
CUSTOMER SUCCESS STORY | ELECTROLUX

“In addition to reducing execution cycle 
from weeks to hours we get an improved 

quality on the outcome, allocation of 
less resources and a clear visibility of our 

contact centers in real time.” 

—Juliano Tripodi, Agile Delivery Lead, Electrolux

Appliances like AEG, Westinghouse and Frigidaire 

are household names all over the world. Together 

with numerous other major brand names, they 

comprise the brand portfolio of Electrolux, one of the 

largest appliance manufactures in the world. 

The Stockholm-based company sells over 60 million 

household products in more than 120 markets each 

year. These markets span Europe, Asia and the 

Pacific, the Middle East, Africa, North America and 

Latin America. Globally, Electrolux employs around 

48,000 workers.

Cyara and Genesys Deliver a Complete CX Overhaul 
for One of the World’s Leading Household Brands

Company: Electrolux

Industry: Home appliances

Location: EMEA, headquartered in Stockholm

Company Size: 48,000 employees, 60 million products 
sold in over 120 markets

Challenges:

• Slow manual testing process bogging down 
overall timeline

• Coverage and quality issues

• Inability to measure environment stability

• Need an omnichannel and AI solution that  
can cover dozens of languages

Solutions: 

• Velocity

• Pulse
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More Than Just Cloud CX 
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With a business of this scale and 

scope, delivering a consistent, 

reliable customer experience 

is a massive challenge. Issues 

are inevitable, and Electrolux 

was experiencing its share of 

difficulties in delivering CX 

befitting its globally recognized 

brands. These issues led the 

company to launch an initiative 

for improving customer 

communications and CX, which 

would involve migrating to a 

fully hosted, omnichannel cloud 

contact center solution. That 

was only the beginning of their 

journey toward a streamlined and 

simplified solution that would 

involve Genesys, Google AI  

and Cyara.

“In addition to reducing 
execution cycle from 
weeks to hours we get an 
improved quality on the 
outcome, allocation of 
less resources and a clear 
visibility of our contact 
centers in real time.” 

—Juliano Tripodi,  
Agile Delivery Lead, Electrolux

Consolidating 
Customer 
Experience Channels

Initially, Electrolux’s mission 

was to consolidate its European 

contact centers, which were 

spread throughout the 

continent into one cloud-based, 

omnichannel solution. 

In Europe alone, this setup 

faced serious challenges. Every 

call center had its own staff, 

processes, particularities and legal 

requirements. Customers who 

called in would begin interacting 

with agents immediately, which 

may or may not be successful 

depending on language barriers 

and specific customer needs. 

Beyond call centers, customers 

may reach out via chat forums, 

email or social media channels.

These multiple layers called for 

a complex, specialized solution, 

which Electrolux found in Genesys. 

The goal was not merely to 

consolidate and streamline, but 

ultimately to deliver a better 

customer experience.

This cloud solution, bolstered by 

Google AI, delivered immediate 

results in the pilot phase of the 

program. Before customers 

connected with an agent, 

chatbots could now collect basic 

information like personal data and 

recognize customer intentions in 

order to optimize their routing and 

deliver them directly to the agent 

with the right skillset.

However, this new solution also 

unveiled issues that Electrolux had 

not even been aware of. Those 

issues would ultimately call for an 

expanded solution.
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BENEFITS ACHIEVED

Improved end-to-end call 
routing process for better 

customer experience

Real-time visibility of call 
center engagements allows 

faster, more proactive 
response

Sped testing  
from 14 days to  

overnight
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Electrolux also saw the limits of their current testing 

setup, which was fully manual. This process would 

not be sustainable at scale, yet testing would 

become even more critical. With every new feature 

or update, testing would be essential to proving the 

customer experience was improving in line with  

their goals. 

This is where Cyara entered the picture. Initially, 

the Cyara team began working with Electrolux on 

a small-scale Velocity implementation that would 

focus only on high-priority test cases for Electrolux’s 

IVR voice system. Cyara’s built-in testing automation 

brought immediate benefits, reducing the regression 

testing process from two weeks to overnight. 

The Electrolux team quickly moved to the next 

phase with Velocity to build an end-to-end customer 

journey that would carry customers from the initial 

call all the way through to an actual agent.

By connecting Cyara’s hosted virtual agent with 

the Genesys cloud, Electrolux was able to simplify 

the automation, easily run tests, and monitor the 

customer experience in real time. 

Not only that, but the system’s support for multiple 

languages made it easy to adapt to any country in 

which there were call centers.

“Whenever our consumers reach out to an Electrolux 

contact centre they expect to have the same 

effective and pleasant experience regardless of 

the channel,” said Electrolux’s Agile Delivery Lead, 

Juliano Tripodi, “especially during the pandemic in 

which people are spending more time at home and 

using their home appliances more frequently. 

“Therefore, from our side, one of the ways we 

provide best-in-class service is to collaborate closely 

with Cyara and Genesys to ensure the high quality 

of our omnichannel solution – including quality of 

voice calls, intent recognition by our chatbot, as well 

stability and  high availability of the overall Contact 

Center platform.”

“You should not underestimate the 
power of test automation.”

—Juliano Tripodi,  

Agile Delivery Lead, Electrolux

The Complexity of Cloud 
Migration 

Indeed, the successful, small-scale pilot revealed how 

difficult it would be to implement these solutions 

on a much broader scale and scope. Each country 

would demand a different set of parameters and a 

unique setup to integrate into the solution. 
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The Power of Proactive 
Monitoring and Testing

With cloud migration in swing and a fully automated 

testing solution in place, Electrolux discovered 

one more layer that was necessary for a complete 

solution: an ability to monitor the live environment. 

Until this point, Electrolux’s team would only become 

aware of customer service issues or call quality 

problems after the fact, when they would hear about 

them from an agent or directly from a customer. This 

lent itself toward a reactive posture for addressing 

problems, akin to putting out fires after they’re 

already blazing.

By adding Cyara’s Pulse solution into the mix, 

Electrolux gained real-time visibility into the 

customer experience via their contact centers. Now, 

they can verify the quality of the call integration in 

the backend between Genesys and the AI layers 

right through to the agents. If anything isn’t working 

correctly, they can address it before it becomes 

an issue. This new posture is proactive, allowing 

Electrolux to head off CX issues before they  

cause disruptions. 

Genesys delivers a 
fully hosted, cloud CX 

experience to integrate call 
centers from  

across Europe

A COMPLETE PARTNERSHIP FOCUSED ON FLAWLESS CX

Cyara Velocity 
eliminates manual 

testing and accelerates 
implementation

Cyara Pulse lifts the veil  
and delivers live  

CX insights

“We now have a clear visibility in real 
time of our contact centers — due to the 
fact that we are triggering voice calls 
every minute — and we verify the quality 
of the call integration that we have in the 
backend between Genesys and the AI 
layers right through to the agents. Then 
we ensure that everything is working as 
expected.” 

—Juliano Tripodi,  
Agile Delivery Lead, Electrolux

Next Steps: A Broad Application

This first phase and partnership between Cyara, 

Genesys and Electrolux went off smoothly, and the 

Electrolux team was pleasantly surprised to find it 

accomplished its initial goals — and more — with 

fewer resources allocated toward execution, testing 

and maintenance than it had before.

With this successful first round of implementation 

complete, the Electrolux team is now looking ahead 

to the next phase. Their voice channels are only 

one piece of their CX puzzle; next in line are their 
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desktop, email and chat journeys. 

These other components have 

additional layers of complexity 

that Cyara can help to address 

as the company moves forward.

Finally, Electrolux plans to 

expand its capabilities by 

integrating Cyara and Jira, 

which will better enable the 

team to track bugs and improve 

efficiencies. 

The ultimate test of each 

of these steps will be the 

customer experience. So far, this 

partnership is delivering a CX 

that Electrolux can be proud to 

have associated with its many 

well-known brands.

“We have a good 
structure behind an 
organization that can 
support us in the long-
term, and now I can feel 
confident we can target 
more ambitious goals for 
the future.” 

—Juliano Tripodi, Agile Delivery 
Lead, Electrolux
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