
ZON Improves Customer Experience  
with Genesys Solutions for Virtual  
Customer Service

SUCCESS STORY

When Portugal’s largest ‘triple play’ operator was spun off from its parent, the company 
found it needed to quickly replace the contact center platform it had inherited. ZON turned 
to Genesys to fulfill its virtual customer service requirements.

AT A GLANCE

ZON
www.zon.pt

Industry:  
Entertainment, Media  
and Publishing

Revenues: 
Around €870 million  
(for the parent group  
ZON Multimedia – 2010)

Number of Customers:  
1.6 million

Numbert of Agents/staff: 
1,800 at eight locations
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Building New Foundation
ZON is Portugal’s leading provider of Triple 
Play (Pay TV, broadband, and fixed and 
mobile telephony). With around 1.6 million 
subscribers to its services, the company 
needed a way to deliver consistently great 
customer service on a large scale.

When ZON was spun off from Portugal 
Telecom in 2007 it was still using IT systems 
— including contact center solutions — 
provided by its former parent company. 

“We needed to put our own systems in place 
and had to start from scratch,” explains 
Fernando Fonseca, Customer Care Technical 
Manager at ZON. “Previously each location 
had its own system. This made it very difficult 
to report across locations or to set up new 
structures that worked the same way at 
each site. We wanted to be able to roll out 
the same solution and processes everywhere 
and we knew a software-based solution 
would make it easier to do that. It also would 
make it easier to create a virtualized contact 
center where calls could be routed to agents 
in any location. This would allow us to 
improve the efficiency with which calls could 
be handled and reduce handling times, 
because the probability of an agent being 
available increases, compared with a set-up 
where each location has its own queue.”

It also was necessary to integrate the contact 
center solution with ZON’s Siebel Customer 
Relationship Management (CRM) system 
and to improve communication with 
customers by making better use of interac-
tive voice response (IVR) and self-service 
solutions. “Our IVR solution at that time was 
separate from our telephony solution and we 
didn’t have advanced IVR functionalities,” 
Fonseca explains. “We only had simple IVR 
that categorized the calls and placed them in 
different queues based on the service.”

“Because we didn’t have much time to get a 
solution in place, we chose the vendor with 
the best existing customer references and 
greatest experience in IP-based contact center 
solutions. That was Genesys,” says Fonseca. 

“Having the platform working in time was very 
important to us and implementing Genesys 
offered the best insurance against the risks in 
the project.”

Deploying the Solution
Another deciding factor, says Fonseca, was 
the level of support Genesys could provide, 
and because the solution came from a 
software background, while the two other 
vendors ZON shortlisted were adapting 
hardware-based systems to the IP world or 
didn’t have the experience and references 
needed. In addition, “Genesys already had a 
large customer base with diverse needs, so it 
really understood what customers needed. 
We knew it was integrating with, and putting 
on its roadmap, the functionalities that we 
would want.”

The initial deployment of the Genesys Virtual 
Customer Service solution, running over an 
Alcatel-Lucent IP-based network, took around 
nine months at the first site. Once deployed, 
ZON was able to roll out to other sites very 
quickly. “For example, we were able to set 
up a location with around a thousand users in 
just a month,” Fonseca says. “That kind of 
speed is only possible with this kind of 
technology.”

Genesys Professional Services advised on 
how best to implement the solution, and 
provided direct consultancy to ZON. 

“Genesys helped us understand what was 
happening in the market globally and what 
its other customers were doing, how they 
were doing it, and the benefits they were 
getting. That was helpful in giving us ideas 
and information to support our decisions 
about how to move forward,” Fonseca says. 

Genesys has now rolled out to eight locations, 
supporting 2000 agents taking around 
50,000 inbound calls each day, as well as 
handling e-mails. A further 400 agents are 
making outbound calls. The eight locations 
are linked as a virtual contact center, with 
inbound calls now divided based on the 
specific customer requirements, rather than 
the location they’re calling from. Calls are 
then routed from central queues to the next 
suitably skilled agent available in any of the 
locations. Genesys Voice Platform (GVP) is 
used to direct calls to the appropriate queue 
using tone-based IVR and has also allowed 
ZON to introduce self-service for some 
queries. In the contact centers, agents use  

CHALLENGES
•	 Improve	the	quality	of	ser-

vice provided to subscrib-
ers and increase customer 
satisfaction

•	 Standardize	solution	across	
all sites

•	 Improve	efficiency	of	call	
handling and reduce han-
dling times

•	 Seek	a	technology	that	was	
flexible and scalable, with 
the capability to integrate 
existing CRM

•	 Implement	a	completely	
new IT infrastructure, in-
cluding a virtualized contact 
center, so that calls could 
be routed to any location

•	 Real-time	reporting	on	key	
performance indicators 
(KPIs) for call queues

•	 Solution	to	be	delivered	
against a tight timeframe
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IP-based soft phones to take calls, while NICE voice recording, a third-party solution, has 
been seamlessly integrated with Genesys to allow inbound calls to be recorded and stored 
for three months.

Mirrored architecture provides resilience
Behind the scenes, ZON has created a technical architecture based on mirroring its 
Genesys implementation across two data centers in Lisbon and Oporto. “This gives us a 
great deal of resilience,” Fonseca explains. “If one of our data centers goes down, or if 
there is a problem with the data network, the other can continue to process calls, and 
Genesys SIP allows that to happen without the agents in our various physical contact 
centers noticing the switch. In addition, having two data centers allows us to size each of 
them to handle about 75 percent of peak workload. The second data center can take up 
the slack at our busiest times, allowing us to avoid implementing a lot of spare capacity 
that’s mostly unused.”

Reporting keeps ZON in control
The reporting provided by Genesys is a key element of the solution, with three levels of 
reporting allowing ZON to keep control of its operations. Wallboards displayed on monitors 
provide real-time reporting on key performance indicators (KPIs) for call queues. These 
are primarily used by agents and supervisors in the contact centers, but also allow 
Fonseca and his team to see at a glance the performance of each location. Genesys CC 
Pulse delivers real-time reporting on more complex issues, such as the number of calls 
being transferred from one service queue to another, giving ZON greater insight into, and 
control over, its operations. Finally, a third-party product, Hyperion, is used to provide 
in-depth analysis and to report on historical data from Genesys.

ZON also has been able to achieve its goal of standardizing operations in all of its contact 
centers and rolling out any changes to everyone at the same time because the solution 
resides completely on the servers in the data center and not on handsets or other 
hardware at the contact centers. “In the past, we had to implement those kinds of 
changes on each platform at each location, so it would be time consuming, complex and 
would probably be implemented in a slightly different way on each of the various systems 
we had,” Fonseca points out. “With Genesys SIP Server, it typically takes a tenth of the 
time it would have taken using a traditional hardware-based solution. It’s the same 
everywhere, and we can deploy to all agents in all locations at the same time.”

Genesys Virtual Customer Service solution easy to maintain
A software solution also is easier to maintain and upgrade over the long term. “With 
Genesys SIP Server software-only solution, we can add layers of functionality while 
keeping in place what we already have and without losing or having to re-implement any 
of our previous customization,” he explains.

ZON is now better prepared to respond to immediate business needs, whether that’s 
increasing the number of agents using the system, setting up a contact center in a new 
location, adding new features, reorganizing teams to support new products or changing 
the way existing products are supported. 

SOLUTIONS
•	 Genesys	Virtual	Customer	Service

•	 Genesys	Outbound	Voice

•	 Genesys	CCPulse

 - ICON for generating CDRs  
  for voice

•	 Genesys	Voice	Platform	(GVP)	
with Loquendo, DTMF and  
voice applications

•	 Third-party	products	integrated	
with the Genesys platform

 - Siebel CRM (through Gplus)

 - Hyperion

 - NICE recording (using SDK)

•	 Genesys	SDK

•	 Genesys	Gplus	Adapter	for 
Siebel CRM

“Genesys provides  
user-friendly tools that 
make it easy for 
business users to make 
changes to the solution 
and the way it 
supports the business, 
so we no longer need 
programmers and 
technical specialists  
to do that.”
FERNANDO FONSECA 
CUSTOMER CARE TECHNICAL 
MANAGER, ZON
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Improved Service, Reduced Cost
ZON has seen a number of efficiency improvements since introducing Genesys. With the 
business operating out of several buildings, Fonseca estimates that by virtualizing the contact 
center operations so all calls are routed from a single queue, the company now realizes a ten 
percent cost saving (compared to having queues at each location).

ZON also has reduced call handling times by using computer telephony integration (CTI) and 
caller identification to automatically present agents with customer details. It estimates a 30 
second reduction in average inbound call handling times. Smart routing also reduced the number 
of transferred calls between queues by five percent. Both these features have a positive impact 
on customer satisfaction.

By moving from manual to automatic dialing, ZON saw costs in its outbound operations fall by an 
average of 50 percent. Having a blended environment, agents are automatically presented with 
inbound calls during peak periods, with idle periods now used to run less urgent outbound 
campaigns. This flexibility allows ZON to maintain a consistent service level at all times and 
decrease the cost of outbound campaigns (for example, costs for a ‘Welcome Call’ campaign for 
new customers were halved).

The adaptability of the Genesys environment also allows ZON to easily enhance interactions with 
customers. For instance, integrating the CRM and IVR provides 20 percent of callers with self-
service options, a number that continues to grow. Or, when new legislation in Portugal obliged 
companies to return calls to customers waiting more than 60 seconds, ZON was able to adapt 
their Genesys solution for half the cost a traditional system would have required.

A final benefit is that Genesys helps ZON to manage its contracts with the independent service 
providers who handle day-to-day management of its contact centers, including recruitment and 
training of agents. “We provide outsourcers with an indication of the number of calls they should 
expect to handle, the processes and the scripts to use,” Fonseca explains. “I can then use 
Genesys to evaluate whether each outsourcer is handling the expected number of calls, the quality 
of service they’re delivering in terms of how quickly calls are handled, and customer satisfaction.”

With ZON continuing to lead the way in Portugal, expanding into other territories and new 
service offerings, the flexibility, scalability and speed of deployment provided by Genesys will 
allow the company to continue to grow and thrive. As Fonseca points out, “ZON can develop 
the business as it wants without being held back by the time and effort involved in deploying 
the supporting technology.”

“We chose the 
vendor with the 
best existing 
customer refer-
ences and greatest 
experience in 
SIP-based contact 
center solutions, 
and that was 
Genesys.”
FERNANDO FONSECA,  
CUSTOMER CARE  
TECHNICAL MANAGER, ZON

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.
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