
Transforming Retail CX: Global Fashion Brand 
Boosts Loyalty with Genesys Cloud

Executive Summary
A globally recognised fashion retailer partnered with Cloud Generalist to overhaul its legacy contact-

centre infrastructure and implement a future-proof, AI-enhanced customer experience (CX) stack. 

Within just six months of deploying Genesys Cloud, the brand achieved remarkable results: a 20% 

reduction in Average Handle Time (AHT) and a 15-point surge in Customer Satisfaction (CSAT). These 

improvements directly translated into higher basket values, increased loyalty-programme 

participation, and measurable revenue growth.

The Retail CX Challenge
The fashion retailer faced several critical challenges that were impeding growth and customer 

satisfaction:

**Fragmented touchpoints**: Multiple regional call centres, siloed voice and digital channels, and 

no single source of truth for customer data.

**Rising cost-to-serve**: Inefficient workflows pushed Average Handle Time above industry 

benchmarks, increasing labour costs and eroding profit margins.

**Stalled loyalty growth **: Inconsistent service quality was causing customer churn at critical 

moments in the customer journey.

⠀The strategic imperative became clear: deliver a unified, friction-free experience across all channels 

and devices while maintaining the brand's distinctive personality and supporting global scalability.

Cloud Generalist's Solution Framework
Our structured approach ensured comprehensive transformation:

Phase 1: Assessment & Vision
Conducted thorough CX maturity audits

Facilitated journey-mapping workshops

Performed detailed data-flow analysis

Established baseline KPIs for measuring success



⠀Phase 2: Architecture & Design

Developed a comprehensive omnichannel blueprint

Configured the optimal Genesys Cloud licensing model

Designed AI-powered routing logic

Implemented seamless CRM and Order Management System integrations

⠀Phase 3: Agile Deployment

Executed a systematic region-by-region migration

Orchestrated intuitive IVR systems

Configured efficient agent desktop environments

⠀Phase 4: Enablement & Change Management

Delivered role-based training programs

Implemented gamified learning to accelerate adoption

Developed continuous-improvement playbooks for sustained success

⠀Implementation Highlights

The solution delivered several innovative capabilities:

**Smart omnichannel routing ** leverages predictive AI to match customers with the best-suited 

agent in under 200 milliseconds.

**Unified agent workspace** surfaces order history, purchase intent, and loyalty-tier data in a 

single pane of glass.

**Real-time sentiment analysis** triggers supervisor interventions before escalations occur, 

protecting brand equity.

**Serverless extensibility** allows rapid deployment of new bots, languages, and seasonal 

campaigns without code freezes.

⠀Measurable Results (First 180 Days)

The transformation delivered quantifiable business impact within the first six months:

**20% decrease in AHT ** – from 310 seconds to 248 seconds across voice, chat, and social DM 

queues.

**15-point CSAT gain** – average post-interaction score rose from 76 to 91.

**+8% conversion uplift** – web-chat assisted sales now outperform self-service by a factor of 2.3×.

**24×7 multilingual coverage** – achieved with zero additional headcount via AI voicebots and 

automation.

⠀"Cloud Generalist helped us re-imagine service as a brand differentiator rather than a cost centre." — 



VP Global Operations, Fashion Retailer

Key Takeaways for Retail Leaders
**1** **Customer intimacy scales with cloud-native agility.** Rapid iteration cycles allow brands to test, 

learn, and personalise at the speed of fashion.

**2** **Data-driven orchestration reduces both effort and cost.** Intelligent routing and consolidated 

insights shrink handle time while elevating satisfaction.

**3** **Employee experience is the multiplier.** Intuitive agent tools and AI co-pilots free staff to focus on 

high-value engagement, improving retention and Net Promoter Score.

**4** **A future-proof CX stack is platform-agnostic. ** True competitive resilience comes from open APIs, 

composability, and a partner who understands the business of retail.

⠀About Cloud Generalist

Cloud Generalist is a boutique technology consultancy that transforms contact-centre operations into 

growth engines. Our experts design, deploy, and optimise multi-cloud CX ecosystems that delight 

customers and empower teams. Whether you're exploring Genesys, NICE, Avaya, or a green-field AI 

deployment, we orchestrate end-to-end success—so you can focus on fashioning the future.

Ready to Modernise Your CX?
Connect with our strategists at ~[hello@cloudgeneralist.net]()~ or visit ~[www.cloudgeneralist.net]()~ to schedule 

a complimentary CX innovation workshop.
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