
Delivering Exceptional, Enterprise-scale 
Customer Service
How an Online Retailer Integrated Email, Phone, and Chat

JM Bullion is a leading online retailer of gold and silver products. In a market where competitors 
all sell the same commodity, JM Bullion sets itself apart with unmatched customer service. 

In order to integrate previously disparate voice, email, and chat channels, JM Bullion turned to 
Genesys to create a one-stop shop for agents. With this multichannel approach to customer 
experience (CX), agents can now handle customer inquiries across any channel, which has 
improved communication, efficiencies, and response times. Thanks to exceptional customer 
service and a growing customer base, JM Bullion is quickly gaining on the market leader.

Siloed Channels Led to Long Wait Times, Agent Inefficiency
Previously, JM Bullion used three different providers for voice, email, and chat channels, which 
created siloed applications that lacked integration with the company’s CRM system. Customers 
faced wait times of up to 20 minutes, and during peak periods, the entire phone system 
would often crash.

The company’s email system also had limitations. Since it was set up for agents to voluntarily 
answer emails in between voice interactions, the way agents responded to customer inquiries 
by channel was inconsistent. For example, emails with the toughest issues were frequenlty left 
in the inbox overnight. In addition, some agents would take care of 50 emails a day between 
calls, while others never logged into the email system at all.
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CHALLENGES
• Siloed voice, email, and 

chat systems

• Hold times of up to 20 
minutes, which led to 
the entire phone system 
crashing

• Inability of agents to 
seamlessly multi-task 
across multiple channels

• Lack of flexibility for 
management to efficiently 
distribute workload

“The only way to truly scale is by empowering each individual to handle 
every scenario possible without having to transfer.” 

Thomas Fougerousse
Vice President of Operations
JM Bullion
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SOLUTIONS
• Inbound Voice Engagement 

Center

• Notification Center

• Self-Service IVR

• Digital Engagement Center

• Interaction Analytics

• Outbound Engagement 
Center

BENEFITS
• Improved CX that drives 

competitive advantage

• Shaves several seconds off 
each call through integration 
with CRM

• Dramatically cuts 
management time spent on 
work distribution, freeing 
resources to focus on QA

• Saves several hours per 
day otherwise spent on 
outbound calls for late 
payment reminders

• Handles 25% more call 
volume with only 3 new 
agents

• Email response times 
reduced by 10 hours

• Transfer rate reduced from 
8% to 3% 

• Average Speed to Answer 
down 30 seconds

Chat presented the same challenges, so supervisors had to pull agents away from 
phone interactions to respond to chat inquiries as needed. 

“The system wasn’t working,” said Thomas Fougerousse, Vice President of Operations. 
“We had to monitor each channel from a different dashboard, and the whole process 
required too much micromanaging.”

Every Agent, Every Channel, One Interface
Instead of managing which agent is working on which channel by the hour, JM Bullion 
simplified the process by tying together email, phone, and chat in a single platform. With 
Genesys Premier Edition, a virtual contact center built on the cloud, JM Bullion has the 
flexibility to use every agent across every channel, while enabling agents and 
supervisors to manage all facets of the contact center from a single web interface.

Agents no longer need to log in to different systems to switch between channels. Based 
on availability, priority, and skills assigned to each agent, calls, emails, and chats are 
automatically distributed. When an agent isn’t on the phone, they automatically receive 
an email or chat, removing the uncertainty of who is handling each inquiry.

“It’s the epitome of automation and standardization. I can’t think of a more efficient way 
this could be done,” said Fougerousse.

Now, agents are more productive and feel that their work has purpose. They can see 
their customer service statistics for the first time, which has agents vying for bragging 
rights and sharing screen shots of their desktops via their internal chat system. The 
friendly competition is encouraged by Fougerousse, who recently offered an Apple iPad 
to the agent with the best quarterly numbers.

Efficient Work Distribution, Improved Quality
The single dashboard supervisor view into every channel has eliminated the need to 
micromanage work distribution, saving time and freeing resources for more important 
tasks such as QA and coaching. 

JM Bullion is taking advantage of call recording (which they didn’t have previously) to 
train agents and is starting to grade email and chat interactions as well, based on new 
insight gleaned from Genesys. Holistic reporting from a single dashboard eliminates the 
need to log in and out of three different systems and offers visibility into agent 
performance. This enables managers to set benchmarks, understand what to reasonably 
expect from agents, and implement best practices aimed at improving utilization and 
productivity.

“Through the Genesys reporting interface, I have insights into trends and can tell how 
much time our agents are available to contact. This used to be something I’d have to 
anecdotally form opinions about,” said Fougerousse. “Now I have averages and trends 
for our whole workforce and can define productivity.” 

“It’s the epitome of automation and standardization. I can’t think of 
a more efficient way this could be done.”

Thomas Fougerousse
Vice President of Operations
JM Bullion
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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

These realizations also revealed that JM Bullion needed to address their transfer rates. The 
company selected ProcedureFlow from Genesys AppFoundry, which maps visual 
workflows and scripts for every call transfer scenario—from a basic status call to a 40-step 
fraud evaluation procedure for high-risk orders. Using these solutions to improve 
measurement and subsequent agent training, JM Bullion reduced their transfer rate from 
8.8% to 2.8%.

“The only way to truly scale is by empowering each individual to handle every scenario 
possible without having to transfer,” said Fougerousse. 

New Contact Center Functionality, New Customer Experience 
Value 
Only months into using the platform, JM Bullion continues to find new ways to leverage 
Genesys functionality to improve the CX. For example, integration of their CRM system 
enables agents to receive a pre-call screen pop with detailed, contextual customer 
information and order history based on the caller ID. This eliminates tedious customer 
verification and enables agents to address inquiries much faster. The firm also utilizes the 
powerful routing engine to ensure VIP customers are sent to the front of the queue. 

In addition, JM Bullion has automated the manual process of calling customers about late 
payments. As soon as the list of late accounts is imported into the system, calls are 
automatically placed to customers, and a recording is played. Customers can then opt to 
be connected to a live agent or simply hang up. In the past, the company handled this 
process manually and had to leave voicemails 80% of the time. This new feature saves 
several hours of time each day.

JM Bullion is considering expanding their Genesys platform in the near future to include 
post-call surveys, Salesforce CRM integration for the sales team, and self-service 
automation for even faster order processing. 

“We have the foundation. Now we’ll continually refine things so we can keep raising the 
bar on the level of service we provide to our customers,” said Fougerousse.

Winning with Rapid Personalized Customer Service
Since implementing Genesys Premier Edition, JM Bullion has been able to handle 25% 
more call volume using only three new agents—all while maintaining the same average 
speed of answer for voice and chat and significantly improving email response times. 

One customer shared in a recent review, “The service was fast. I think JM Bullion goes 
out of its way to make sure that its customers receive a good service. I’m very content 
with the service. I’m planning to buy more from them.”

JM Bullion has an A+ rating with the Better Business Bureau and more than 115,000 
Shopper Approved reviews. Empowering every agent to handle any inquiry in any 
channel has reduced transfers and increased customer satisfaction. 

Compliments such as,  “Excellent service—the best yet,” “Impressed with 
communication on order,” and “seamless, as usual,” illustrate how the company has built 
such a loyal customer base.


