
SUCCESS STORY: BANZAI

Making eCommerce Run 
More Efficiently With a Personal Touch
Italy’s Leading Online Retailer Entrusts Genesys to Support 
Over 18 Million Monthly Customer Transactions

Merging Functions for 
Unified eCommerce
Spectacular growth propelled Banzai. Having 
started out selling IT products, it has the largest 
share of the lucrative Italian white goods market 
with 70 collection points in 60 towns.

On average Banzai serves more than 18 million 
customers every month, fulfilling over one million 
orders with a combined value of €160 million. 
This success owes much to a decision made four 
years ago when the company chose to merge 
logistics, distribution, and customer service.

Chief Operating Officer Alessandro Cernigliaro 
said, “Back then, our people, systems, and 
contact centers worked independently. There  
was a lack of cohesion and integration.”

Now its core business, the ePrice and Saldiprivati 
eCommerce sites run on a Genesys Customer 
Experience Platform.

Ensuring Revenues 
Outstrip Costs
Banzai had a clear vision from the start.  

“We wanted to optimize our processes to  
make sure revenue grew more than costs,” 
Cernigliaro explained. “That meant increasing 
multi-channel capability, achieving greater 
workforce automation, and offering a better 
service to our customers.”

The two websites attract specific types of 
shoppers and have different call/web order 
ratios. ePrice offers more than 600,000 items 
and domestic appliances. Agents streamline 
customer journeys through all stages: selection, 
purchase, and home installation. When a 
customer browses Saldiprivati it’s often because 
they don’t want to miss out on flash sales and 
value for money purchases.

Customer: Banzai
Industry: eCommerce operator
 Location: Italy
Company Size: 400 staff
Agents: 30 agents

Challenges: 
• Move to multi-channel contact center
• Distribute work more efficiently and fairly
• Drive customer loyalty 

Solutions:
• Genesys Customer Experience Platform
• Genesys Digital Engagement
• Genesys Enterprise Workload 

Management

Editions:
• Business Edition Premise
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Improved NPS 
based on multi-channel, personalized 
customer service

Full control 
over key performance indicators, 
escalations, and recalls

Waiting times 
cut by 50% 
while agent productivity increased by 15%

Managing Conversations 
Across Multiple Channels
Banzai had a passive CRM system. It profiled 
customers using telephony and automated 
call distribution systems. Delayed orders could 
not be intercepted. It was hard to manage all 
agents. And they were reluctant to deal with 
complicated cases.

Now, agents manage customer conversations 
seamlessly across multiple channels from one 
desktop application. And Banzai has full control 
over key performance indicators, escalations, 
and recalls.

“Before, we were not able to measure much,” 
said Cernigliaro. “With Genesys, I can measure 
everything. We have halved the waiting times 
for phone calls and e-ticket answers. So fewer 
people abandon the queue. And our agents are 
15% more productive.”

Empathy Increases  
Customer Loyalty Assisted  
by Proactive Contact
Workflow automation has added a more personal 
touch to customer service. “We might want to 
route a request from a person who bought, or 
is considering buying, a washing machine to an 

agent who is using the appliance every day,” said 
Cernigliaro. “Similarly, orders for IT equipment 
and mobile phones are matched with tech-savvy 
agents. When this happens, customers are 
reassured and become very loyal.”

In addition to transforming measurability and 
resource utilization, the Genesys Customer 
Experience Platform has contributed towards  
an improved net promoter score (NPS).

Being able to track transactions in near-real time 
has had a positive impact. For example, if an 
order is delayed, the Genesys solution generates 
an alert. The agent then proactively contacts the 
customer to ask if they would prefer to wait or 
change their order.

Moreover, Banzai is able to quickly switch from 
a pull model, where agents answer incoming 
inquiries, to a push model, where the Genesys 
solution triggers a specific action.

“I was worried that our agents might react 
negatively,” concluded Cernigliaro. “Surprisingly, 
it didn’t happen. The new process was actually 
what they wanted: to be guided and have fairer 
and more organized workflows.”

Banzai is currently looking to develop its contact 
center further with the introduction of new 
channels, such as social and mobile.

“With Genesys, I can measure everything. We have halved  
the waiting times for phone calls and e-ticket answers.  
So less people abandon the queue. And our agents are  
15% more productive.”
Alessandro Cernigliaro, Chief Operating Officer, Banzai


