
SUCCESS STORY: TELEKOM ROMANIA

Telekom Romania 
gets innovation advantage
New player in Telecom differentiates customer service with Genesys

The rebranding of the decade
September 13, 2014 was a red-letter day for the 
Romanian telecom industry. Landline provider 
Romtelecom and mobile operator Cosmote 
România joined forces to become Telekom 
Romania, part of the Deutsche TelekomGroup.

The rebranding came amid increasing 
competitive pressures. A growing number of 
service providers were forcing price competition, 
driving down average per-user revenue. Aiming 
to break this cycle and differentiate it from 
the competition, the Telekom Romania brand 
promise is based on quality and value for money 
rather than cost.

“We believe that state-of-the-art customer care 
and technological leadership will be the key 
differentiators in the Romanian telecom market,” 
said Mihai Barbut, Director of Customer Service. 

“Things will be driven by service innovation—not 
by the lowest price.”

Emphasizing 
customer service
So the company decided to move to an 
automated, facts-based approach. “Business 
growth Telekom Romania realized it had to 
transform their contact center to meet their 
service goals. It became apparent that Genesys 
and Intrarom offered the best platform for the 
job. The rebranding made it easy to unify and 
expand their Genesys solutions, since Genesys 
was already the vendor of choice for Deutsche 
Telekom, Romtelecom, and Cosmote Romania.

The Genesys platform implemented by 
INTRAROM (a subsidiary of Intracom Telecom) 
has spurred agent productivity, allowing the 
company to deal with more calls without adding 
resources. New features and functionality 
included the ability to offer customers multiple 
communication channels while optimizing the 
use of agent resources.

Customer: Telekom Romania group  
of companies
Industry: Telecommunications
 Location: Romania
Agents: Over 7,000

Challenges: 
• Create and maintain high customer 

care standards
• Outpace competitors through product 

and service innovation 

Solutions:
• Workforce Planning 
• Reporting and Analytics
• Notification Center
• Inbound Engagement—SIP
• Digital Engagement—Email
• Genesys Adaptors—with Siebel
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5% improvement
in first call resolution

7% increase
in agent productivity

12% increase
in contact rate for outbound marketing campaigns

“The unparalleled knowhow of INTRAROM to 
consolidate the systems made it easy to allocate 
licenses to mobile and fixed-line agents to 
save cost,” explained Roxana Gheorghiu, Senior 
Manager, Customer Service.

Efficiency adds 
competitive edge
When the newly formed Telekom Romania 
launched, it boasted a new, more efficient 
contact center. Now, customers are connected 
to the right agent, at the right time, with the 
right tools. This has led to an increase in the 
rate of first contact resolution by 5% as well as 
improvements in overall customer satisfaction.

“The unparalleled know-how of Genesys to 
consolidate the systems made it easy to allocate 
licenses to mobile and landline agents to save 
cost,” said Roxana Gheorghiu, Senior Manager  
of Customer Services.

Also, predictive dialing means outbound calls 
can be placed more quickly and reliably, which, in 
turn, has driven increase of marketing campaign 
volumes by 20%.

Telekom Romania is now looking to use Genesys 
to handle other digital channels, including social 
media. The company ultimately hopes to gain 
a complete and integrated view of all of its 
customer interactions.

“Jointly Intrarom and Genesys help us create 
differentiation,” said Barbut. “Without that, we 
would find it difficult to win.”

“Jointly Intrarom and Genesys help us enhance differentiation. Without 
that, we would find it difficult to win.”
Mihai Barbut, Director of Customer Service, Telekom Romania


