
Russcollector Selects Genesys to Serve  
as a Linchpin in their Success

SUCCESS STORY

Russcollector is a Russian collections agency that recovers debts on behalf of financial 
institutions and other businesses. Based in Moscow, its representatives support 
customers across 64 Russian regions. To operate effectively, Russcollector needed a 
communication infrastructure to track and support agent performance. The company 
turned to Genesys to help reduce call handling times, automate its outbound functions, 
and ensure more efficient interactions between customers and staff.

AT A GlAnCE

Russcollector
http://www.russcollector.ru

Industry:  
Financial Services

number of Employees: 
230+

number of Agents: 50

number of Customer 
Interactions:  
20,000 outbound and  
1,000 inbound calls a day
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Seeking Efficiency, Reliability, 
and a Return on Investment
Russcollector was formed in 2006 — the 
brainchild of lawyers of the Advokatskoye 
Partnerstvo bar association, as well as 
banking professionals and data security 
experts. Today, the agency employs more 
than 230 staff and manages a portfolio of 
over 200,000 debts worth in excess of 
RUB12 billion (USD$ 384 million). 

Russcollector serves approximately  
70 customers across Russia, including most  
of the top banks, insurance firms, utilities,  
and telcos. As the business has grown, it 
expanded its regional presence through a 
home-office network, and operates two field 
offices in St. Petersburg and Krasnodar. There 
is a single contact center in Moscow.

The Russian debt collection business model 
requires agencies to bid for the right to 
collect a client’s debts. To maximize a return 
on this investment, the agency must then 
locate and retrieve debts as quickly and effi-
ciently as possible. As such, the contact 
center is central to Russcollector’s business. 

To operate more effectively, Russcollector 
needed a contact center infrastructure to 
track and support agent performance, reduce 
call handling times, and automate its 
outbound functions. 

The primary requirement was for the contact 
center to operate with high reliability and 
efficiency, but there were also more detailed 
demands. For example, Russcollector wanted 
transparent and full reporting across its entire 
operation as part of a scalable solution from a 
reliable vendor. What’s more, it needed 
industry-leading proactive notification IVR 
capabilities to send automatic notifications to 
customers and implement a range of self-
service applications.

Evaluating Performance and 
Choosing the Right Solution
Russcollector selected Genesys to help meet 
these challenges because their solutions not 
only fit these criteria in particular, but also 
because they were able to demonstrate a  
low Total Cost of Ownership and flexible 
pricing policy. 

Russcollector had suffered an unsuccessful 
deployment of a competitor’s contact center 
software. This past experience shaped the 
future implementation process, as the 
company insisted on proof that the Genesys 
solution would work. 

“The outbound solution was deployed and  
put into operation first,” explains Alexander 
Bogachenko, CIO at Russcollector. “We 
tested it to make sure the system was stable 
and operationally sound. We then evaluated 
system performance according to predefined 
Key Performance Indicators (KPIs), and 
decided to buy it. At project launch stage, 
Genesys made sure we chose the right 
integrator, while also offering us partnership 
on very good commercial terms.”

Russcollector’s Genesys solution includes 
Genesys Outbound Voice and Proactive 
Contact. Both solutions provide campaign 
management and automated dialing 
capabilities. With Outbound Voice, agent 
productivity is maximized because agents 
work on live customer calls, and all other  
call results, such as ‘No Answers,’ are 
screened out and recorded in the database 
for a later call. 

Proactive Contact schedules and dials 
outbound notifications using outbound IVR 
technology so that no agents are required, 
which reduces agent downtime. Genesys 
Inbound Voice steers contacts through the IVR 
to connect them to the best available agent, 
while Genesys Agent Desktop is arming the 
agents with the right level of information to 
produce more effective outcomes. The 
Genesys Customer Interaction Management 
(CIM) platform efficiently processes contacts 
from a range of channels and serves as the 
foundational platform for the solution.

Challenges
•	 Wanted	to	optimize	contact	

center operations to sup-
port high growth business

•	 Needed	to	track	and	sup-
port agent performance

•	 Wanted	to	reduce	call	han-
dling times and automate 
outbound functions

•	 Needed	help	to	meet	and	
report on SLAs
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Creating an Immediate Impact
Genesys solutions have helped transform Russcollector’s business. Revenue is up 35 
percent and agents are working at 97 percent productivity levels, up from 60 percent 
previously. Now, fewer agents are needed to retrieve the same amount of debt, targets 
can be hit faster, and additional new clients can be taken on. It also means Russcollector can 
take on more difficult contracts, where the profit margin would have been too risky before.

Russcollector’s 50 contact center agents currently handle some 20,000 outbound and 
1,000 inbound calls a day. Outbound calls are made automatically and pushed to free 
agents. The Genesys reporting tool helps set and track Service Level Agreements (SLAs). 

“We view the SLAs as not merely a benchmark of the quality of service we deliver to our 
customers, but as a viability factor of our business,” says Alexander Bogachenko. “The 
importance of reaching the SLAs goes without saying.”

Bogachenko calls out other benefits as well. “While mastering the system, contact center 
specialists such as shift supervisors have been able to streamline HR management 
processes, while reporting functionality has made it possible to analyze a large number of 
previously unavailable metrics. This has, in turn, brought greater predictability into the 
work of the contact center.” 

According to Bogachenko, “We expect the solution to pay for itself in less than one year, 
and perhaps even in as short as six months. Genesys is one of the few companies that 
embodies their brand promise almost entirely. Put simply, the majority of functions are 
implemented just the way we expected them to be.” 

The View Forward
The open and scalable nature of Genesys, and the ease with which it integrates with other 
applications, means that future plans are easily attainable. For example, Russcollector’s goal 
for the immediate future is to transition and integrate all inbound, outbound, and agent 
workplace functionality into a new CRM system. 

What’s more, the company plans to expand the agent head count from 50 to 80. “This 
will boost the productivity of contact center operators,” says Alexander Bogachenko. 

“Without integration, the percentage of manual work in setting up a calling campaign was 
fairly large, leaving plenty of room for human error.” 

Previously, operators had to manually manage their status across several applications while 
handling calls. Following platform integration, campaign creation will be automated, with all 
operator processes confined to one window, enabling a single operator to handle up to 
450 outbound calls per shift. 

“The contact center plays the key role in our business, and our ultimate success hinges on 
its performance,” says Alexander Bogachenko. “We aim to lead the Russian debt 
collection market. The linchpin of our success is efficient interaction among all our team 
members for the good of our customers.”

solutions
•	 Genesys	Outbound	Voice

•	 Genesys	Inbound	Voice

•	 Genesys	Agent	Desktop

•	 Genesys	Proactive	Contact

•	 Universal	Routing

•	 Genesys	Customer	Interaction	
Management (CIM) platform

Benefits
•	 Revenue	is	up	35%	

•	 Agents	are	working	at	97%	
productivity	—	up	from	just	60%	
previously

•	 Service	targets	are	being	met

•	 Can	now	analyze	previously	un-
available metrics, and processes 
have been streamlined

•	 Return	on	investment	in	less	
than a year

“Genesys is one of the few companies that embodies its brand 
promise almost entirely. Put simply, the majority of functions are 
implemented just the way we expected them to be.”
ALExANDER BOGACHENKO,  
CIO, RUSSCOLLECTOR 
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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 
E-mail: info@genesyslab.com 
www.genesyslab.com

   
   
   
  
 
   

  

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. © 2012 Genesys Telecommunications 
Laboratories, Inc. All rights reserved.

3284EN v.1 – 04/12-EMEA

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 


