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Clicking for a good cause
Vodafone Deutschland, Genesys, and RTL host a record-setting fundraiser

With 45 million customers, €11 billion in 
sales, and 14,000 employees, Vodafone 
Deutschland is Germany’s leading integrated 
telecommunications company and the  
industry’s only provider of combined cellular,  
DSL, and cable technologies.

Vodafone and the 
RTL network
Vodafone is a committed partner of RTL 
Spendenmarathon, a charity telethon that first 
aired on the RTL television network in 1996. For 
10 consecutive years, Vodafone has operated the 
donations hotline using the Genesys Customer 
Experience Platform and provided volunteers 
to staff the event. In 2015, the company 
debuted the MeinVodafone mobile app to 
simplify the donations process and reach more 
potential donors.

The Genesys connection
Vodafone has, for several years, relied on the 
Genesys infrastructure and onsite technical 
support for this popular television event. But with 
2015 marking the telethon’s 20th anniversary, 
there were a number of new challenges.

First, it was imperative that people using the 
mobile app had the same donation options as 
callers to the telephone hotline—both processes 
had to be straightforward, convenient, and fast. 
Vodafone and RTL also wanted viewers to have 
a rich multi-channel experience: one where they 
could ask questions via chat even while on the 
phone or using the mobile app, for example.

Seamless, fast, secure 
mobile donations
The audience response to the Vodafone mobile 
app was enthusiastic.
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Challenges: 
• Same donation options on the mobile  

app as on telephone
• Donors had to be able to send their 

questions via chat
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RESULTS

Seamless 
donation 
experience across digital and 
voice channels

96% of callers 
got through to the donation  
hotline immediately

10 million  
euros raised, 
including 258,00 euros raised through 
digital channels 

“The option to make donations through our  
app was well received by viewers. A new 
donation record of 258,000 euros was achieved 
via the digital channels, including SMS,” said  
Jörg Knoop, Head of Contact Center and 
Telesales Capabilities.

The Donate button was placed prominently on 
the app’s home screen, as well as in the menu. 
In just two clicks, the donation amount could 
be selected and verified. Users could then easily 
see their totals in the Billing menu or have their 
donations confirmed by calling the Vodafone 
hotline after 6:00 PM on the same day.

“You didn’t have to enter any bank details. There 
was no annoying authentication process, no 
name or address field—just a few seconds to 
click and donate, that’s literally all it took. And 
that’s exactly how it should be,” explained Knoop.

Better still, the Vodafone chat channel offered 
callers in-app guidance throughout the donation 
process, such as additional information about 
the RTL Foundation and details for obtaining 
donation receipts.

Digital channels set 
new records
Genesys was able to seamlessly extend the 
donation experience from the traditional phone 
channel to digital ones. Of the 32,473 callers 
to the hotline, 96% got through immediately, 
resulting in €1.1 million in donations. While 
the volume of calls was 25% lower, there 
was a 50% increase in the number of people 
who contributed, thanks to the Vodafone 
app, which brought in a record €10 million for 
charitable causes.

“The new app was, in our view, a complete 
success. Digital channels allowed us to reach a 
wider audience, including tech-savvy viewers who 
would not usually pick up the phone,” said Knoop.

The incredible success of the partnership 
between Vodafone and RTL, powered by Genesys, 
is a clear indication that digital channels are 
more prevalent and increasingly important for 
companies and organizations seeking to reach 
younger audiences.

“The option to make donations through our app was well received by 
viewers. A new donation record of 258,000 euros was achieved via the 
digital channels, including SMS”
Jörg Knoop, Head of Contact Center and Telesales Capabilities
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