
Front Line Deploys Genesys to Support 
Rapid Business Growth in Customer  
Service Outsourcing

SUCCESS STORY

Front Line is a leading business process outsourcing services provider in the Russian 
Federation.  Created by ICT professionals, Front Line’s founders quickly recognized the 
business potential of delivering these services within a vibrant, free-enterprise Russian 
economy. The initial business strategy involved creating a 50-seat contact center equipped 
with the latest communication technologies, employing professional agents to handle 
outgoing and incoming calls, and ensuring the best customer service experience possible. 
Front Line concluded that Genesys was the best strategic partner to deliver the customer 
experience solutions needed to fulfill this strategy.  

AT A GLANCE

Front Line
www.frontline-cc.ru

Location:  
Zelenograd, Russian 
Federation

Industry:  
Business Process Outsourcing

Number of Employees: 
230

Number of Offices: 1
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Developing a Modern  
Contact Center 
Front Line serves the business-to-business 
and business-to-consumer sectors by 
promoting clients’ products and services, and 
Front Line’s customers can subscribe to a 
wide range of service offerings.  Outgoing 
calls — which include the proactive sale of 
goods and services, surveys, market 
intelligence, and lead generation — are 
designed to enhance their clients’ business 
and expand their customer base. Incoming 
calls — which involve order taking, 
complaints handling, and technical support 

— cover customer service activities.

“We wanted to better support the sales, tele-
marketing, and market research activities of 
our customers, who range from specialist 
telecommunications and IT providers, to large 
retail and manufacturing groups, financial 
institutes, the entertainment industry, and 
the federal government and the local authori-
ties,” says Tatiana Irge, Director General, 
Front Line. “The key to their success is our 
ability to gather reliable market information 
and deliver quality services. Therefore, a main 
objective was to develop a unique contact 
center facility via an integrated information 
and telecommunications system.”

Supporting a Growing  
Client Base
Front Line chose to base their modern 
contact center operations in the city of 
Zelenograd — which is located about 37 
kilometers (23 miles) north-west of 
Moscow.  The area is known as the 
country’s Silicon Valley, as it supports the 
Russian Federation’s electronics, microelec-
tronics, and computer industries.  

The initial business strategy involved creating 
a 50-seat contact center equipped with the 
latest communication technologies.  However, 
preliminary research indicated that work from 
one client alone, the Moscow municipal 
government, could require an increase in the 
number of agents to 100 seats within a few 

months. “The Moscow municipal government 
had already asked us to conduct telephone 
questionnaires about various social policies to 
aid in policy decisions,” explains Irge.

But growth didn’t end there — projected 
contracts from additional clients could further 
expand the business to approximately 150 
seats within one year. “To satisfy projected 
business growth and deliver quality services, 
we needed reliable, scalable, and cost-
effective contact center solutions. They had 
to offer high-availability, integrate fully with 
our in-house software, and work well with 
any media our clients may wish to employ.” 

Genesys Considered a Leader
Front Line researched the market and 
approached several Russian and foreign 
contact center solution providers, including 
Avaya, Cisco, and Genesys. The most 
important technical parameters specified to 
the vendors were the ability to process up to 
100,000 daily calls, scalability to accommo-
date more agents if needed, and the 
capability to support the latest messaging 
channels. The solution also had to integrate 
with their in-house applications. 

Front Line concluded that Genesys was the 
best strategic partner to deliver robust, 
scalable, and cost-effective customer service 
solutions. “From a technical perspective the 
Genesys solution was the overall winner,” 
declares Irge. “We liked how these software 
solutions had been successfully deployed at 
three major Russian organizations. Their 
contact centers handle a high number of calls 
and involve a high degree of integration with 
external information systems.” 

Irge was equally pleased with the local 
integration partner: “We were delighted 
when Genesys introduced us to CCK, as 
we’d worked well with its representatives in 
the past.  Genesys always answered our 
queries quickly and comprehensively, and 
CCK clearly explained the extensive 
functionality offered by the proposed contact 
center solution.” 

CHALLENGES
• Create a reliable, high-avail-

ability, and scalable contact 
center voice architecture 
to support clients’ products 
and services

• Employ appropriate contact 
center solutions to support 
rapid business growth in 
the governmental and com-
mercial sectors

• Ensure the new contact 
center technology inte-
grates fully with the organi-
zation’s in-house Customer 
Relationship Management 
system

• Meet clients’ varying 
Service Level Agreements 
(SLAs) 
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A Comprehensive Solution Suite 
Front Line’s new contact center incorporates several customer service solutions from the 
Genesys software suite, which are all designed to work together to enhance the customer 
experience.  The core solution involves the powerful Genesys Customer Interaction 
Management (CIM) platform which, in conjunction with Genesys SIP Server and Genesys 
Outbound Voice, captures, routes, manages, integrates, and reports on all inbound and 
outbound customer activities.   

For example, Genesys SIP Server enhances customer service by directing callers to the 
right resource to ensure that the caller’s issues are handled appropriately. Genesys 
Outbound Voice also enhances customer service through proactive campaigns that 
leverage customer data from Front Line’s systems and databases. With Genesys Outbound, 
agent time is always productive since only live customer calls are connected to agents, and 
all other types of call results, such as “busies” or no answers, are screened out.  

To route voice traffic throughout the contact center Front Line usess Genesys SIP, which 
allows the company to operate an open standards-based IP infrastructure, thereby 
lowering costs, increasing flexibility, and enhancing performance. The Genesys SIP-based 
solution also simplifies administration and maximizes resource availability within the 
organization, which is especially helpful during peak call times. “The Genesys suite 
integrates our customer service operations and business processes seamlessly,” confirms 
Irge. And, throughout the project, CCK provided effective consultancy and training services, 
and currently delivers around-the-clock support services with next business day fix.

After successfully deploying the Genesys solutions, Front Line officially opened the contact 
center at a ceremony attended by stakeholders, journalists, contact center agents, and the 
company’s customers. “We’ll do everything possible to justify the honor of working in 
Zelenograd, one of Russia’s most important scientific cities,” Irge said at the event. “With 
our expertise and the Genesys technologies we’ve deployed, we’ll deliver real benefits to 
complex strategic projects within this important business environment. This contact center 
should create about 700 new jobs for local residents over the next year.”

Enhancing Customer Service Levels and Revenue Streams 
Today, Front Line operates a reliable and scalable contact center infrastructure that 
supports a rising client base and enhances revenue streams. In less than a year, the 
number of agents has increased from 50 to 150 and they currently handle 7,000 
incoming and 20,000 outgoing calls daily.  

SOLUTIONS
• Genesys Customer Interaction 

Management (CIM) platform

• Genesys Outbound Voice

• Genesys Session Initiation Protocol 
(SIP) Server

• Genesys Agent Desktop (GAD)

• Genesys Info Mart

BENEFITS
• Contact center architecture sup-

ports an increasing client base, 
while enhancing service delivery 
and revenue streams

• Supports business growth; agent 
numbers have increased from 50 
to 150 and the contact center cur-
rently handles 7,000 incoming and 
20,000 outgoing calls daily

• High-availability technology deliv-
ers 100 percent uptime during 
peak demand, safeguarding busi-
ness continuity 

• Integrates fully with the company’s 
CRM software and social media 
channels to deliver personalized, 
professional service 

• Enhances contact center effi-
ciency and customer service levels, 
satisfying all clients’ Service Level 
Agreements (SLAs) 

• Supports an open standards-based 
IP infrastructure, lowering costs, 
increasing flexibility, and enhanc-
ing performance

• Offered a rapid return on invest-
ment and makes a valuable 
contribution to the local economy; 
forecasts indicate the contact cen-
ter will create 700 jobs

“From a technical perspective, the Genesys solution was the overall 
winner. We liked how these solutions had been successfully 
deployed at three major Russian organizations. Their contact 
centers handle a high number of calls and involve a high degree of 
integration with external information systems.” 
TATIANA IRGE,  
DIRECTOR GENERAL,  
FRONT LINE



SUCCESS STORY

Front Line  /  page 4

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
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The high-availability Genesys solutions deliver 100 percent uptime during peak demand, 
safeguarding business continuity. Moreover, the technology integrates fully with Front Line’s 
CRM software and social media channels to deliver personalized and professional service via 
proactive engagement.

The efficient contact center architecture even satisfies the Service Level Agreements (SLAs) of 
the most demanding clients. “Based on contact center best practice, our standard SLA involves 
answering 80 percent of calls within 20 seconds. However, with some clients such as the 
Moscow Government’s IT Directorate, we have to answer 90 percent of calls within 20 seconds. 
Thanks to the Genesys suite, we can offer all of our customers the high levels of service they 
expect, and the solutions have delivered a rapid return on investment,” concludes Irge. 

 

BUSINESS PARTNER

Moscow-based “CCK Consulting” provides IT and telecommunications solutions, as well as 
implementation, support, and consultancy services. 

“Thanks to the Genesys 
suite, we can offer all 
of our customers the 
high levels of service 
they expect, and the 
solutions have 
delivered a rapid return 
on investment.”
TATIANA IRGE,  
DIRECTOR GENERAL,  
FRONT LINE

About Genesys
Genesys, the world’s #1 Customer Experience Platform, empowers companies to create exceptional omnichannel experiences, 
journeys and relationships. For over 25 years, we have put the customer at the center of all we do, and we passionately believe 
that great customer engagement drives great business outcomes. Genesys is trusted by over 4,700 customers in 120 countries, 
to orchestrate over 24 billion contact center interactions per year in the cloud and on premises.
 
Visit us at www.genesys.com or call us at +1.888.436.3797 




