
SUCCESS STORY: B&H

Genesys PureConnect Suite  
streamlines consumer electronics 
retailer operations
All-in-one multichannel customer engagement and business communications solution 
increases operational efficiencies and improves customer service

The Challenge
B&H stakes its reputation on service and product 
knowledge, and their contact center agents and 
salespeople play a key role in maintaining those 
standards of service. When the existing PBX and 
contact center product at B&H reached end of 
life, the company saw an opportunity to further 
improve service and sales with a more feature-
rich and easy-to-manage solution.

“We had call-recording functionality, but it was 
provided by a third-party product and it wasn’t 
integrated with the rest of our contact center,” 
said Heshy Itzkowitz, B&H Telecommunications 
Manager. “In general, we wanted to streamline 
our infrastructure, while adding more 
sophisticated features.”

The Solution
As B&H searched for a new solution, 
consolidating communications systems 
was the No. 1 requirement. “We wanted a 
common telephony platform that would 
support users company-wide, so we could 
simplify system management, get more 
insights into performance and provide a 
better user experience,” said Levy Mertz, B&H 
Telecommunications Systems Manager.

B&H considered a variety of solutions, including 
several from well-known vendors; some solutions 
lacked functionality, while others were too 
fragmented architecturally, noted Mertz. After 
comparing products, B&H chose the Genesys 
PureConnect all-in-one multichannel customer 
engagement suite, including recording and 
quality management solutions.

Customer: B&H
Industry: Retail Electronics
 Location: New York City
Website: www.bhphotovideo.com

Challenges: 
Replace aging, end-of-life PBX and contact 
center product with a feature-rich, easily 
managed solution that could support both 
business users and agents.

Solutions:
• Genesys PureConnect
• Inbound
• Workforce Optimization
• Collaboration
• Analytics
• Integration

http://www.genesys.com/platform/cloud/pureconnect
http://www.bhphotovideo.com
http://www.genesys.com/solutions/business-optimization/analytics
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“In contrast to its competitors, Genesys offered 
a comprehensive, single-platform architecture, 
which meant we wouldn’t have to work with 
multiple vendors for PBX, ACD, recording and 
other telephony features,” said Mertz. “Plus, we 
could accomplish our goal of consolidating 
systems company-wide.” 

And the responsiveness of the Genesys team and 
their support resonated with B&H. “The Genesys 
salespeople were passionate about their product 
and about helping us achieve success,” said 
Itzkowitz. “With some of the other vendors, we 
felt that if we had a problem or made a feature 
request, we’d be at the end of the line. With 
Genesys, we knew we could have an impact on 
the future of our deployment. That was a big 
driver for selecting them.”

PureConnect supports all 1,000-plus B&H 
employees, giving them functionality for PBX, 
ACD, IVR, web callback, unified messaging, 
conferencing and integration with Salesforce for 
screen pops.

The Benefits
“PureConnect all-in-one architecture has enabled 
us to support both our PBX and ACD users 
company-wide via a single administrative 
interface, which has significantly simplified 
system management for increased operational 
efficiencies,” said Itzkowitz.

Shortly after deploying, B&H integrated their 
Salesforce application, which they use to manage 
business-to-business accounts, with Genesys 
PureConnect. Integrating Salesforce with 
PureConnect enables B&H salespeople to quickly 
access customer data when making or accepting 
sales calls.

“Our employees love the PureConnect integration 
with Salesforce because it saves them time, and 
information is at their fingertips,” said Jerry Zorek, 
B&H Business Development Manager. “As a 
result, we’ve increased sales efficiencies and 
improved customer service.”

The built-in call recording functionality of Genesys 
PureConnect also increases visibility within the 
B&H contact center. “We can now see all the 
properties of a call—how a caller got to an agent, 
if the call was transferred and who hung up the 
call,” said Itzkowitz. “This visibility has helped us 
increase contact center efficiency and 
performance. PureConnect benefits reach across 
both our enterprise and contact center, and have 
confirmed that we definitely made the right 
decision, and we’d do it again.”

“PureConnect all-in-one 
architecture has enabled 
us to support both our 
PBX and ACD users 
company-wide via a single 
administrative interface, 
which has significantly 
simplified system 
management for increased 
operational efficiencies.”

Heshy Itzkowitz 
Telecommunications Manager, B&H

Benefits:
• Single-user interface for business 

communications and customer 
engagement improved operational 
efficiency.

• Integration with Salesforce simplified 
access to customer data for greater 
personalization and faster service.

• Contact recording and quality 
monitoring boosted agent efficiency and 
performance.
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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

Genesys and the Genesys logo are registered trademarks of Genesys. All other company names and logos may be trademarks  or 
registered  trademarks of their respective holders. © 2017 Genesys. All rights reserved.

About B&H Foto & 
Electronics Corp.
B&H Foto & Electronics Corp. (B&H) opened 
its original storefront in New York City in 1973. 
It grew from a small photography shop in 
Manhattan’s financial district to a major supplier 
of photo, video, and audio equipment based on 
its reliable service, verity of quality products, large 
inventory and competitive pricing. 

B&H has continued to expand its offerings with 
new lines of computers, home entertainment 
and consumer devices, which led to the opening 
of its 34th Street superstore and its online shop 
at www.bhphotovideo.com. Today, B&H sells 
over 300,000 products to customers in over 100 
countries with a world-class reputation for price 
and outstanding service.

“Our employees love the PureConnect and Salesforce integration 
because it saves them time, and information is at their fingertips.      
As a result, we’ve increased sales efficiencies and improved   
customer service.”
Jerry Zorek, Business Development Manager, B&H

RESULTS

Visibility 
from call recording increased contact 
center efficiency and performance

Integration
with Salesforce saves employees time 
and improves customer service

Single Interface
simplifies management and provides 
operational efficiencies


