
SUCCESS STORY: UNICREDIT

Building-block framework 
makes change child’s play
UniCredit reaps the rewards of seamlessly integrated, modular technology  
to meet increasing customer demands

Simple and fast interaction  
is the UniCredit creed
If you think banking’s a staid and slow-moving 
industry then you don’t know UniCredit. Formed 
from the merger of several major Italian banks, it 
has operations spanning 17 European countries 
with constantly evolving regulatory and customer 
service environments.

It may be big, but UniCredit needs to adapt 
quickly to changing circumstances so its 
customers get the support they need. “The most 
important factor for a good experience in banking 
activity is to make interactions simple and fast,” 
said Francesco Rosato, Head of Contact Centre 
Strategy for UniCredit. 

As a result, the bank aims to get problems solved 
in a single call and give customers a seamless 
experience across multiple channels.

“A strategic intent has been to maintain a unified 
messaging system using the same routing 

engine,” Rosato added. “Another key aspect is 
integration with a real-time CRM system able to 
gather information from all channels, especially 
customer web and mobile site journeys.”

Why Genesys innovation 
always hits the spot
For 15 years, Genesys has been the company’s 
contact center technology of choice for three 
reasons. First, it’s viewed as an established 
vendor with a leading contact center market 
position. Second, Genesys is good at listening  
to its customers. 

Third, concentration on its core business 
means Genesys innovation goes into improving 
customer service technology. “Genesys is 
usually the first to integrate a new channel into 
its software suite, and it’s always usable from 
the word go,” confirmed Rosato. “That’s why we 
take the full range of Genesys solutions.” As new 
channels are added, UniCredit simply activates 
them on the Workspace omnichannel desktop.

Customer: UniCredit
Industry: Financial Services
 Location: Italy and global
Company Size: 130,000 employees  
and 6000 agents

Challenges: 
• Need for continuous business 

transformation
• Desire to take customer experience  

to new levels

Solutions:
• Inbound Voice Engagement
• Process Automation 
• Outbound Engagement
• Workforce Planning 
• Digital Engagement
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RESULTS

Rapid 
compliance 
with new regulations

40%  
improvement
in agent productivity 

Genesys offers a complete framework within 
which components can be assembled to meet 
particular needs. “It offers the greatest flexibility 
in personalizing routing strategies,” says Rosato. 

“It’s like LEGO. With Genesys you can build 
anything you want.” Furthermore, new versions 
of Genesys software are fully backwards-
compatible, so that customized applications 
continue to work even when the underlying  
code is updated.

Adapting to changing  
market conditions
UniCredit has increased agent productivity 
about 40% by combining call blending with 
unified messaging on the same routing system, 
while investing in agent training for multi-skilled 
employees. “Genesys is the only solution that 
makes it possible all of the time,” Rosato said. 

At the same time, Genesys has helped UniCredit 
adapt to changing Italian market conditions. In 
2014, for example, a new Italian law limited 
outbound telemarketing overdial rates to just 
3% when using predictive dialing. UniCredit was 
able to comply with the law, without losing agent 
productivity, by creating an automatic switchover 
between predictive and progressive dialing 
modes in outbound campaigns. 

Elsewhere in Italy the bank has used Genesys 
to route calls from a single outbound campaign 
to different regional centers, so the person 
answering the call is always greeted by an  
agent who belongs to the same geographic area.  

“Such things have been possible thanks to the 
Genesys platform’s flexibility,” said Rosato. “I’m 
sure that with any other product this wouldn’t be 
possible at all, or at least would have required 
investing a lot of time and money.”

Unification around an 
omnichannel future
Genesys currently covers about 70% of UniCredit 
contact center operations, and some regions 
have separate instances of the platform.  
The bank is planning to unify contact center 
operations on a single Genesys platform,  
which will improve efficiency and flexibility  
while reducing cost.

Further advantages will arise by not having to 
recruit or train experts on alternative platforms.

New omnichannel capabilities allow UniCredit 
to respond even more quickly and responsively 
across all customer touchpoints. With Genesys 
Digital Engagement Center, for example, the 
bank can monitor its presence on relevant social 
media sites and easily identify and prioritize 
online comments. Those interactions can be 
quickly shared across the organization, bringing 
in subject matter experts to engage with 
customers as required.

Rosato concluded, “This will be more and more 
critical in the future to understand what the 
customer is doing and what they are looking for, 
bringing a human touch at the right moment to 
assist them or make a commercial offer.”

“It offers the greatest flexibility in personalizing routing strategies. It’s 
like LEGO. With Genesys, you can build anything you want.”
Francesco Rosato, Head of Contact Centre Strategy, UniCredit


