
News Limited Drives Cross-Channel 
Customer Conversations with Genesys

SUCCESS STORY

Leading Australian media company News Limited wanted to improve customer 
service by ensuring that their contact center operations could better handle customer 
interactions across channels. Thanks to strong relationships with Genesys Business 
Consulting and business partner Dimension Data, which implemented the Genesys 
solutions, News Limited successfully overhauled its infrastructure to ensure an 
optimized customer experience. 

AT A GLANCE

News Ltd
http://www.news.com.au

Location:  
Australia

Industry:  
Media

Number of Agents: 
600

Number of Customer 
Interactions: 2 million voice 
calls, and 300,000 e-mail  
and fax contacts each year
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News Limited is one of Australia’s leading 
media companies, publishing around  
100 regional and suburban newspapers 
across the continent, including the national 
daily newspaper, The Australian. It also has 
a number of divisions involved in digital 
media, magazines, TV, film, sports, and 
music entertainment. 

The News Advantage division of News 
Limited provides shared services across the 
group to handle advertising sales and 
subscriptions. This division has around  
600 agents at four main sites dealing with 
over two million voice calls, split evenly 
between inbound and outbound calls, and 
300,000 e-mail and fax contacts each year. 

Underpinning a New Customer 
Experience Strategy
News Limited has been a Genesys customer 
for more than 10 years. By 2007, it was using 
Genesys alongside a Siebel-based Customer 
Relationship Management (CRM) system in 
three out of its four contact centers to handle 
inbound and outbound calls and e-mails 
relating to advertising and subscriptions. 

The company subsequently embarked on  
a new customer segmentation strategy 
called Voice of the Customer, which was 
aimed at acquiring and growing revenues 
from profitable, high-value customers while 
reducing the costs of serving less profitable, 
low-value customers. To manage this, News 
Limited required a team of multi-skilled 
agents with the ability to blend channels to 
deliver seamless customer conversations. 
The solution would need to manage queue 
volumes, making it capable of handling voice 
calls during peak call volumes and processing 
e-mails during lulls.

To underpin the new strategy, News Limited 
needed an overhaul of its customer service 
infrastructure. Jonathan Ng, Technology 
Manager for Sales Solutions in the CRM  
and Contact Centers at News Limited, 
outlines some of the issues with the 
company’s existing solutions: “We didn’t 

have any visibility or management of 
non-voice channels, with e-mail and fax 
interactions handled manually by separate 
teams. We had a third-party CTI desktop in 
our environment that was getting towards 
end-of-life and was no longer supported by 
the vendor. That created a fair amount of risk 
that it would fail, while presenting us with 
high maintenance costs. Finally, we knew 
we needed better tools if we were going to 
be able to manage our customers in the 
way we wanted.”

News Limited did consider going to market 
with a full-blown tender for a replacement 
solution, but decided against it. “We didn’t 
really want to move away from our existing 
Genesys solution, which was based on what 
we saw as an industry leader,” Ng says. 

“We knew there was so much more we 
could do with Genesys, but we needed 
some advice and guidance on where we 
could go next.” 

The company turned to Genesys Business 
Consulting and Dimension Data for help. 

“While we did consider going outside to 
someone that was technology agnostic, we 
felt we’d need to engage our technology 
partners anyway, and we already had 
extremely strong relationships with both 
Genesys and Dimension Data,” Ng points 
out. “We felt we knew enough about other 
solutions in the market to be comfortable 
evaluating what they put forward.”

Presenting the Business Case
Genesys Business Consulting and Dimension 
Data took a three-stage approach to helping 
devise a solution. They started with a number 
of formal and informal workshops to identify 
the areas where the company could realize 
benefits. “In some areas, we looked for 
opportunities where we could maximize 
process efficiency by five or ten percent,” 
explains Ng. “In other cases, Genesys 
Business Consulting helped us address some 
of the big gaps we’d identified, such as the 
need for call recording.”

CHALLENGES
•	 Needed	tools	to	support	

new customer segmenta-
tion strategy

•	 Wanted	to	retire	old	end-
of-life technology to reduce 
risk and cut costs

•	 Wanted	to	handle	all	cus-
tomer interactions through 
a single, tightly integrated 
system

•	 Sought	to	reduce	call	
abandon rates to increase 
customer satisfaction and 
revenues

•	 Needed	to	provide	better	
evidence for resolution of 
credit disputes

•	 Sought	to	understand	
potential business benefits 
and create a business case 
to gain CAPEX approval
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Next, Dimension Data used this analysis to suggest a technical solution based on 
extending News Limited’s Genesys implementation. The final step saw Genesys Business 
Consulting create an ROI business case that Ng’s team could use to gain CAPEX approval. 
Ng says this business case made it relatively easy to gain approval by the board, despite 
challenging economic conditions. 

A single view of customer interactions improves efficiency 
Genesys Gplus Adapter for Siebel is a key element in the program. “We have a heavy 
investment in Siebel as a platform to give us a single view of the customer,” Ng explains. 

“Getting Siebel and Genesys talking together has meant that we can now manage all our 
customer interactions from one place, no matter which channel the customer uses. We 
can also migrate customers between channels according to their customer segment, 
allowing us to reduce costs.” 

For example, the company can ensure that high value customers get personalized 
attention from a knowledgeable agent, which optimizes loyalty and cross-selling 
opportunities, while lower value customers can be encouraged to use more cost-effective 
self-service channels.

Implementing the Gplus Adapter for Siebel has also allowed News Limited to retire its 
aging thick-client CTI desktop and eliminate the associated maintenance costs for that 
solution, thereby allowing the company to streamline processes on the desktop and 
reduce call handling times by around five seconds per call. In addition, Genesys Gplus 
Adapter for Siebel supports customer e-mail interactions as well as the voice calls.

What’s more, “We’re now able to push e-mails to agents automatically, in the same way 
voice calls are delivered,” Ng explains. “As a result, the dedicated employees at each site 
who were manually allocating e-mails to agents are now being redeployed to perform more 
productive work. It has also eliminated the ‘cherry picking’ of easier e-mail tasks by agents.” 

Despite these benefits, the company is taking a cautious approach. “There are challenges 
to correctly routing freeform e-mails — for example, taking into account which publication 
deadlines they relate to and the value of the business involved,” Ng points out. “But we 
are getting to the stage where, now that we have visibility of the volumes and know how 
many people to staff for each period, we can start managing that better.”

Ng adds that having a single universal routing voice and e-mail also means that they can 
blend the two different channels. “We have periods of the day when calls are at a high 
volume and other periods when there’s a lull. Agents who are multi-skilled on voice and 
e-mail are able to process e-mails during the lulls, maximizing their efficiency. Genesys also 
allows us to put in rules that will automatically switch agents back to handling voice calls 
and parking the e-mails, if the call queue starts building up.” Around ten percent of the 
company’s 600 agents are now multi-skilled.

SOLUTIONS
•	 Genesys	Gplus	Adapter	for	Siebel

•	 Virtual	Hold	for	Genesys

•	 Consultancy	services	from	 
Genesys Business Consulting

•	 Genesys	Customer	Interaction	
Management (CIM) Platform

•	 Genesys	Recording	Connector	 
integrated with Verint  
Call Recording

•	 Genesys	Voice	Platform

BENEFITS
•	 Realized	cost	savings	by	retiring	

old technologies and managing 
all interactions through a single 
system

•	 Reduced	call	handling	times	by	
around five seconds per call;  
considering that the company 
handles 2 million calls annually,  
this translates to a savings of 
2,780 working hours in the  
contact center per year

•	 Customer	segmentation	strategy	
now maintains high-touch for key 
customers while shifting low-value 
customers to low-cost channels 

•	 Improved	agent	efficiency	through	
automated switching of multi-
skilled agents between e-mails 
and voice responses

•	 Reduced	credit	disputes	by	up	to	
20 percent through call recording 
capability 

•	 Abandoned	calls	reduced	by	 
60 percent, increasing customer 
satisfaction and revenues

“Implementing Genesys means we can capture the people  
who would have abandoned a call, so that we don’t lose that 
opportunity to sell. Now, around 60 percent of customers that  
are offered a callback take up that offer.” 
JONATHAN	NG,	 
TECHNOLOGY	MANAGER	FOR	SALES	SOLUTIONS	IN	THE	CRM	AND	CONTACT	CENTERS,	 
NEWS LIMITED
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Reducing abandonment rates and increasing customer satisfaction  
News Limited is also benefiting both financially and in terms of improved customer satisfaction 
from	introducing	Virtual	Hold	for	Genesys,	which	lets	its	contact	centers	offer	and	schedule	
callbacks to customers waiting to speak to an agent. “During peak times, we had customers 
who would abandon the call if they were on hold for too long and sometimes go to the 
opposition	to	place	their	ads,”	Ng	explains.	The	abandon	rate	before	introducing	Virtual	Hold	 
was just over four percent, with the average value of each lost sale estimated to be around 
AUD$100	(USD$104).	“Implementing	Virtual	Hold	for	Genesys	means	we	can	capture	those	
people who would have abandoned a call, so that we don’t lose that opportunity to sell,” Ng 
says. “Now, around 60 percent of customers that are offered a callback take that offer up.” 

The final area in which News Limited has also realized significant benefits is in using Genesys 
Recording Connector integrated with Verint Call Recording to help settle credit disputes.  

“Prior to putting in the call recording solution, we were paying out a lot of credits as a result of 
disputes where people claimed that their ads didn’t appear exactly the way they intended. We 
often wouldn’t have enough information to dispute those claims and had to offer the customer a 
credit,” Ng explains. “With call recording in place, however, we’ve been able to reduce the 
amount of credit we offer by around 15 to 20 percent. That’s been a huge win.” Call recording 
is also used to support quality coaching and monitoring for agents.

Next Steps
Going forward, News Limited is investigating how to make best use of Genesys Outbound Voice 
for outbound dialing in its subscriptions department. More ambitiously, with Genesys also now in 
place across all the company’s contact centers, it can take advantage of having a single nation-
wide process and nation-wide technology solution in place to create a virtual contact center to 
manage customer conversations across sites. “Using Genesys, we can make use of agents that 
have available bandwidth no matter where they are,” Ng concludes.

 

BUSINESS PARTNER

Dimension Data, founded in 1983, is a specialist IT services and solution provider that helps 
clients plan, build, support, and manage their IT infrastructures. Today they are positioned at the 
forefront of networking and communications in 49 countries on five continents around the world.  
www.dimensiondata.com

“Genesys Business 
Consulting helped  
us address some  
of the big gaps  
we’d identified.”
JONATHAN	NG,	 
TECHNOLOGY	MANAGER	
FOR SALES SOLUTIONS  
IN	THE	CRM	AND	 
CONTACT CENTERS,  
NEWS LIMITED

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 


