
Skylark Restaurants Serve Up Smooth and 
Speedy Order Service to Hungry Customers
The Genesys Customer Experience Platform Enables Increased Productivity 

Skylark Group began in Japan in 1970 as a family restaurant and has expanded nationwide with  
a range of Western, Chinese, and Japanese restaurants such as Gusto, Bamiyan, Jonathan’s, and 
Yumean. The company leads the industry in the number of restaurants, and was the first to start 
a food delivery service in 1998.

Currently, the Skylark Group operates the home delivery service from more than 880 restaurants 
across Japan, centered on Gusto, Bamiyan, and Jonathan’s (as of April 2015), and they continue 
to expand the number of restaurants and sales. One key feature of the business model is that 
customer orders are not handled by each store but by two call centers in Japan with 270 seats. 
In addition to the order information, order status, such as cooking and delivery, is shared between 
the call center and the store, creating a system where both sides are completely linked—a major 
differentiator from competitors. To process the 5.7 million annual orders accurately, promptly, and 
with the customer service experience that is consistent with restaurants, Skylark takes advantage 
of Genesys skills-based routing.

Instant Growth in Food Delivery Business through Transformation of 
Restaurant Operation and Call Center

“In the call center, we value three things: not making the customer wait on the phone, receiving 
the order without mistakes, and giving pleasant service from the customer’s point of view,”  
Mr. Norihiko Isa, Room Service Operation Group Director. “Basically, it is in the same spirit as  
table service. We have come to place importance on not only receiving the order but on how  
well we can satisfy customers.”

The call center plays an important role connecting Skylark Group and its customers, helping to 
improve not only sales but also the customer experience. The food delivery business grew to 
about 5% of the total group sales, but its growth was slowed due to the strain of handling  
both dine-in and home delivery sales channels for a period of time.
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• Handling increased orders 

during peak times

• Using call centers to 
improve the customer 
experience and deliver on 
new company initiatives

SOLUTIONS
• Genesys Customer 

Experience Platform

• Genesys Inbound Voice 
Engagement Center
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“With skills-based routing, we can route calls to match the skill  
level of the agents, and we have reduced the training period  
by 50%. Moreover, since we can connect customers to the  
agents who have the best skills, we are able to increase  
customer satisfaction.” 
Toshiro Torikai, Leader Room Service Telephone Center Team  
Room Service Operation Group, Field Operation Division

To overcome this, Skylark changed its menus and its approach in their call centers. “In the 
beginning, we had a different menu for delivery. That was a big burden on restaurants,” said  
Mr. Isa. “The staff had to cook the delivery menu in addition to the in-restaurant menu, causing 
confusion, especially during busy lunch and evening times. It was difficult to provide smooth, 
speedy service.”

So in 2009, the company made its menu the same for both delivery and dine-in restaurants  
to reduce the strain on restaurant staff. Then, in 2012, Skylark introduced Genesys  
skills-based routing.

Based on customer information, calls are routed to match the agent skill level. This has led to 
improved call center efficiency and reduced call time for orders. 

Reducing Call Times and Agent Training Period Through  
Skills-Based Routing
For Skylark, order levels vary depending on the time of day, the weather, and the time of year, 
such as holidays and the end of year. Therefore, processing orders without long customer waits, 
even at peak times, drives up sales. By introducing Genesys Customer Experience Platform,  

“We reduced call times by 10–15% per call,” said Mr. Masashi Iwasa of the Regional Service 
Telephone Center. “As a result, we were able to process more orders and recognized an  
increase in sales,” he said. 

Since 2013, the combination of the menu change and call center routing has seen the company’s 
delivery business grow at a soaring pace that continues. 

“In addition to improving sales, Genesys skills-based routing has greatly reduced the training 
period for new agents,” said Mr. Toshiro Torikai. “Training starts with how to handle repeat 
customers, where we have data such as their address. Next, we move into handling new 
customers, large orders from small and medium-sized enterprises, and even multiple brands.” Mr. 
Torikai said “With skills based routing, we can route calls to match the skill level of the agents, and 
we have reduced the training period by 50%. Moreover, since we can connect customers to the 
agents who have the best skills, we are able to increase customer satisfaction.”

Strengthening Marketing Efforts with Skills-Based Routing
Genesys skills-based routing also helps strengthen marketing efforts, from obtaining customer 
feedback to testing new offerings. Mr. Iwasa said, “When we develop a new or seasonal menu,  
in the final stage, we offer it as a trial in a limited area. By routing calls from customers from  
those restaurants to selected agents, we get customer feedback that helps us resolve any issues 
before we go into full sale. If a change to the routing system is needed for these activities, we  
can implement it in a short time at a low cost, so it is easier to execute on these marketing 
activities. During periods of low call volumes, we also use the call centers as windows for hiring 
part-time staff in the restaurants. The call centers play an important role in achieving a variety of 
company missions beyond handling food delivery orders.”

RESULTS
• Reduced call time  

for orders by 15%

• Reduced agent training 
period by 50%

• Enabled new  
business model and call 
center productivity

http://www.genesys.com/platform-services
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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

“By routing calls from customers from those restaurants to selected 
agents, we get customer feedback that helps us resolve any issues 
before we go into full sale.” 
Masashi Iwasa, Room Service Telephone Center Team  
Room Service Operation Group, Field Operation Division

Call Centers That Increase Customer Satisfaction and  
Business Opportunities

“We want our call centers to be community centers for Skylark Group, not just places to  
receive delivery orders. Our call centers nurture our relationships with customers, bring smiles  
to our customers’ hearts, and contribute greatly to the customer experience,” said Mr. Torikai. 

“Additionally, the development of menus and services for senior citizens will be a growing 
segment in the food delivery business. We want to put effort into developing new businesses 
made possible with our call centers, starting with expanding our takeout service, where 
customers can order by phone or online and pick up their order on the way home from work  
or shopping,” said Mr. Iwasa.

http://www.genesys.com/solutions/customer-experience

