Video IVR & CC agents 

“Genesys is very powerful and flexible. You can do whatever you 
want with it. It gives us the flexibility to be truly innovative which 
has been the key to our success so far.”
SALAH FATEEN,  
IT CRM PLATFORMS MANAGER
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Corporate Headquarters
Genesys 
2001 Junipero Serra Blvd. 
Daly City, CA 94014 
USA

Worldwide Inquiries: 
Tel: +1 650 466 1100 
Fax: +1 650 466 1260 
www.genesys.com

About Genesys
Genesys is a leading provider of multi-channel customer experience and contact center solutions. With over 3,500 customers 
in 80 countries, Genesys orchestrates more than 100 million customer interactions every day across the contact center and 
back office. Genesys helps customers power optimal customer experiences that deliver consistent, seamless and personalized 
experiences across all touchpoints, channels and interactions.

For more information visit: www.genesys.com, or call +1 888 GENESYS.

Genesys and the Genesys logo are registered trademarks of Genesys Telecommunications Laboratories, Inc. All other company 
names and logos may be trademarks or registered trademarks of their respective holders. © 2013 Genesys Telecommunications 
Laboratories, Inc. All rights reserved.

The results 
From a standing start in 2007, Etisalat has grown to become the largest mobile communications 
company in Egypt, with over 35 million subscribers.  

Etisalat has been so successful with its strategy of delivering innovative customer service that it 
now wants to serve customers through any channel they wish. So to complete its offering, 
Etisalat will be integrating SMS as a new channel. 

The outbound marketing campaigns have proved so effective that Etisalat is looking to increase its 
call centre capacity by 40% over the next year in order to drive new business and serve its 
existing customers more effectively. Etisalat will work hand-in-hand with Genesys to implement 
the next phase of its communications strategy.


