
SUCCESS STORY: PROPERTY GUYS

Fast-growing real estate  
trailblazer uses PureCloud by Genesys  
to support nationwide franchise network
Cost-effective scalability, ease of use and access to rich contact center data result  
in increased sales, reduced costs and an improved customer experience.

Summary
PropertyGuys.com is the largest private sale 
franchise network in Canada, connecting home 
sellers with buyers online. They offer high-tech, 
high-touch services that include innovative 
brokers, professional appraisers, an appointment 
booking service, the best real estate lawyers 
in the country and PGPros, which are local 
PropertyGuys.com franchise operators.  
 

These factors make home buying and selling  
safe, practical and convenient—without the high 
cost of agent commissions. PropertyGuys.com 
has over 115 franchise locations serving more 
than 600 communities across Canada.

As a fast-growing company with limited 
resources, PropertyGuys.com relies on 
PureCloud by Genesys for cost-effective 
scalability, while giving them access to vast 
amounts of intelligence about call activity and 
agent performance. This visibility, along with  
the flexibility and ease of use of PureCloud,  
gives PropertyGuys.com the agility needed to 
continue to succeed as a rapidly expanding 
leader in the Canadian real estate industry.

Customer: www.propertyguys.com
Industry: Real estate
 Location: Moncton, New Brunswick, Canada
Year Founded: 1998
Number of contact center locations: 1
Number of contact center agents: 15
Number of employees: 35 Home Office Team
Franchisees: 115 nationwide 

Challenges: 
• Small internal contact center  

couldn’t keep up with rapidly  
growing franchisee network

• Outsourced contact center provided 
inadequate services and technology

http://www.propertyGuys.com
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Challenge
Playing customer service catch up with a  
rapidly growing franchise network 
PropertyGuys.com has established a unique 
niche in the market as the first private sale 
franchise network that enables people to buy 
and sell homes safely and conveniently—without 
using a real estate agent. When they first 
launched, the concept proved so popular  
that the company grew faster than expected. 
With growth, came the need to quickly evolve 
their customer service strategy. 

At the time, PropertyGuys.com had no formal 
contact center. Five agents who mainly handled 
outbound calls supported their customer service. 
The small amount of inbound traffic they received 
was routed from a single toll-free number to 
several phone lines. If an agent didn’t pick up,  
the call was routed to the next phone, then the 
next and so on.

Outsourced contact center agents lacked 
knowledge; technology limits visibility 
PropertyGuys.com had hired a third party to 
handle the bulk of inbound calls, but growth 
quickly outpaced that solution.

“Our outsourced agents didn’t have the kind of 
product and service knowledge required for 
them to add value to customer interactions,” 
said Clifton Wareham, Manager of Operations, 
Resource Center for PropertyGuys.com. “Worse, 
we didn’t have visibility into call activity or agent 
performance. This made increasing efficiencies 
and improving service challenging at best, 
impossible at worst.”

While PropertyGuys.com had tasked each 
franchisee with providing local customer  
service, that was going to change. Part of their 
growth plan was to provide full contact center 
services for their 115 locations from coast-
to-coast. This meant adding features such as 
skills-based routing and quality monitoring, as 
well as scaling.

“To ensure a superior and consistent customer 
experience, while scaling to meet the needs of 
our distributed and growing network, it was  
clear that we had to bring our contact center 
services in-house,” said Wareham.

Solution
Leading vendor understands  
small business challenges
With their list of requirements,  
PropertyGuys.com began the search for a  
new contact center solution. With a dizzying  
array of products on the market, the company 
sought the expertise of a leading Canadian 
consulting firm to help make a decision.

“We knew we needed a cloud solution to meet  
our scalability requirements,” said Wareham. 

“We also wanted a proven leader, but one that 
understood the unique challenges of a small, 
fast-growing business.”

Based on the advice of their consulting firm, 
PropertyGuys.com selected PureCloud by 
Genesys, a unified, all-in-one cloud customer 
engagement and employee collaboration solution.

“The reputation of Genesys as a customer 
experience leader, along with its quality  
guarantee and local support presence gave 
us peace of mind,” said Wareham. “We were 
confident that we’d get the best technology, 
coupled with the attention we deserved— despite 
our smaller size.”

Cost-effective cloud solution offers  
scalability, ease of use
PropertyGuys.com especially liked the cost 
effective and flexible scalability of PureCloud. 

“The PureCloud subscription model was  
pay-as-you-go, so we knew we wouldn’t be 
forking out a bunch of money for apps we 
weren’t using,” said Wareham. “At the same time, 
we could add seats within hours, so expansion 
wouldn’t be an issue.” 

Ease of use was another critical factor in the 
selection process. “Saying we had limited 
IT resources for this project would be an 
understatement,” said Wareham. “I was the  
only dedicated resource and I have no IT 
background, so picking a solution that was easy 
to manage and use was essential. The PureCloud 
unified, all-in-one architecture meant we would 
get all the functionality we needed from a single 
platform, thus minimizing complexity. Its design 
was based on consumer apps, so user interfaces 
were also incredibly intuitive.”

Solutions:
• PureCloud by Genesys, a unified,  

all-in-one cloud customer engagement 
and employee collaboration solution  
for small to mid-sized organizations

• Extensive use of IVR, skills-based routing, 
workgroup queues and call recording

• Remote agent and supervisory 
capabilities used for business  
continuity and disaster recovery

“PureCloud gives us trending 
data about call volumes. We’ve 
used this to optimize staffing, 
which has led to a direct 
increase in revenue.”

Clifton Wareham  
Manager of Operations  
PropertyGuys.com Resource Center
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Partnership approach results  
in fast deployment
The PureCloud deployment was completed 
within an aggressive timeframe, according 
to Wareham. “The Genesys team really  
bent over backward to get PureCloud up 
and running by our deadline,”  
he said. “They served as a true partner 
and advisor, and walked us through many 
processes, such as building workflows,  
so we could do these things on our own  
in the future.”

Today, PropertyGuys.com uses PureCloud 
to support their entire 15-rep contact 
center staff who handle voice and email 
interactions from the their 115 franchisees 
and their customers. Team members 
handle an average call volume of about 
6,000 per month.

Features used include skills-based routing, 
interactive voice response, call recording 
and real-time supervision.

Results
New intelligence leads to increased sales
PureCloud has given PropertyGuys.com 
new intelligence about agents and the entire 
caller journey, which has enabled them to 
improve performance and workflows.

“PureCloud has given us powerful 
intelligence about callers, which we’ve used 
to super-charge our salesforce,” Wareham 
said. “We’re turning more inbound calls into 
outbound sales leads, and in turn, our sales 
reps are armed with more information to 
turn prospects into customers. All of this 
has led to an increase in sales of about 20 
percent. This year we’re on track to increase 
sales by 25 percent.”

Improved agent efficiency and more data 
reduces costs, boosts performance
Using PureCloud also saved  
PropertyGuys.com money. “PureCloud 
has enabled us to use blended reps for 
inbound and outbound calls, which means 
less idle time and more productivity,” said 
Wareham. “This has saved us money and 
contributed to lower call wait times and 
abandonment rates.”

PropertyGuys.com has built their key 
performance indicators into PureCloud so 
they can generate reports that give visibility 
into virtually every aspect of the contact 
center. This has resulted in additional 
benefits, according to Wareham.

“We can now measure things like percentage of  
time a rep is ‘on-queue,’ how much time they spend 
talking to callers and after-call work,” said Wareham. 

“This has allowed us to hold our people accountable 
and reward them based on clear and accurate 
statistics. We make these statistics transparent so 
that they can generate their own reports and listen 
in on peers to proactively improve their performance. 
This is great for self-development, and morale goes 
up because they feel empowered.”

Other data generated from PureCloud reports  
have also proven invaluable. “PureCloud gives us 
trending data about call volumes,” said Wareham. 

“We’ve used this to optimize staffing, which has led  
to a direct increase in revenue.”

Net promoter scores exceed goals
Increased efficiencies and other internal 
improvements have, in turn, led to improved service. 
The recording capabilities of PureCloud have further 
improved service for PropertyGuys.com, according 
to Wareham. “We’ve used PureCloud recording 
capabilities to improve performance, create entirely 
new escalation processes and further tweak call 
flows, which has led to an even better customer 
experience,” said Wareham. “Combined, PureCloud 
features have helped us achieve an NPS of 65%, 
which exceeded our goal of 55%.”

Call recording and customized apps improve 
franchisee satisfaction
PropertyGuys.com has also used PureCloud 
recording capability to address franchisee concerns. 

“In the past, if someone claimed our contact center 
didn’t relay a message to a seller, we had no way of 
verifying the claim,” said Wareham. “We can now take 
any phone number, plug it into PureCloud and see if 
they actually called and, if so, how our contact center 
handled it. This has given our franchisees peace of 
mind knowing we can validate what really happened.”

In addition, PropertyGuys.com gives customers more 
personalized service with four queues that are used 
to handle home showings, franchisee services and 
returned calls. One queue exclusively handles calls 
coming from the number on the company website.

“PureCloud gave us an easy and flexible way to 
create queues so we can represent our franchisees 
with unique branding and messaging for more 
personalized customer service,” said Wareham.

PropertyGuys.com has used PureCloud to add other 
unique elements to their customer service strategy. 

“PureCloud lets us see all abandoned call numbers 
and how long callers waited before they hung up,” 
said Wareham. “We use this so that our agents can 
call them back to make sure their questions are 
answered. This totally catches callers off-guard as 
it’s unexpected. They love it!”

“PureCloud has given us new 
intelligence about agents and 
the caller journey from start to 
finish, which has enabled us 
to improve performance and 
workflows. Combined, this has 
led to an increase in sales of 
about 20%.”

Clifton Wareham  
Manager of Operations 
PropertyGuys.com Resource Center

http://www.genesys.com/platform/routing 
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ABOUT GENESYS

Genesys® powers more than 25 billion of the world’s best customer experiences each year. Our success  comes 
from connecting employee and customer conversations on any channel, every day. Over 10,000 companies in 
more than 100 countries trust our #1 customer experience platform to drive great business outcomes. Genesys 
on-premise and cloud solutions are built to be fluid, instinctive and profoundly empowering. Combining the best of 
technology and human ingenuity, we work the way you think.

Visit us at genesys.com or call us at +1.888.436.3797

Genesys and the Genesys logo are registered trademarks of Genesys. All other company names and logos may be trademarks  or 
registered  trademarks of their respective holders. © 2017 Genesys. All rights reserved.

Futures
CRM integration, web chat planned for future 
Based on the success of the PureCloud 
deployment thus far, PropertyGuys.com wants  
to do even more.

“Next on the horizon is integrating PureCloud  
with our CRM system and adding web chat,”  
said Wareham. “With web chat, we’ll be able to 
use canned responses with customers instead  
of typing them out. This will also add consistency 
to our messages. Plus, it will enable us to  
extend our hours of operation from 9 a.m. to 
5 p.m., Monday through Friday, to 8 a.m. to 
midnight—seven days a week. This will open  
up even more revenue-generating and customer 
service opportunities.”

Remote capabilities increase uptime
The remote agent and supervisory features of 
PureCloud also have been of value, according 
to Wareham. “We get a ton of snow in Moncton, 
which used to shut us down periodically,” he  
said. “PureCloud lets us set up remote work 
stations in a matter of minutes so agents can 
receive calls at home when weather or other 
events prevent them from getting into the office. 
And the PureCloud remote supervisory feature 
lets me see exactly what my agents are  
doing—whether they’re in the office and I’m 
at home or we’re all working remotely. This 
flexibility and visibility gives me tremendous 
peace of mind.”

Ease of use minimizes IT requirements,  
speeds agent training
Ease of use has been another important benefit 
of PureCloud. “I had no background in IT when 
we deployed PureCloud, and we had no other 
IT resource,” said Wareham. “Between the 
intuitive admin interfaces and the Genesys online 
resource center, I was able to quickly learn how 
to set up phones, IVR menus and so on. The 
agent interface is equally intuitive. Of our week-
long training, we spend about 15 minutes on 
PureCloud. It’s that easy.”

“PureCloud has enabled us to use blended agents for inbound and 
outbound calls, which means less idle time and more productivity.  
This has saved us money and contributed to lower call wait times  
and abandonment rates.”
Clifton Wareham, Manager of Operations, PropertyGuys.com Resource Center

RESULTS

20% increase
in sales, forecast of 25% increase

65% NPS, 
exceeding goal of 55%

Reduced costs  
via more productive agents

Increased revenue 
attributed to optimized staffing


