
SUCCESS STORY: STC

Saudi Telecom Company  
digital service with a vital human touch
Leading telecom operator unlocks customer experience benefits of unified communications 

Keep Pace With Growing 
Demand for Digital Channels
Saudi Telecom Company (STC) is the No. 1 brand 
by value, and the largest telecom operator in 
the Middle East and North Africa. The company 
offers comprehensive fixed-line, mobile, data 
and Internet Protocol TV (IPTV) solutions. But 
with consumers who own an average of 2.3 
connected devices each and who spend more 
time now than ever on the Internet, the need for 
digital channels was crucial.

At STC, however, complex and fragmented 
contact centers made it difficult to meet this 
demand. “We had many vendors and solutions, 
so agents were unable to view customer 
histories across all channels,” said Saeed 
Basad, Call Center Technologies Director at STC. 

“Furthermore, it was hard to manage and report 
on performance, and difficult to drive efficiency.”

STC chose Genesys Omnichannel Engagement, 
noting the value of having complete out-of-the-
box feature set, unification of digital channels 
and ease of customization. “Genesys is a 
market leader. We were impressed with their 
customer success stories and product roadmap,” 
said Basad.

The Genesys solution provides a 360-degree 
customer view, enabling STC agents to manage 
all channels from their desktops—blending voice, 
web, SMS chat, email and social media, such as 
Twitter and Facebook.

“IST was the chosen partner to implement and 
integrate Genesys omnichannel solution with 
our bespoke applications, thanks to their local 
experience and support in KSA. It helped us to 
optimize and adapt the solution perfectly to our 
business requirements” Basad said.

Customer: Saudi Telecom Company (STC)
Industry: IT and Telecom
 Location: Middle East
 Agents: 4000

Challenges: 
• Unify customer interactions across 

all channels
• Realize the efficiency of blended agent 

capabilities
• Transform and grow digital presence

Solutions:
•  Genesys Omnichannel Engagement

Implementation Partner:
•  IST Networks
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Increase Productivity and 
Tailor Interactions
Since STC deployed Genesys Omnichannel 
Engagement, productivity per agent at the 
company has more than doubled. Previously, a 
single web chat lasted 10 minutes; now, two 
chats can occur in less time than that. Moreover, 
having a single homogenous platform has helped 
to greatly reduce training costs. Efficiency gains 
such as this have given the business a new edge 
over competition.

“We’ve grown social media traffic by 25%, while 
simultaneously reducing agent staffing costs 
by 15%,” said Riyadh Alonazi, General Manager, 
Customer Care Centers at STC.

Customers enjoy higher-quality interactions 
and are served faster. Now, agents don’t have to 
switch between screens and applications; they 
can see full contact histories across all channels. 
Chat is only offered when sufficient resources 
are available, which keeps wait times to a bare 
minimum. Meanwhile, digital influencers and 
other high-value customers are transferred 
directly to dedicated agents. 

Measurement across digital channels is key for 
STC. The company employed IST, a strategic 
partner for 10 years and Genesys Gold Partner, to 
customize a quality monitoring (QM) solution for 
web, email and social engagement. The system 
allows STC to closely monitor agent performance 
to ensure customers receive the correct level 
of service. 

STC has also seen gains in several customer 
experience indicators. Contact resolution has 
risen to 85%, while web chat target performance 
improved by 62%. The NPS increased by 21%, 
with customer satisfaction up 11%. And because 
customer satisfaction is up, STC has also seen a 
5% increase in survey responses.

Match Service Levels to a 
Younger Demographic
Transforming digital channels underlines the 
STC commitment to a younger generation—
about 60% of the Saudi population is under 25 
years old. And this younger generation expects, 
and now receives, an ultra-fast response—
anytime, anyplace.

“One customer was enjoying his family vacation 
in Spain when he lost his mobile,” said Alonazi. 

“After contacting our eCare center, he had a 
replacement SIM in less than 24 hours.” 

Another customer tweeted about a home 
broadband service issue that occurred. STC 
responded and fixed the problem in four hours. 
Soon after, the customer posted an appreciative 
video clip online that showed their children 
playing PS4 games.

The Genesys  solution affords STC the ability 
to create and develop more innovative ideas to 
deliver new digital customer service, while still 
preserving their vital human touch.  

To learn more about the solutions featured in this 
case study, go to www.genesys.com. 

“We’ve grown social media traffic by 25%, while simultaneously 
reducing agent staffing costs by 15%.”
Riyadh Alonazi, General Manager, Customer Care Centers

RESULTS

NPS 
raised NPS by 21%

Agent Productivity
more than doubled

25% increase
in social interactions

http://www.genesys.com/solutions/customer-engagement/digital
http://www.genesys.com

