
Improving Sales Effectiveness and Service 
Delivery at SaskTel

SUCCESS STORY

SaskTel offers a wide range of services, from telephone and television to Internet, cellular, 
wireless data, and security monitoring, for more than 1.4 million customers in Saskatchewan, 
Canada. Ranked top in customer satisfaction for full service providers in Canada by J.D. Powers 
and Associates, SaskTel is serious about offering a great customer experience. Today SaskTel 
uses Genesys to optimize its consumer sales processes while streamlining service delivery and 
enhancing the overall customer experience.      

Background: Selling and Provisioning Complex Telecommunication 
Services
When SaskTel customers want to add a new service or change options on existing ones, they 
call the SaskTel Customer Relationship Center (CRC). Several years ago, each salesperson was 
responsible for managing the entire process, from making the sale all the way through 
provisioning, activation and billing. In SaskTel terminology, these “super agents” handled every 
part of the process.  

The SaskTel sales management realized that they were not making the best use of their people 
using this model. For example, some people are better at cross-selling and up-selling on the 
phone than others. With the super-agent model, everyone had to do everything. Management 
had little visibility into missed revenue opportunities, inefficiencies, or service order fall-out that 
could cause customer dissatisfaction.  
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The company undertook a redesign of its Customer Relationship Center to achieve the following 
objectives:

• Improving sales agent productivity (increasing revenues)

• Improving back-office efficiency (reducing costs)

• Enhancing the customer experience from initial call to fulfillment 

• Improving service consistency by ensuring that work happens in time to meet promised 
delivery dates 

The Challenge: A New Model for Optimizing Sales Performance
SaskTel decided to dedicate a trained, front-office sales force to the sales function, while 
allocating the back-office service fulfillment tasks to staff specially trained in handling service  
calls and processing orders. The back-office staff would also handle customer calls about billing, 
service delivery, etc. By optimizing everyone’s skill sets, they hoped to improve both service 
fulfillment efficiency and sales performance.  

Having made this decision to specialize, they had to decide how to manage the hand-off of tasks 
from the customer-facing sales agents to the representatives handling the service fulfillment. 
SaskTel tried the traditional approaches to this task, and found that each had serious drawbacks.

• First SaskTel had the sales people simply create an order form, leaving the service 
representatives to select the orders to work on. People would tend to select the easiest or 
fastest tasks to complete, while difficult orders remained in the queue. If supervisors manually 
assigned the tasks, people worried about fairness in the distribution of work.

• Next, the sales agents tried transferring customer calls to an agent while the customer was still 
on the phone (a “warm transfer”). This cost both the salesperson and the customer valuable 
time on the phone. Worse, work proceeded on a “first in, first out” or “FIFO” basis. An urgent 
or high-value customer request could be queued behind a lower priority task with a distant 
delivery date.

Using either approach, it was extremely difficult for SaskTel to schedule the right amount of staff 
to meet service level obligations. To protect customer service, they tended to over-schedule 
using part-time agents, increasing the cost of sales. And with the FIFO routing model, they could 
not schedule tasks according to when orders were actually needed.

Solution: Genesys Enterprise Workload Management 
SaskTel selected Genesys Enterprise Workload Management to solve this essential problem of 
managing work. SaskTel rolled out the Genesys solution to the Customer Relationship Center in 
conjunction with a new CRM implementation.  

Today, when a customer calls in to place a new order or make a change, they speak directly 
with a trained sales representative. Once the order is agreed, the salesperson places the order in 
the CRM. At this point, the phone call is completed – both the customer and the salesperson are 
free to move on to other things. This increases sales productivity while delivering a better 
customer experience. 

The CRM communicates with a legacy order system to create a list of tasks associated with each 
order. Genesys Enterprise Workload Management captures each task, prioritizes them according 
to business rules, and routes them to agents with the right skills, at the right time based on 
agent availability and when tasks actually need to happen – perhaps right away or days ahead, 
based on customer needs. The back-office service representatives then perform the tasks as 
they are assigned.

CHALLENGES
• Complex service sales and 

provisioning processes

• Lack of control over service 
fulfillment tasks

• Difficulty scheduling staff for 
inconsistent workload 
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By automatically adjusting how employees interact with fluctuating workload, SaskTel has 
realized dramatic gains in both sales effectiveness and overall efficiency. The company can 
now align back-office service fulfillment tasks with customer commitments and business 
objectives. 

The Genesys solution also delivers new visibility, with interactive analytics and reporting 
capabilities tracking service levels and workforce performance in real time. And through its 
open, extensible software architecture, the Genesys software integrates seamlessly with 
workforce management software to improve forecasting and employee scheduling based  
on forecasted work demands as well as service calls.

Improving Sales Effectiveness 
With the new Genesys solution, the sales team focuses only on sales interactions – they  
are no longer expected to manage any fulfillment processes. Because the Genesys solution 
manages the routing of orders, the sales team no longer has to stay on the call to connect it 
with another agent. 

This simple change means that each customer call completes 30 seconds faster than it did 
before – freeing the agent to take another incoming call. Multiply 30 seconds per call over 
every customer call, and SaskTel has freed up a lot of time for additional sales conversations.

Achieving Efficiencies Using Multi-skilled Representatives in the 
Back Office 
The new environment delivers significant back-office efficiencies for SaskTel as well. The back-
office now uses a “multi-skilled” agent model. The company determined that agents should 
be able to handle both real-time, inbound calls for issues like billing problems or checking on 
a shipment, as well as non real-time service fulfillment tasks. 

The Genesys solution automatically routes both tasks and interactions based on agent 
availability, and business priorities. When call volumes are high, people take more calls,  
and when volumes are light, they do more service fulfillment tasks.

By automatically balancing agent time between real-time calls and fulfillment tasks, SaskTel 
has achieved a 10 percent increase in agent occupancy (percentage of time spent 
performing productive tasks).  

With improved agent efficiency and optimized scheduling, SaskTel has been able to more 
intelligently utilize their part-time staff to handle workload peaks – reducing overall FTE by  
15 percent.

SOLUTION
• Genesys Enterprise 

Workload Management

BENEFITS
• Improved sales productivity 

and effectiveness

• Reduced call handling time 
by 30 seconds per call

• Increased back-office 
productivity, with a 10 
percent increase in 
occupancy

• 15 percent reduction in FTE 
staffing costs

• Better service delivery 
through task/call 
prioritization 

“The Genesys solution is helping us improve our sales 
performance on the front end while protecting customer 
retention by providing a consistent customer experience. And 
because calls and tasks are now prioritized according to business 
and customer needs, we’re operating more efficiently and 
effectively than ever before.”
STEPHEN BLAYONE 
DIRECTOR, CONSUMER SALES 
SASKTEL
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Says Stephen Blayone, Director, Consumer Sales at SaskTel, “We are more efficient in how 
we respond to calls and tasks, so we can do more work with fewer people. As a result, we 
have leveled out the peaks and valleys of our workload and require less staff to achieve better, 
more consistent service levels.”

The new system benefits the agents as well:

• Agents no longer have to determine the correct next step to provision a specific service – 
the Genesys software assigns the tasks appropriately. 

• Because they handle customer calls and back-office tasks, service fulfillment agents have 
greater variety of tasks, improving work satisfaction.

• With tasks distributed based on priority, availability and skills, people know that workload 
distribution is fair – no one is “cherry-picking” the easy assignments or getting an unfairly 
difficult load.  

• With better scheduling and workload distribution, agents have more consistent schedules 
within the company’s regular operating hours.

Just-in-Time Fulfillment for Consistent Customer Service 
The Genesys solution has also revolutionized exactly when and how tasks are performed to 
fulfill service requests – creating a “just-in-time” service fulfillment model that delivers optimal 
results for the company.

Genesys distributes work based on a number of factors, including the task’s ultimate schedule 
and business priority.  When promised services are nearing their promised delivery date, 
Genesys will increase the task priority and make sure that they happen. Conversely, Genesys 
will not schedule lower-priority calls or tasks ahead of more pressing needs.

With this new rule-based prioritization, SaskTel can consistently achieve its promised service 
levels, meeting customer expectations. As any customer experience professional will confirm, it 
is more important to consistently meet expectations than to delight some customers with fast 
service and disappoint others with slower-than-expected service. The negative impact of  
a missed deadline does more damage to the customer relationship than several positive 
experiences.  

Customers also benefit from shorter call queue times, faster handling, and better first call 
resolution – the elimination of the warm transfer.

According to Blayone, “The Genesys solution is helping us improve our sales performance  
on the front end while protecting customer retention by providing a consistent customer 
experience. And because calls and tasks are now prioritized according to business and 
customer needs, we’re operating more efficiently and effectively than ever before.”

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 




