
Slovak Telekom Optimizes Workload 
Management to Improve Customer Service 

SUCCESS STORY

Slovak Telekom, the largest provider in Slovakia, wanted to overhaul its customer service 
operations and improve the customer experience. In a bid to reduce costs, meet service level 
agreements, increase agent effectiveness, and boost customer satisfaction levels in its mobile 
operations — the company turned to Genesys.

AT A GLANCE
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www.slovaktelekom.sk 
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Seeking a Competitive 
Advantage
Slovak Telekom offers voice and data 
services, as well as provides broadband and 
operates the digital TV Magio service. It also 
has a reputation for innovation: it was the 
first company to bring MMS and Blackberry 
to Slovakia.

Even though the company leads the market, it 
is coming under increasing pressure from 
rivals. Slovakia has a population of just 5.4 
million and the mobile market is reaching satu-
ration. Nearly 90 percent of the market in the 
towns and cities is already covered, so the 
challenge for any service provider seeking to 
gain a competitive advantage is to manage 
costs, improve customer service, and boost 
employee productivity and satisfaction.

In an attempt to communicate its customer 
service intentions, the company committed 
publicly to certain levels of service. However, 
they were hindered in reaching identified 
goals because tasks were being distributed 
and managed manually with no clear view of 
service levels, employees’ availability, or utili-
zation of agents. They had also been unable to 
centrally manage skills and individual skill levels 
for calls and tasks in one distribution system. 
The company was hungry for ideas on how to 
improve productivity and create standout 
customer service.  

Improving Employee Work 
Processes
Slovak Telekom had already implemented 
various Genesys solutions, including Genesys 
Inbound Voice and Genesys Workforce 
Management (WFM). Therefore, it was a 
natural progression to introduce Genesys 
intelligent Workload Distribution (iWD) — a 
key product of Genesys Enterprise Workload 
Management — to the company’s mobile 
operation. Slovak Telekom was already 
convinced about the performance, 
transparency, and quality improvements iWD 
could bring to the contact center, and also 
believed it be a great fit for the back office.

Getting the Vice President of Customer 
Service involved helped escalate the idea, 

with iWD’s productivity and Service Level 
Agreement (SLA) guarantees capturing the 
attention of senior management. From there, 
the two parties started business discussions 
to examine their existing task distribution 
process and how it could be improved by 
iWD. The sales process took place in two 
phases, starting with a trial before full roll-out, 
and was completed within seven months.

Simplification is key
Slovak Telekom knew it had a challenges — 
in that there was no clear view of service 
levels; manual processes had created a 
system where supervisors struggled with 
manually monitoring and managing SLAs and 
workloads; and agents were ‘cherry picking’ 
which tasks they wanted to work on — and 
was prepared to tackle them. 

The scale of the problem only became 
evident once Genesys opened up the task 
catalogue: there were 2,100 different 
task-type classifications, which had grown 
historically over a 10 year period. The key 
assignment was to simplify and map these 
classifications in order to create a structure 
that could be managed by 350 agents with 
just 50-70 skills.

Transforming operations
In the year since implementation, front- and 
back-office operations have been 
transformed. Tasks are now prioritized based 
on process value and due date, and 
automatically ‘pushed’ and distributed to 
available, appropriately skilled agents, as 
opposed to agents self-selecting their choice 
of easier tasks. Now there is a steady flow of 
work based on business objectives and the 
business value of each task. 

Voice and non-voice contacts are fully 
blended, meaning that agents work across a 
mix of all tasks, and there is integrated 
real-time monitoring and historical business 
data available to help managers with forward 
planning. Spare capacity in the back office is 
being used during peak call times, leveraging 
automatic blending between calls and tasks, 
and now certain SLAs are also being 
managed automatically.

CHALLENGES
•	 To	increase	the	utilization	

of agents and full-time 
employees, and better le-
verage capacity during peak 
periods across organiza-
tional units 

•	 To	ensure	automatic	priori-
tization and distribution of 
workload across non-voice 
and voice tasks

•	 To	create	online	monitoring	
and control over task 
distribution and handling 
to prevent agent ‘cherry 
picking’ 

•	 To	measure	task	processing	
handling times as a base for 
agents’ variable pay 
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Improving Motivation, Increasing Satisfaction
Outwardly, the immediate business benefit of the implementation has been to shorten the 
time required to meet certain SLAs, with faster end-to-end task completion rates and 
durations. This has allowed Slovak Telekom to improve its public promises, which has 
strengthened its marketing message. It also provides it with a leadership position within 
the telecom sector.

All of this has had a positive impact on employee morale for both the agents and the 
supervisors. There had been concerns that the greater transparency and the ‘push’ model 
afforded by iWD would dampen motivation; however, the opposite has proved true. 
Supervisors, with clear criteria and real-time figures to work to, are no longer seen as 
enforcers, and have taken a greater role in coaching now that they are free of manual task 
distribution and SLA management. Agents, who no longer have to manually schedule and 
revisit tasks, or plan a diary of work, are free to deal with tasks and reach a resolution, 
which has in turn lowered stress levels.

Performance-related pay has also been reworked. Under the previous system, agents 
could receive bonuses for taking on complex tasks. This resulted in large variations in 
agents’ pay, and led some agents to ‘game’ the system — picking off easy targets to  
earn more money. The new system is more equitable, and more focused on individual  
task outcomes.

With the Genesys solution, agents no longer need to rush through tasks before finishing a 
shift; instead they can leave knowing iWD will place the task with the next available agent. 
They can also now ‘snooze’ certain tasks (to be picked up at a later date) or book an 
automatic call-back via iWD for a skilled agent. “The most popular functionalities from the 
agents’ point of view are the scheduling and ‘snoozing’ of the task,” says Michaela 
Prajslerova, Call Center Manager, Slovak Telekom. “Agents don’t have to remember, or 
refer back to, their personal notes to manage their promised follow-ups, or manually set 
date and time reminders. Genesys iWD makes sure we distribute tasks, reminders, and 
follow-ups at the right time to the appropriate agent.”

Since implementation, solved cases are up from 350,000 to more than 500,000 (a 43 
percent increase) and the number of tasks handled increased from 64,000 to 81,000 (a 
26 percent increase) using the same number of agents.  SLAs for ‘nonfunctional’ tasks 

BENEFITS
•	 Route	backlogged	work	to	

available workers during peak 
task periods

•	 Optimize	use	of	all	agents,	
which has decreased customer 
wait times

•	 Objective-driven	distribution	
ensures that the right task is 
distributed to the right agent, 
at the right time

•	 Service	Level	Agreements	
(SLAs) are automatically 
adhered to by prioritizing tasks 
based on business value 

•	 Managers	are	freed	to	coach	
rather than remain mired in 
manual planning, queue moni-
toring, and task distribution 

•	 Customer	service	complaints	
are down 26 percent; service 
levels have improved by 19 
percent on average across all 
tasks; ‘solved’ activities have 
increased by 43 percent — 
from 350,652 to 502,913; 
and agent capacity has in-
creased by eight percent

SOLUTION
•	 Genesys	Enterprise	 

Workload Management 

“The most popular functionalities from the agents’ point of view are 
the scheduling and ‘snoozing’ of the task.  Agents don’t have to 
remember, or refer back to, their personal notes to manage their 
promised follow-ups, or manually set date and time reminders. 
Genesys iWD makes sure we distribute tasks, reminders, and 
follow-ups at the right time to the appropriate agent.” 
MICHAELA	PRAJSLEROVA,	 
CALL	CENTER	MANAGER,	 
SLOVAK TELEKOM
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have been reduced by eight percent, service complaints are down 26 percent, and SLAs have 
been improved by 19 percent on average across all task types. 

At the same time, the company increased its Full Time Equivalent (FTE) employee capacity by eight 
percent. “Thanks to Genesys iWD, we can now leverage the saved capacity to enjoy greater 
flexibility and efficiency in the planning and management of additional sales activities, for example, 
following-up on leads. Supervisors’ capacity, previously used for operational management, is now 
used for people management. We’ve been delighted with the business results,” concludes Heckova.

Next Steps
With Genesys Enterprise Workload Management up and running across the mobile part of their 
business, the plan is to now see whether the same benefits could also be realized if the solution 
was to be implemented in other sides of the business as well. 

“Thanks to Genesys 
iWD, we can now 
leverage the saved 
capacity to enjoy 
greater flexibility 
and efficiency in  
the planning and 
management of 
additional sales 
activities, such as 
following-up on 
leads. Supervisors’ 
capacity, previously 
used for operational 
management, is 
now used for 
people manage-
ment. We’ve been 
delighted with the 
business results.” 
MARGITA	HECKOVA,	 
CRM	DEVELOPMENT	
MANAGER, 
SLOVAK TELEKOM
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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 


