
Emergency Service Provider, Samu 44, 
Improves Patient Care With Genesys

SucceSS Story

SAMU 44 is an emergency medical service provider associated with the 
Nantes University Hospital. Its catchment area covers patients living in 
Loire-Atlantique and more widely those living in the Pays de la Loire region. 
It receives over 470,000 calls a year and has created 170,000 electronic 
medical control files (DRM) in an area with over 1.2 million inhabitants.  
It is one of the biggest medical control centers in France. 
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The Challenges
Samu 44, a French emergency medical 
service provider, manages up to 2,000 calls a 
day. The service area in the region covers 
over one million inhabitants, yet Samu 44 
employs only up to eight agents (medical 
control assistants or dispatchers) to respond 
to these emergency calls.

Like all service providers, Samu 44 must 
meet the challenges of handling an increased 
workload without taking on any additional 
staff. Failure to manage the workload 
correctly is not an option when it may be a 
matter of life and death.

Assessing the options

managing the contact center had been an 
ongoing concern for Samu 44 for several 
years. In 2002, following the re-organization 
of French ambulatory care duties, the 
managers decided to conduct an in-depth 
examination of current practices. Dr. Frédéric 
Berthier, Operational Director of medical 
Process at Samu 44, together with the 
Information System management of the 
Nantes university Hospital, conducted a 
needs analysis. His team studied how several 
medical and non-medical contact centers 
operated. The aim was to observe how they 
were organized and what tools were in place 
to manage them most effectively.

“We met with companies in industries such 
as cosmetics, telecommunications and 
insurance, as well as companies providing 
support services who had taken the same 
approach,” explained Dr. Berthier. The 
findings showed that Samu 44 could adopt 
or adapt solutions commonly used in contact 
centers. Similarly to other companies in other 
markets, Samu 44 needs total visibility of its 
calls. It also needs to be able to analyze 
performance in order to implement 
optimization measures. The difficulty lay in 
finding the appropriate tools to come up 
with an effective strategy for handling call 
flows and then reproducing this strategy in 
relation to Samu 44’s specific needs. 

The Solution
NextiraOne, a Genesys Gold Partner, was 
selected to integrate and supply an advanced 
telephone system. In order to meet the 
requirements, NextiraOne recommended a 
Genesys solution consisting of a robust and 
sustainable routing software suite on top of 
an alcatel-Lucent OmniPCX platform. The 
result was a solution which is 100 percent 
operational 24/7 — vital for a medical 
emergency service.

How does it work?

When Samu 44 receives a call, an electronic 
medical control file (DRm) is automatically 
created. This electronic file then tracks the 
patient throughout any resulting processes. 
as soon as an operator takes a call, and 
depending on whether it is an emergency or 
not, the operator transfers the call to a doctor 
who decides on the best course of action to 
provide the right care, (be that medical 
advice, ambulance, hospital, or the SmuR 
[Emergency and Resuscitation mobile 
service] team). 

These medical services and other healthcare 
professionals in the region can contact Samu 
44 if necessary; their contact details are 
included in the Samu 44 database and can 
be immediately identified when the call is 
received.  Specific routing strategies then 
automatically direct them to the right operator 
to ensure rapid and effective processing. 

At A GlAnce

Samu 44
www.chu-nantes.fr

Industry:  
Healthcare

licenses: 70

Interactions/day:  
2,000

Challenges
•	 Wanted	to	intelligently	

analyze and optimize 
contact center 
performance 

•	 Needed	to	increase	
agents’ productivity and 
ability to respond to 
growing call volumes  

•	 Sought	to	integrate	 
new technologies and 
non-voice data flows

“All kinds of routing 
scenarios are possible. We 
can create new scenarios in 
line with our actual needs 
and circumstances. Flexibility 
is one of the key benefits of 
the Genesys solution.”  
Dr. Frédéric Berthier,  
Operational Director of medical Process, Samu 44
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Benefits
•	 Increased	the	number	of	calls	

handled without increasing 
the number of agents, and 
dramatically reduced the 
number of missed calls

•	 Improved	call	management	
thanks to the creation and 
monitoring of key performance 
indicators

•	 Customer	satisfaction	surveys	
showed that overall quality of 
service improved from 90 to 
96 percent

•	 Enjoys	the	capability	to	add	
new, non-voice contact op-
tions, including video and 
GPRS services

“For example, a doctor included in the database can dial 15 (the emergency number in 
France) and receive the appropriate telephone assistance,” explained Dr. Berthier. “all 
routing scenarios are possible and we can create new ones in line with our actual needs 
and circumstances. Flexibility is one of the key benefits of the Genesys solution.” 

This innovation reduces the time needed to handle calls, especially in serious cases. In 
very busy periods when Samu 44 receives a great number of calls, or for very serious 
calls, patients can be transferred to virtual waiting rooms and the Samu 44 operators are 
informed that there are calls waiting. The solution checks some calls to see if their 
condition has changed and if they need to speak to a doctor urgently. In this case, the 
system rapidly transfers the caller to the next available competent person. 

Furthermore, to improve quality of service, NextiraOne has selected a new graphical user 
interface dedicated to handling emergency calls designed by DDm Consulting, a partner 
of Genesys and NextiraOne. “after implementing the first version, we quickly noticed 
that the urgent nature of our calls required dynamic management of the call flow and 
that an option for graphically monitoring the telephone calls was very important,” said Dr. 
Berthier. This graphical user interface allows us to visualize calls and to react accordingly 

— in other words, to prioritize calls in relation to requests. Special icons indicate the origin 
of the call (fire brigade, ambulance, patient, and so on), missed calls, call queue 
management, management of waiting rooms, and priority of waiting rooms. This gives 
the operators much improved visibility when managing calls.  

The Benefits
In terms of managing calls, the new system has enabled Samu 44 to handle more calls 
without increasing the number of its operators, but this is only one of the advantages. 
Now operators are far better prepared, and they can identify urgent calls and locate 
callers who hang up.

Today, the intelligent contact center has a range of key performance indicators to 
monitor the number of calls, the work load and the percentage of calls answered in 
under a minute. Thanks to the Wallboard Connector, Samu 44 can access reports and 
key measurements (in real time or from historical data) from several dashboards. The 
service can also monitor activities in real time and take necessary measures in 
unexpected situations.

“This was impossible before,” explained Jean-Louis Bomard from the Department of 
Information Systems and Telecommunications at Nantes university Hospital. “With the 
old system, we were unable to collect this type of data; it was hard to effectively 
manage operators and improve their performance.”

The impact has been considerable. Samu 44 customer satisfaction surveys show an 
increase in overall quality of service (QoS), which has gone from to 90 to 96 percent.  
missed calls have been dramatically reduced. For example, on Sunday between 10:00 
and 11:00am — which is Samu’s busiest period — missed calls have been reduced from 
50	percent	to	just	a	handful.	

Solutions
•	 Genesys	Express	Voice	with	

high availability

•	 Genesys	Agent	Connector	and	
Genesys Wallboard Connector

•	 Medi-Q,	Graphic	User	Interface	
for the healthcare sector 
developed by DDm Consulting

•	 Alcatel-Lucent	OmniPCX	
Enterprise communication 
server
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Technological advances

The flexibility of the solution implemented by NextiraOne is such that it allows Samu 44 to 
implement the technical advances required to maintain the quality of service. When patients are 
transferred to electronic waiting rooms some of them hang up. In the past, the operators were 
only aware of this after a certain amount of time.  

“We have reduced this waiting time thanks to alerts that inform us when a caller has hung up.  
We call them back to find out whether it is a technical or medical problem,” explains Dr. Berthier.

Future Steps
Samu 44 also wants to be ready for the future with the ability to handle non-voice data — such 
as text messages, faxes, e-mails and videos — which are increasingly being used by new 
generations of patients. Samu 44 aims to integrate this kind of information into its contact center 
infrastructure. Geo-positioning data for patients and professionals is another potential addition, 
which will allow patients to be accurately located and make it easier for healthcare professionals 
to carry out their work. 

Over the next few years, the real challenge will lie in managing multi-channel data with 
appropriately equipped teams. as well as integrating all the non-voice information within Samu 
44	to	meet	the	requirements	of	numerous	telemedicine	projects.	Certain	urgent	calls	may	be	
handled via telemedicine solutions (video conversations between operators and callers). The 
Genesys	solution	guarantees	that	the	infrastructure	can	meet	these	long-term	objectives.	

“Thanks to alerts, we are now aware when a caller has hung 
up. The person is rapidly called back to find out whether it is 
a technical or medical problem.”  
Dr. Frédéric Berthier, Operational Director of medical Process, Samu 44

NextiraOne designs,  
integrates, deploys and 
operates communication 
solutions. Thanks to its 
communications expertise 
— data centers, contact 
centers, unified communi-
cations, secure networks 
— NextiraOne helps its 
clients to transform their 
organizations by making 
the complex simple. 
NextiraOne has offices in 
15 European countries  
and manages over  
60,000 clients.

www.nextiraone.com

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 


