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Are you struggling 
with siloed data 
systems and being 
able to serve your 
customers on the 
channel of their 
choice?
Kerv Experience partners with Genesys to combine 

industry-leading contact centre technology with our 

own applications, services and support, allowing you 

to deliver the CX your customers deserve.

For more information please contact 

sales.experience@kerv.com 0330 403 0000

Gold Partner

Want to optimise your CX strategy and drive 
be�er customer and agent experiences?

Contact us today for a demo or free trial

https://kerv.com/what-we-do/customer-experience/genesys-cloud-cx/#contact


 
 
 
 
 

 

 



 
 
 
 
 

 

 



 

 

 

 

 

 

At Kerv, we provide end-to-end digital transformation solutions.  

Our specialist CX practice, Kerv Experience, are an established Genesys gold partner with 23 years’ 

experience in the cloud contact centre and CX space. Kerv Experience’s deep expertise of Genesys 

Cloud CX helps you completely personalise your digital customer experience, improve customer 

insights, reduce effort with seamless integrations and automation and to deliver amazing service 

when it matters most.  

As the 2021 Genesys EMEA Customer Success Partner of the year and the current new logo partner 

of year, we help deliver exceptional CX to our customers through the deployment of cloud, digital, 

data and AI technologies. We help our customers execute on their CX strategy by deploying the 

correct technology and ensuring they get the most out of the solution over time. Our clients include 

PureGym, HelloFresh, Heineken, Somerset County Council and P&O Ferries.  

Our sister practice, Kerv Digital, works hand in hand with Microsoft to deliver bespoke services for 

Teams, Dynamics 365, Power BI and Power Platforms which integrates with Genesys Cloud CX to 

create a seamless customer and employee experience.  Cloud Contact Centre as a Services allows 

you to access constant technology innovation and Kerv are the partner to help you maximise the 

benefits of that investment and allow you to grow as a business through excellent CX. 

Contact: 

w: www.kerv.com  

t: 0330 403 0000 

e: jas.bansal@kerv.com - Jas Bansal, Head of Marketing  

 

  

http://www.kerv.com/
mailto:jas.bansal@kerv.com
http://www.kerv.com


 
 
 
 
 

 

 



Stay ahead. 

European Airline Group - 
Challenges & Solutions 
An Airline Group has embarked on its ambitious "Transformation Programme 

2.0," central to which is the "One Service Centre Solution (OSCS)" initiative. 

The programme aimed to centralise and harmonise passenger airline 

services across four Airlines, encompassing approximately 4,000 agents 

worldwide. Kerv was selected from among 12 system integrators across 

EMEA to execute this critical project. Our primary objective is to migrate 

multiple existing contact centre platforms (Engage, PureConnect, Cisco, and 

Genesys Cloud) onto a unified Genesys Cloud platform. 

Delivering a complex transformation 
The Airline Group solution presents several complexities: 

Routing Architecture 

The existing setup involves over 2,000 inbound routes, 1,500 skills, and 

more than 1,000 queues, necessitating intricate migration planning and 

execution. 

Integrations 

Multiple CRM systems and custom-built applications for advanced 

steering and reporting functions require seamless integration into the 

new platform. 

Organisational Transformation 

The consolidation of four distinct airlines necessitates process 

harmonisation while accommodating unique requirements specific to 

each airline.

Quality Assurance 

Rigorous testing protocols are mandatory to ensure operational 

excellence and compliance with contractual obligations. 



Building a long-term solution 

Programme and project management 

Kerv offers a robust project governance structure. The core project team 

encompasses programme managers and a project manager, all under 

the oversight and with the escalation path to Kerv’s Operations Director. 

Solution design 

Guiding the design pathway are Kerv’s CX Consultant/Business Architect 

and a technical architect. Their roles are pivotal in setting the solution 

direction, ensuring documentation, and optimizing the overall solution 

architecture. 

Configuration services 

Two dedicated engineers from Kerv are at the helm, parallelizing efforts 

to ensure a streamlined deployment of the platform. 

Development services 

A robust team of three developers, a Product Manager, and a Head of 

Product form the backbone of Kerv's development services. Their 

innovation led to the development of services that not only match but 

augment Genesys Cloud. This includes the integration of bulk-skill 

management, enhanced email management systems, the Qualtrics 

survey tool, and the Cognigy chatbot solution. 

Kerv is committed to delivering this complex transformation 

while maintaining the highest standards of quality assurance. 

Our approach will align with ISO 27001/9001 and project- 

specific requirements and all deliverables will undergo 

rigorous evaluation prior to final delivery. 



Testing services 

Ensuring the highest quality, Kerv's testing team, comprising testing 

managers, a tester, and automation engineers, scrutinizes both Genesys 

Cloud CX configurations (across 1200 flows and 30+ languages) and 

specialized software products for Steering, Reporting, advanced email 

management, and CRM integrations. 

Reporting services 

Kerv’s data-centric approach includes a data warehouse architect and a 

reporting engineer. Their efforts are channeled towards assisting the 

Airline Group in migrating data from legacy platforms like PureConnect 

and Engage. They also integrate with the Airline Group’s One Data 

Platform (ODP), ensuring a seamless transition and robust reporting 

framework in alignment with the Airline Group’s requirements. 

Business readiness 

As with any transformation, user adoption is key. Kerv, recognizing this, 

provides business readiness services. This includes business change 

management and rigorous training modules to ensure the team can 

seamlessly adapt to the Genesys Cloud platform. 

Customer success 

Kerv has two customer success managers working alongside the project, 

which will assist and ensure that the Airline Group will make the most of 

the Genesys Cloud CX platform once the migration phase is completed. 

A new era for the Airline Group 
Kerv's comprehensive engagement with the Airline Group is 

not just about system integration. It's a holistic approach, 

ensuring every facet of the transformation is addressed - 

from technical implementation and design optimisation to 

quality assurance and user readiness. Their collaboration 

signifies a new chapter in airline service efficiency and 

streamlined operations for the Airline Group. 
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1 https://www.gov.uk/government/publications/consumer-vulnerability-challenges-and-potential-
solutions/consumer-vulnerability-challenges-and-potential-solutions  
2 https://www.eprg.group.cam.ac.uk/wp-content/uploads/2015/09/1515-PDF.pdf  
3 https://cxm.co.uk/disloyal-brands-failing-to-attract-younger-customers-to-loyalty-schemes/  
4 https://martech.org/51-of-consumers-would-leave-a-brand-if-digital-experience-isnt-as-good-as-in-
person/#:~:text=Younger%20consumers%20are%20less%20loyal,according%20to%20the%20PwC%20findings.  

https://www.gov.uk/government/publications/consumer-vulnerability-challenges-and-potential-solutions/consumer-vulnerability-challenges-and-potential-solutions
https://www.gov.uk/government/publications/consumer-vulnerability-challenges-and-potential-solutions/consumer-vulnerability-challenges-and-potential-solutions
https://www.eprg.group.cam.ac.uk/wp-content/uploads/2015/09/1515-PDF.pdf
https://cxm.co.uk/disloyal-brands-failing-to-attract-younger-customers-to-loyalty-schemes/
https://martech.org/51-of-consumers-would-leave-a-brand-if-digital-experience-isnt-as-good-as-in-person/#:~:text=Younger%20consumers%20are%20less%20loyal,according%20to%20the%20PwC%20findings
https://martech.org/51-of-consumers-would-leave-a-brand-if-digital-experience-isnt-as-good-as-in-person/#:~:text=Younger%20consumers%20are%20less%20loyal,according%20to%20the%20PwC%20findings
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