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Moving closer to clients 
Groupama sets up omnichannel service

From call center to 
insurance agencies
For an insurance company, the ability to respond 
quickly and effectively to its policyholders is 
key. At a time when digital technology sets the 
pace for customer interaction, Groupama has 
chosen to make its IT infrastructure a customer 
relationship management tool.

With 2,000 sales agencies throughout France, 
Groupama has a network that allows it to 
maintain a close presence and relationships 
with its members. However, although many 
consumers are willing to take the plunge into 
digital, the insurance company must also offer 
effective omnichannel contact points, with 
telephony remaining the method of choice for the 
majority of clients.

Groupama initiated a study to optimize  
customer relationships. Its 10 call centers  
already operated a shared technical 
platform based on Genesys solutions: 
Customer Interaction Management, Virtual 
Customer Service, CCPulse, and Workforce 
Management. This enables improvements in 
the call management process by personalizing 
responses, equipping teams with planning tools, 
and virtualizing the infrastructure.

Groupama decided to go one step further. To 
streamline the customer experience, it extended 
the steering capabilities of its centers to the 
agency network and back-office teams.

“The starting point was to focus on customer 
experience,” said Thierry Lardin, Marketing 
and Customer Distribution Director. “How, in a 
multi-channel organization, can we achieve full 
visibility of communications and ensure end-to-
end management? Our goal was to bridge gaps 
between sites and, above all, prevent a multitude 
of contact points from hindering our clients.”

Customer: Groupama (Groupe des 
Assurances Mutuelles Agricoles)
www.groupama.com
Industry: Financial services
Location: France
Contact center agents: 6,000

Challenges: 
• Improve customer experience
• Make service more efficient  

and personalized

Solutions:
• Platform
• Digital
• Inbound
• Self-Service
• Outbound
• Workforce Optimization
• Analytics
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One customer, one point 
of contact
After many months defining business needs and 
evaluating various solutions, Groupama chose 
once more to put its trust in Genesys by selecting 
its Smart Link technology to link the agencies 
with the contact center and the back office.

Integrated with the existing unified 
communication system, Smart Link technology 
from Genesys automatically matches incoming 
calls to the bestplaced advisor, according to their 
availability and area of expertise.

For the customer, the benefits are immediate. For 
example, the call can be forwarded automatically 
to their personal advisor who is already familiar 
with the case. If that option isn’t available, the 
client can be transferred to another staff member 
at the agency or to another individual in the same 
agency group.

“We can also deploy different routing strategies 
in order to provide a precise response to each 
situation,” Lardin explained. “Calls can be directed 
to a specialist branch, to a specific geographic 
area, or to a particular expert—depending on the 
nature of the inquiry.”

All of this is done with full transparency for the 
customer, who is always greeted by a person 
in the best position to provide information the 
customer needs.

Forging closer links between the contact centers 
and company branches, also enables Groupama 
to efficiently manage call traffic among 
available teams.

“Thanks to this principle of connected vessels, we 
can optimize call center and agency activities 
during peak periods and improve call response 
rates,” said Frédéric Papon, Multichannel Project 
Manager. The goal is to increase this rate by 20% 
once deployment is completed.

Effective management 
requires effective measures
A considerable improvement has also been 
achieved for Groupama users.These Genesys 
solutions allow for calls that involve repetitive 
tasks and don’t need to be routed to an advisor 
for automation. This enables advisors to focus 
more on their primary tasks of welcoming, 
listening to, and providing advice to customers. 

In addition to the technological dimension, the 
commercial considerations are very important. 

“We have high expectations with regard to call 
steering”, said Lardin. “We should be able to link 
the management of call traffic to the resulting 
commercial activity.”

For example, when a customer requests a 
quotation on groupama.fr, the architecture that 
Genesys developed, generates a telephone 
reminder within 15 minutes. “Our focus is not 
on the technological side,” insisted Lardin. “The 
emphasis is not on telephony, but rather on the 
customer experience.”

And to better understand this customer 
experience, Groupama also has access to 
analysis using Genesys Info Mart, which stores 
customer interaction data to identify problems 
and drive appropriate decisions to improve 
the process.

“Without an indicator, there is no steering, and 
without steering, there is no performance,” Papon 
said. “Our goal is to raise visibility, which will allow 
us to transform our IT tools into information 
sources for the profession and, therefore, 
generate business.”

Placing the customer before 
the technology
Telephony is only the first stage of this customer 
relationship transformation. Modernizing the 
messaging system is already underway. This 
move will prevent email messages from 
circulating among the agencies, the back office, 
and head office—reducing the risk that the 
messages will get lost before someone responds. 
And to fully embrace the omnichannel approach, 
Groupama has equipped itself with solutions that 
can support new ways of interacting in the future, 
such as chat, videoconferencing, social networks, 
and so on. “These IT systems will obviously have 
to be integrated,” Papon noted.

“We are not starting out with a blank sheet, and 
we must integrate this new experience into 
the overall information system architecture,” 
Lardin added.

“However, our approach is centered on the end 
client and our goal is to continue to further 
improve the quality of service.”
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RESULTS

Clients routed  
to the closest expert associated  
with their issue every time

20% 
improvement 
in call response rates

Website quotes  
acted on within 15 minutes

“Thanks to this principle of connected vessels, we can optimize call 
center and agency activities during peak periods and improve call 
response rates.”
Frédéric Papon, Multichannel Project Manager

http://www.genesys.com

