
SUCCESS STORY: LIANJIA

Lianjia.com Partners with Genesys to 
Deliver an Omnichannel Customer 
Experience for Their Online to Offline 
Real Estate Business
As one of the largest real estate brokerage firms in mainland China, Lianjia offers an 
extensive range of services related to buying, selling, and renting properties in China 
and overseas. Founded in 2001, Lianjia operates in 25 major Chinese cities with more 
than 6,000 offices. The company has more than 12,000 employees and processed over 
$100 billion in 2015. 

Lianjia.com specializes in real-estate property information research, big data 
processing, product development, and services. It hosts contact center and business 
process services for the group.

Growing Demand Leads to Innovation
The growing demand on the Lianjia customer service center was challenging their 
legacy system. In 2015, Lianjia decided to move to an online to offline (O2O) platform 
to deliver better customer experience and improved productivity.

While working to combine the resources of the offline branch offices and online 
applications, Lianjia.com encountered challenges, including:

• The fast-growing number of offices increased the demand for qualified sales leads. 

• The outsourced call center was a potential information security risk. 

• The integration of the call center with the CRM system hadn’t been completely 
successful.

• The voice-only call center wasn’t able to meet customers’ multi-channel 
requirements. 

AT A GLANCE

Customer
Lianjia 
www.lianjia.com
Headquarters 
Beijing, China
Industry 
Real Estate
Location 
China-based with 
international business
Company Size 
12,000 employees
Number of contact center 
agents 
250

SOLUTIONS
• Digital

• Inbound

• Outbound

• Self-Service

• Analytics

http://www.lianjia.com
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Customers were interested in communicating with customer service through 
new channels, including text messaging and chat through IM, apps, WeChat, 
and more. The company saw an opportunity to build an infrastructure to 
support customer journeys across multiple channels to gain a competitive edge.

Walking a New Path
In early 2015, as the first step in optimizing an O2O platform, Lianjia.com 
decided to replace their old call center. They selected Genesys to help them 
build the infrastructure needed to break down silos and orchestrate customer 
journeys across channels and resources. Chinese customers were especially 
interested in the ability to connect using WeChat, their preferred channel.  

Partnering with Genesys, Lianjia.com deployed Genesys Digital, Inbound, 
Outbound, Self-Service, and Analytics. The result was an omnichannel customer 
experience platform designed for best-in-class customer engagement and 
business optimization.   

Leading by Offering a Comprehensive Customer Journey 
Despite the fact that the offline to online business model is becoming 
mainstream, traditional real estate agencies remain limited in delivery of 
exceptional customer experience. The emerging offline to online business 
model is now becoming mainstream. By using the Genesys Customer 
Experience Platform, Lianjia.com has become a leader in providing seamless 
customer experience across journeys and channels throughout the real estate 
customer lifecycle. 

Here’s an example of how it works: when a customer starts his journey at Lianjia.
com by browsing the website, a contact center agent can quickly initiate a web 
chat with him to find out what he’s interested in. After a web chat, the contact 
center agent can transfer the sales lead to an offline agent group using a 
channel such as WeChat or text messaging. 

An offline agent then picks up the lead using the Lianjia.com mobile app. 

With Genesys, agents have the ability to view the customers’ previous 
interaction histories across the journey. Contact center agents work closely with 
offline agents from journey start to finish to provide consistent service across all 
channels to close the deal. 

Optimizing the Business While Celebrating Customer 
Experience
With Genesys , Lianjia.com clients now have much better access to agents. 
Improved agent availability is the result of two capabilities gained from the 
Genesys platform:

• Use of scheduled callback enables agents to handle three cross-channel 
engagements at once.

• Centralized management enables scheduling and deployment of remote 
workers, offering the capability to extend agent service time to as much as 24 
hours a day when needed.
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“Our platform is the first multimedia contact center 
servicing real estate industry. We are using a one-to-
many multimedia service model. One agent can 
provide service to three clients simultaneously. It is 
more efficient compared to the traditional voice 
channel service,” 
SAID GE MING 
SENIOR MANAGER, CONTACT CENTER 
LIANJIA.COM

The sales business group also recognized benefits from the Genesys platform: 

• Digital channels increased engagement traffic by 400%, while voice traffic 
remained at the same level. 

• With one contact center agent able to conduct three cross-channel 
engagements simultaneously, the contact center generates a more effective 
pipeline for offline outlets.

• From these leads, 17% were converted to sales pipeline.  

Ge Ming said, “We are looking forward to moving complicated offline 
transactions to online and paperless to complete the closed circle of online 
transactions. We are confident Genesys can best meet our business needs and 
we look forward to growing with Genesys for a win-win business success.“

About Genesys
Genesys® powers 25 billion of the 
world’s best customer experiences 
annually, putting the customer at the 
center of all it does. More than 10,000 
companies in 100 countries trust the 
industry’s #1 customer experience 
platform to orchestrate omnichannel 
customer journeys for lasting 
relationships. Genesys is the only 
company recognized by top industry 
analysts for leadership in both cloud 
and on-premise customer 
engagement solutions. Connect with 
Genesys via www.genesys.com, social 
media, and the Genesys blog. 

Call us at +1.888.436.3797 

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