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Türk Ekonomi Bankası Drives Increasing Customer Satisfaction whilst 
Improving Efficiency and Agent Management 

Proud to Serve the Customer
With a history stretching back to 1927, Türk Ekonomi Bankası (TEB) is one of the most respected 
banks in Turkey and a pioneer in professional management, transparency, and ethical values. 
High satisfaction keeps 5.5 million customers coming back for more. As with many banks, a big 
factor in customer relationships at TEB is the branch experience.

“We want to be the first preferred bank for great customer service thanks to our leading 
customer-centric strategy,”said Özge M. Tekalp, Head of Contact Centers at TEB.

“As TEB, we decided to integrate branch telephony with the contact center in order to sustain the 
customer experience in the all channels. To lead our vision, we take heed of our customers’ 
feedback when they call the branches, which are our most demanding services. Customer 
feedback reveals that customers wants to be in contact with related people from branches; even 
they have small transactions to serve out.” 

“Having a customer-centric approach, our CRM, IT, and Contact Center teams provided qualified 
service solutions for incoming calls to branches, thanks to the technological competencies of the 
Sistaş infrastructure,” said Çığır Hızlı, Director of CRM. “With these solutions, we aim to maximize 
customer satisfaction by increasing the ratio of answered calls by using the intelligent customer 
recognition system to route them via the contact center.” 

The Contact Center Extends to the Back Office
The company has already introduced Genesys technology in its three contact centers. The 
solution, installed by Genesys partner Sistaş, performed a critical customer service role. Around 
600 full-time contact center employees used it to handle inbound calls, while a team of 80 dealt 
with chat sessions. Other staff took care of outbound calling.

“We’re trying to make sure customers can reach us via different channels, including chat and 
video chat,” said Tekalp. 

The bank decided to extend the Genesys platform into the branch network to improve customer 
service there, too. Callers to branches now get a range of IVR options to assess their needs 
before they’re put through to the next available specialist. That person may indeed be in the 
branch or might be an agent in a contact center. 

AT A GLANCE
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SUCCESS STORY

CHALLENGES
• Improve call handling  

at branch level

• Make customer  
interactions more efficient

SOLUTIONS
• Inbound Voice  

Engagement Center

• Outbound  
Engagement Center

• Self-Service IVR

• Digital  
Engagement Center

• Interaction Analytics
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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

"The Genesys platform makes a great contribution to 
improving customer satisfaction while our efficiency and 
agent management benefit, too.”
ÖZGE M. TEKALP  
Head of Contact Centers 

Proportional Improvements with a Personal Touch
The introduction of Genesys call handling at the branch level has transformed customer 
service. Efficiency and satisfaction ratings have both risen by about 10%. The use of IVR to 
access automated payment information has also increased by a comparable level. 

“We can ensure the person who answers the call has the right skill-set to assist the 
customer and give the best advice. This also improves productivity," said Tekalp.

In addition, TEB management gets clear reports to see why customers are calling, how 
calls are being dealt with, and where improvements might be needed. The bank uses this 
information to continually improve processes. 

“We can understand proactively why the customer is calling and take action accordingly,” 
said Tekalp. 

Impressed Customers Can’t See the Joins
Customers are already impressed with the progress. In one case, a prospect got such  
a quick response to an email query that they immediately signed up to become a 
customer. And the handover is seamless. Many customers appreciate this service. 

“Our ultimate aim is to go from a contact center to a customer engagement center. 
Genesys platform makes a great contribution for improving customer satisfaction while 
our efficiency and agent management benefits too,” said Tekalp. 

RESULTS
• Self-service increased by 10%

• Customer satisfaction went  
up 10%

• Employee productivity  
improved by 10%


