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Welsh Water transforms 
its customer service strategy  
with Genesys
Genesys keeps leading utility company ahead of the game

Seeking integrated 
omnichannel interactions
Welsh Water provides drinking water and 
wastewater services to Wales and parts of west 
England. Piping 200 million gallons of drinking 
water to 1.2 million households and 100,000 
businesses daily, it’s the sixth-largest such utility 
in the UK. As its customers were increasingly 
seeking digital interactions, an omnichannel 
contact center was needed for an integrated 
customer experience.

Other challenges included improving reliability 
through system redundancy. Meanwhile, 
separate operations and finance solutions from 
two different suppliers were difficult to support. 
Poor integration made reporting across the two 
platforms difficult. Additionally, the call center 
was location-bound; its expansion was restricted 
by the limits of the existing building.

Conferring customer  
call-handling confidence
The company could see that achieving its 
customer service aspirations meant more than 
just faster response times to the 1.2 million calls 
received each year. The system had to assure 
excellent responsiveness and improve first 
contact resolution by helping reduce the number 
of interfaces.

Tim Hughes, Head of Performance and Customer 
Service, said: “Our contact center has to handle 
a huge volume of calls and we need to give our 
customers confidence we’re dealing with their 
inquiry as efficiently as possible. My ideal is a 
service incentive mechanism with processes that 
actively encourage ownership and accountability.”

Customer: Welsh Water (Dŵr Cymru)
Industry: Utilities
Location: Treharris, Wales
Contact center agents: 600
Challenges: 
• Improve quality of service and  

first call resolution
• Introduce digital customer 

communication channels
• Reduce support costs and improve 

management information
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After a competitive tender, the company chose 
Genesys. Among many other benefits, it would 
insure full integration with the company’s existing 
SAP CRM system. “Genesys provided a fully 
integrated solution,” added Tim. “We chose them 
because of the maturity of their products, which 
meant we could see a clear future roadmap.  
Also, their substantial utility sector experience 
proved they can solve the unique issues facing 
water companies.”

Right-first-time routing, 
organization-wide
The Genesys system’s flexible architecture  
allows simple addition of sites and easy 
reorganization of agents. At the outset, Welsh 
Water made a commitment that migration to the 
new system would have no negative impact on 
customers. The contact center was relocated  
to a new building with space for expansion  
and reorganization.

The core of the system is the Genesys 
Customer Experience Platform, which has 
been implemented across the entire customer 
service organization. This manages customer 
calls intelligently so they’re immediately routed 
to the right resource. The solution manages all 
calls via Genesys Inbound Voice and Genesys 
Outbound Voice. The latter allows automated 
bulk campaigns like debt collection.

Reporting is handled using Genesys Info Mart, 
together with Genesys Interactive Insights and 
Genesys Workforce Management (WFM). These 
reporting tools help managers review information 
across the whole system. An easy-to-use 
interface makes training and support simple. All 
agents navigate the system using the Genesys 
Agent Desktop.

Empowering service 
incentives
Promoting agile working and allowing agents 
to take ownership of issues from beginning 
to end enables service incentive mechanisms. 
Operational efficiency is achieved by insuring the 
right resource levels are available for projected 
call volume peaks and troughs. Agents are 
less stressed and can focus on delivering great 
service to each customer, no matter the nature 
of their call.

The phased migration of the 600 contact center 
staff saw training carried out one week before 
each agent changed to the new Genesys system. 

“The company worked seamlessly throughout the 
implementation,” said Tim Hughes.

Future proofing  
A massive Genesys-powered transformation is 
seeing Welsh Water drive forward the next steps, 
which include evolving digital communications 
channels like email and webchat.

More proactive customer contact will include 
actively reaching out to customers to set-up 
engineering appointments, sending reminders of 
appointments or payment dates, and enabling 
customer call-backs for those unable to wait on 
hold. In addition, informing customers of outages 
and incidents via IVR will free-up agents to deal 
with more time-critical activities.

Colin Whitby, Head Contact Strategy at Welsh 
Water, concluded: “The new Genesys system is 
a lot more flexible and can grow as we need it to. 
The controls are a lot closer to the business user, 
and we don’t have to employ specialists in the IT 
department to configure it for us.”

Solutions:
• Genesys Customer Experience Platform
• Genesys Inbound Voice
• Genesys Outbound Voice
• Genesys IVR
• Genesys Info Mart
• Genesys Interactive Insights
• Genesys Workforce Management
• Genesys Agent Desktop
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ABOUT GENESYS

Genesys® powers more than 25 billion of the world’s best customer experiences each year. Our success  comes from 
connecting employee and customer conversations on any channel, every day. Over 10,000 companies in more than 
100 countries trust our #1 customer experience platform to drive great business outcomes. Genesys on-premise 
and cloud solutions are built to be fluid, instinctive and profoundly empowering. Combining the best of technology 
and human ingenuity, we work the way you think.

Visit us at genesys.com or call us at +1.888.436.3797
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RESULTS

Improved call 
resolution  
rates and customer service

Omnichannel 
communication 
allows choice of most convenient 
contact method

Call-backs 
at busy times offer superior 
customer service

Agile working 
insures  
agents are optimally utilized

“The new Genesys system is a lot more flexible and can grow as  
we need it to. The controls are a lot closer to the business user, and 
we don’t have to employ specialists in the IT department to configure 
it for us.”
Colin Whitby, Head Contact Strategy, Welsh Water 

http://ww.genesys.com

