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ICICI Bank  
India’s largest private bank 
transforms its customer 
experience with Genesys

In today’s digital world, customers today 
use multiple channels when interacting with 
companies. When purchasing a product 
or service, they expect to be able to visit a 
physical location, speak to a customer sales 
representative by phone or offer feedback on 
social media.

However, they often find themselves having to 
re-explain their needs when they switch from 
one channel to another. This leads to frustration, 
abandoned sales and perhaps most importantly, 
a feeling of depersonalization — despite the fact 
there exists more data about consumer behavior 
than ever before.

The challenge for many organizations today is 
no longer about the range of communication 
channels they offer to customers but how they 
are able to orchestrate and link the various 
interactions seamlessly across the customer’s 
journey, from pre-purchase to providing an      
end-to-end customer care experience.

Removing Silos Crucial to 
Optimizing Business Practices
ICICI Bank is India’s largest private-sector bank. 
This well-respected financial institution has a 
network of 4,050 branches and 12,475 ATMs 
across the country. Until now, the bank’s contact 
centers operated in silos according to the 
specific channel they managed, which resulted 
in inconsistent customer experiences and 
increased service costs. Facing stiff competition 
from the large, nationalized banks in India, it was 
critical for ICICI Bank to boost their competitive 
advantage by enhancing their business 
processes and the overall customer experience.

Customer: ICICI Bank 
Industry: Financial Services
 Location: India
Website: www.icicibank.com

Challenges: 
• Siloed channels of customer interaction
• Increasing competition
• Limited efficiencies and 

business processes

Solutions:
• Genesys Omnichannel Agent Desktop
• Genesys Outbound Engagement
• Genesys Inbound Engagement
• Genesys Self-Service IVR
• Genesys Digital Channels
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Omnichannel Platform Leads 
to Holistic Customer 
Experience
ICICI Bank first implemented the Genesys 
Outbound Engagement solution in 2008. 
However, the bank was using different vendors, 
including Avaya, for other channels such as 
inbound calls and email. As a result, the agents 
handling emails were unaware of the context 
and interactions that had occurred in other 
channels, which resulted in a wholly inconsistent 
experience for customers. ICICI needed an 
integrated solution. As their inbound and digital 
systems reached end-of-life, the bank turned 
to Genesys. 

“Previously, our contact centers operated in silos,” 
said Krishnan Govindan, Head of Customer 
Service for ICICI Bank. “This meant that we 
needed separate teams of agents to handle 
different types of interactions. And they had 
little or no knowledge of previous contact the 
customer had with us. These inefficiencies not 
only adversely affected our business operations 
but also caused frustration for our customers.”

Genesys helped ICICI Bank replace its old system 
with a comprehensive Genesys Customer 
Experience Platform to offer a single routing and 
reporting system and provide a universal view for 
managing interactions across multiple channels. 
This scalable platform now orchestrates 
customer information gathered from all channels 
in an omnichannel agent desktop, providing 
agents with a full picture of each customer’s 
previous interactions with the bank. 

The intuitive and easy-to-use agent desktop with 
Workspace, the solution has greatly improved 
customer interactions, since agents no longer 
need to log in to several systems. They can focus 
on servicing customers rather than managing the 
application. Customer communications are now 
holistic conversations across all channels, and 
agents are able to deliver exceptional service. 

Additionally, the centralized routing and 
scheduling system simplifies operational 
processes and optimizes workflow planning in 
the bank’s call centers. The improved operational 
efficiency has allowed ICICI Bank to reduce its 
labor costs while maintaining call handling levels. 
As a result, they have raised productivity by 15%.

Using the Genesys Voice Platform features of 
the Genesys Self-Service IVR solution, ICICI 
Bank is able to integrate self-service applications 
smoothly into the mix and provide better 
customer identification. It can now react swiftly 
in urgent situations, most notably blocking 
compromised bank cards. When a customer 
calls the bank from a registered phone number 
to report a loss, the system is able to extract 
the relevant card information and block the 
card immediately while the customer waits to 
speak to an agent. This considerably reduces 
processing time and, ultimately, the possibility of 
fraud occurring during the lag time. ICICI Bank 
is the first in India to implement callback. With 
this technology, callers can now opt to receive 
a return phone call without having to remain 
on hold or losing their place in line during peak 
periods. This also allows the bank to schedule 
non-critical calls (for example, callers who 
want to know more about a product or service) 
outside of peak periods, which helps balance the 
workload for the call center. 

Even as additional rollout is well underway, 
ICICI Bank has already seen impressive results. 
With a consolidated back-end operation, the 
bank is now able to provide an efficient and 
consistent experience for all its customers. After 
implementing the Genesys solution, customer 
satisfaction has improved noticeably. In 
fact, a recent survey indicates that customer 
satisfaction has increased from 65% to 75%.
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The Journey Forward
ICICI Bank is continuing to improve its customer 
experience with Genesys beyond the initial 
consolidation project. Highly scalable solutions 
allow ICICI to expand its service offerings and 
seamlessly integrate the new additions into the 
existing platform. 

Video chat and social media are at the top of the 
bank’s agenda, and they have turned to Genesys 
to enhance and complement these offerings. 
With a focus on providing an omnichannel 
customer journey and connecting the dots of 
customer interactions across all touchpoints and 
channels, ICICI is exploring the Genesys mobile 
engagement and co-browsing modules. These 
solutions will enable the bank to interact with its 
customers on multiple channels simultaneously, 
within a single interaction, and provide a 
personalized experience for every customer.

Krishnan added, “Not only has Genesys enabled 
us to consolidate our previously disconnected 
channels into an integrated platform, it has 
considerably reduced the total cost of ownership 
for our company. We strive to provide the best 
experiences for our customers and look forward 
to continuing to build our brand with Genesys in 
the future.”

“Not only has Genesys enabled us to consolidate our previously 
disconnected channels into an integrated platform, it has considerably 
reduced the total cost of ownership for our company. We strive to 
provide the best experiences for our customers and look forward to 
continuing to build our brand with Genesys in the future.”
Krishnan Govindan, Head of Customer Service

RESULTS

Holistic 
and transparent view of customer 
interactions

Increased
customer satisfaction from 65% to 75%

Agent Productivity
Improved by 15%

Simplified
operational processes and 
optimized workflow

Reduced TCO


