
SUCCESS STORY: MAIRIE DE VINCENNES

Aligning Public Services 
with Customer Expectations
Mairie de Vincennes Centralises Service for  
an Improved Customer Experience

Assuring Citizen-
Centric Support
People have many reasons to visit the Mairie 
de Vincennes—to discuss child care, driving 
licence requests, civil status, payments, road 
maintenance, planning requests, id and passport 
applications, to name a few. As taxpayers, 
customers expect great service.

“The things that matter most are short waiting 
times, discreet surroundings, and professional 
staff who respond quickly and effectively,” 
said Laetitia Henry, Director of the Unique 
Welcome Centre.

However, even to address one issue, 
citizens frequently had to travel to several 
offices—and sometimes produce the same 
documents at each.

 
 

“We needed a proven platform for managing 
telephone enquiries, as well as email traffic and 
requests coming through our website and other 
channels,” said Didier Testelin, CIO. “The solution 
had to take into account agents’ skill sets and 
availability, too.”

Mairie de Vincennes chose the Genesys 
Customer Experience Platform as the foundation 
for service transformation. Their goal was 
to perform as many tasks as possible in the 
reception area, thereby reducing wait times and 
freeing up municipal services elsewhere.

Mapping Customer Journeys 
and Automating Workloads
Genesys helped identify more than 70 different 
customer journeys. This allowed Mairie de 
Vincennes management to maximise process 
efficiency and optimise use of a pool of 
22 agents.

Customer: Mairie de Vincennes
Industry: Government
 Location: France
Agents: 22

Challenges: 
• Complex administration
• Long wait times
• Tied-up municipal services

Solutions:
• Genesys Customer Experience Platform
• Enterprise Workload Management
• Inbound Voice Engagement Center
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RESULTS

Maximised 
processes  
which led to agent optimisation

Reduced 
queue times
customers served sooner

Real-time 
statistics  
improved agent performance

Greater 
opportunity 
for agents’ personal development
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Now, when a citizen arrives, his or her request 
is pre-qualified, and they take a ticket. Genesys 
Intelligent Workload Distribution automatically 
identifies the most suitable agent available 
to handle the request, either in person or on 
the phone.

Using open standards architecture, the new 
setup works seamlessly with existing solutions. 
Scripting tools provide agents with pop-up guides 
for handling different requests, while Microsoft 
SharePoint allows them to create and share 
documentation online.

Improving Public Services and 
Personal Development
With requests handled in standard, easy-to-track 
ways, managers can now assess individual  
agent and service performance based on  
real-time statistics such as call volumes and  
wait times. Similarly, the team can smoothly 
absorb peaks in activity caused by events such 
as electoral registrations.

“The benefits go way beyond what we originally 
anticipated,” said Henry. “We can automate 
workflows and plan our resources more easily. 
So, queue times are shorter, and customers are 
served sooner.”

In fact, the service has been such a success 
that residents in surrounding towns now call 
Mairie de Vincennes, because they know they’ll 
get immediate answers. The project has had a 
positive impact on agents’ career development, 
too. Each type of interaction requires given skill 
levels, and agents can acquire those skills and 
thus grow their careers.

“This gives them real motivation and helps 
contribute to ongoing service improvements,” 
said Henry.

“The benefits go way beyond what we originally anticipated.  
We can automate workflows and plan our resources more  
easily. So, queue times are shorter, and customers are  
served sooner.”
Laetitia Henry, Director of the Unique Welcome Centre


