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Contact center transformation  
puts focus on citizens
The Department for Work and Pensions elevates customer  
experience with digital technology

Offering greater choice
The UK government is committed to improving 
citizen services and driving significant 
efficiencies with digital technology. Leading that 
charge is the Department for Work and Pensions 
(DWP). As the largest public service department 
in the UK, they administer the state pension 
and many other benefits for approximately 18 
million citizens.

The department saw the opportunity to lower 
costs and raise customer experience through a 
contact center transformation. “Our customers 
want to engage digitally—and choose how, when 
and where they do that,” said Mick Turnbull, 
Product Owner, Contact Center at the DWP. 

Bringing everything together 
To launch this transformation, the DWP created 
a state-of-the-art contact center platform as a 
springboard for ongoing digital improvements. 

Powered by the Genesys Customer Engagement 
Platform, the solution provides 130 sites with 
fast access to integrated communications and 
management tools. 

All incoming contacts are collected in a single 
queue. The contacts are continually reprioritized 
and then transferred automatically to the best-
placed available expert. The unified desktop gives 
agents a single, real-time view of each customer 
across all channels—voice, email, web chat and 
social media. This also enables them to multitask 
and work more efficiently.

Key back-office processes, such as resource 
forecasting and work scheduling, are more 
automated and less time consuming. As a result, 
the DWP has a better understanding of agent 
workloads and can determine the best ways to 
redeploy them. 

Customer: Department for Work  
and Pensions
Industry: Government
 Location: United Kingdom
 Agents: More than 26,000 agents

Challenges: 
• Give customers more options for using 

digital channels
• Make service faster and more 

cost effective

Solutions:
• Customer Engagement: Self-Service, 

Inbound, Outbound, Digital
• Employee Engagement: Workforce 

Optimization, Omnichannel Desktop, 
Collaboration, Performance Management
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Assuring exceptional 
customer care
Exceptional customer care is making a real 
difference to the people whose well-being 
depends on the ability to quickly reach the DWP. 
And customer feedback following the transition 
has been very positive. Introducing new digital 
channels and offering more ways to get in touch 
with agents has provided other benefits, too.

“We’ve seen a large reduction in the volume and 
duration of calls,” said Turnbull. “We used to have 
26,000 agents handling over 800,000 calls per 
week, so any drop in those numbers signals a 
significant productivity gain.” Such efficiencies, 
combined with cost reductions, are forecast to 
deliver eight-figure savings over a five-year period. 

Agents have welcomed the move and appreciate 
that their entire workspace is in one place. Many 
have commented that the move has been 

“Brilliant and really well organized,” as well as “Nice 
and simple, and easy to transfer calls.”  

Overseeing continuous 
improvement
The contact center technology refresh has 
given the DWP a platform to explore different, 
innovative channels as customer preferences 
and needs change.

As part of this approach, a newly created “Digital 
Channels and Efficiency Board” troubleshoots 
customer experience issues and devises quick 

and effective solutions. After a new service is 
built, the board tests to see if it needs more 
features or functionality before it goes live. 

“Digital transformation isn’t a one-off project. It’s 
a mindset and a journey that actively questions 
how technology choices can help us serve our 
people and customers better,” concluded Turnbull.

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

“We’ve seen a large reduction in the volume and duration of calls. We 
used to have 26,000 agents handling over 800,000 calls per week, so 
any drop in those numbers signals a significant productivity gain.”
Mick Turnbull, Product Owner, Contact Center, DWP

RESULTS

Reduced
call volume and duration 

Lowered 
costs 
Improved
customer experience

Increased 
agent productivity and satisfaction

“Our customers want to 
engage digitally—and choose 
how, when and where 
they do that.”

Mick Turnbull 
Product Owner, Contact Center, DWP
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