
SUCCESS STORY: PROXIMUS

Proximus Lifts Efficiency and Optimizes 
Service Business
Back-Office Efficiencies Enhance Complaint Handling and 
Release Managers to Coach and Develop Talent

Proximus is the largest mobile telecom and quad play provider in Belgium. Their 
contact center deals with 20 million incoming customer interactions yearly on more than 
15 channels. About 3,000 contact center agents in more than 20 locations respond to 
calls and service requests using the Genesys Customer Experience Platform, while 
Genesys Self-Service enables customers to help themselves through IVR.

Back-Office Challenges Degrade the Customer Experience 
In the back office, however, managers and supervisors were spending as much as 90 
minutes a day on administration. They were manually distributing tasks such as 
callbacks and complaints and had no way to prioritize jobs or track individual 
workloads and outcomes.

Fragmented business lines and responsibility for customers plus varied SLAs created 
additional challenges. Without a global view of operations or centralized control, 
management struggled to achieve the efficiency gains and customer experience (CX) 
improvements that were company goals in a drive to improve efficiency. 

“Although it was important to increase efficiency, our aspirations didn’t stop there,” 
said Pris De Bondt, Business Project Manager of Proximus. “We wanted to enhance 
every aspect of the customer experience by improving our organizational 
performance from end to end.”

Engaging Employees to Boost Efficiency and Customer 
Experience
Proximus chose to introduce Genesys Workload Management to achieve its efficiency 
and customer experience goals. With Genesys Workload Management, Proximus 
gained ability to route tasks to the best skilled employees automatically, limiting the 
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tendency of agents to cherry-pick straightforward or preferred jobs. The 
Genesys Customer Experience Platform with Workload Management combines 
voice, chat, and back-office activities into a universal queue. Managers and 
supervisors gain an overview of agent workload and agents gain the ability to 
view information about the entire customer journey.

The changes in working practices that accompanied the move to Workload 
Management required buy-in from both the company and trade union officials. 
After a six-month trial at the Brussels headquarters, then a pilot in a second 
location, roll-out could start. Proximus sought feedback from stakeholders 
throughout testing of the solution and continue to do so on a monthly basis. 

Proximus used Genesys Professional Services from the outset to assist with their 
strategic planning. “Genesys Professional Services helped us translate our 
vision and business plan into a cohesive project,” De Bondt said. When rolling 
out the program, Genesys conducted workshops for Proximus supervisors and 
coaches, tailoring sessions at each site to ensure all users were proficient. 

Quality and Efficiency Rising in Tandem
The first areas of their business that Proximus transferred to Workload 
Management were consumer incoming calls and complaints. Within 12 months 
they included callbacks, followed by the company’s ordering system, then sales.

Within months of going live, Proximus reached its target of raising efficiency by 
5%, and they’re on track for a 15% increase in first contact resolution.

Performance quality has also risen, especially in complaints handling. It used to 
be difficult to tell whether required service levels were achieved. Back-office 
advisors were able to return cases they were struggling to resolve without their 
supervisor’s knowledge. Now, with improved reporting and visibility, supervisors 
can identify where training is needed and ensure advisors receive it. Free from 
the burden of manual job allocation, supervisors can spend more time 
coaching—targeting specific skills gaps and broadening employees’ skill sets so 
they are better equipped to handle contacts end to end. 

Happier Workers, Better Coaching  
Back-office advisors have adapted quickly to the new way of working and enjoy 
the convenience of tasks being automatically prioritized according to SLAs. 

With the increased efficiency in resource utilization, Proximus is finding that it’s 
easier to obtain skilled resources to cover holidays or illness. The workload is 
distributed more evenly, improved by 50%, which employees believe is more 
fair. These gains add up to a smoother, faster, more positive experience for 
customers. Proximus is planning to bring other departments and channels onto 
the Genesys Customer Experience Platform with Workload Management.

“Putting things into the universal queue forces you to think about how to 
standardize your processes,” said Suzanne Schoningh, Operations Project 
Manager. “Managers are keen to integrate their workstreams because our 
results to date have been so compelling.”
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