
SUCCESS STORY: SILVER WORLD (YIN TIANXIA)

Stable, multi-channel contact center 
helps Silver World group achieve 
higher win rates and revenue

Silver World Group (Yin Tianxia) is a giant 
player in China investment services, focusing 
on precious metals investment services. Yin 
Tianxia is a one-stop professional, integrated, 
and diversified stock service group. For three 
consecutive years, Silver World Group has been 
number one amongst Tianjin precious metal 
investment service companies in transaction 
volume, number of accounts, and number of 
customers. In 2015, Silver World Group was 
awarded the “Chinese Top 500 Valuable Brands” 
as the leading investment service company.

Shanghai Silver World Technology Co., Ltd. is 
the Silver World Group technology sub-company, 
which mainly provides technical services, 
such as software development, support, and 
maintenance services, and call center services. 
Among all the technical services, the call center 
service is essential for providing high quality 
service to customers.

In 2015, the Silver World Group upgraded its 
contact center with Genesys SIP platform for 
1,000 agents. The contact center increased 

customer satisfaction to meet the high standard 
as a top brand investment service company.

Challenges
The call center was created with only 50 agents 
based on local, low-end solutions that could  
not be easily expanded when the company 
grew to more than 1,000 agents handling their 
increasing customer database. Meanwhile,  
the company experienced a number of issues 
due to the unstable system itself. Silver World 
found its customers weren’t satisfied with  
limited voice interactions.

The revenue growth of Silver World relies mostly 
on the customer experience. Ideally, the agents 
are easily accessible to a customer and offer first 
contact resolutions. Customers should benefit 
from a professional consultant’s investment 
advice across different channels.

However with the old system, it was impossible 
to complete the cross-channel customer journey. 

Customer: Silver World (Yin Tianxia)
Industry: Financial Services
 Location: China
Agents: Over 1000+ agents

Challenges: 
• The old call center capacity lagged  

behind the rapid business growth.
• Customers need more stable and  

multi-channel customer experience.

Solutions:
• Genesys Customer Experience Platform
• Genesys Contact Center Modernization
• Genesys Self-Service
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RESULTS

50% traffic 
volume increase

30% call 
connection 
rate increase

Increased 
win rate of 
outbound calls

A stable and expandable new SIP solution with 
multiple channels was essential for Silver World 
business development.

• During the fast growth stage of the business, 
the number of call center agents increased 
dramatically, from less than 50 to over 1,000 
seats in three years.

• The instabilities of the old call center platform 
resulted in downtime, sometimes even 
reaching three hours.

• The voice-only call center could not meet 
customers’ multi-channel requirements,  
such as IM, Apps, WeChat, etc.

Genesys solutions
The customer experience objective for Silver 
World Group is for customer/investors to reach 
senior consultants and get first-hand information 
at the earliest convenience. The contact center 
operates as “Internet+”, with multi-channel 
touchpoints. The integration of CRM within the 
contact center is also essential for the industry 
customers. The following Genesys solutions 
were deployed successfully as the stable 
platform with the seamless integration  
of multimedia and systems.

• Genesys Customer Experience Platform with 
digital channels, including IM, Web Chat, etc.

• Genesys Inbound Voice Engagement Center, 
including SIP, IVR, inbound and outbound.

• Value-added customized applications 
based on Genesys Customer Experience 
Platform, such as customer identification, 
online payment, etc. and integration with 
various apps.

Benefits
With the successful implementation of the 
Genesys solution, there are measurable 
performance benefits, resulting in better service 
to customers and more business for Silver World.

• Increased traffic volume from 40,000 to 
60,000 per day 

• Increased call connection to over 30%
• Increased win rate of outbound calls based 

on system stability
• Increased speed of serving customers  

based on on offering multiple channels

With the new Genesys platform, the agents’ 
service to customers improved, resulting in 
a more successful lead closing ratio during 
conversations. The lead closure rates mainly 
depend on a stable and efficient call center. 
With the Genesys solution integration, agent 
performance improved. Genesys helped Silver 
World Group generate higher revenue.

Next phase
Since there are more channels are needed to 
better serve customers, more mobile apps and 
social media applications will be integrated with 
Genesys solution in the near future.

“With the support of Genesys, our agents’ demand 
generation rate has increased dramatically due 
to the stable system. Relying on the Genesys 
platform, Silver World could be the definite leader 
of the investment industry” said Liu Hailong, IT 
manager of Silver Group Technology Company.

“Working with Genesys, we’re convinced that the Genesys platform is 
definitely advanced and reliable to support our growth.”
Liu Hailong, Manager of Contact Center Service, Silver World Group


