
The challenge
A large media company needed to revamp its approach to customer 
retention, as a result of legacy systems and processes. Customer 
service agents used various systems to obtain necessary data, 
taking longer than anticipated to review subscription packages and 
provide recommendations to customers. The company had two 
primary objectives: 

• Increase Monthly Expected Revenue (MER) and reduce customer 
churn by providing better experiences.

• Leverage data and automation to make the call-center operations 
PRUH�HƯFLHQW�DQG�PRUH�UHVLOLHQW�WR�XQGHUVWDƯQJ�DV�D�UHVXOW�RI�
the COVID-19 pandemic.

Capgemini and Pega helped the company transform with four 
innovative solutions:

• &XVWRP�QH[W�EHVW�RƪHU�DOJRULWKP�WKDW�DQDO\]HG�FXVWRPHU�
GDWD�DQG�VHOHFWHG�WKH�PRVW�UHOHYDQW�RƪHU�IRU�HDFK�FXVWRPHU��

• Revamped the call-center experience by automating 
operations using Pega BPM. 

• ,GHQWLƬHG�DGRSWLYH�PRGHOV�IRU�VXEVFULSWLRQ�RƪHUV��GLVSOD\LQJ�
IRU�WKH�DJHQW�LQ�UHDO�WLPH�ZKLFK�RƪHU�WKH�FXVWRPHU�LV�PRVW�
likely to purchase.

• Targeted multiple customer segments with automated best-
UHWHQWLRQ�RƪHUV��ZLWKRXW�DQ�DJHQW�

The outcome
7KH�PHGLD�FRPSDQ\�GHOLYHUHG�DQ�HƯFLHQW�DQG�HƪHFWLYH�
customer experience, using automated prompts and 
UHGXFLQJ�WKH�ZDLW�WLPH�IRU�D�QHZ�RƪHU��
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51k

30s7%

16k
Customers who’ve received 
DQ�DOJRULWKP�DSSURYHG�RƪHU

Average reduction in 
handling time per call

Reduction in calls handled by 
10,000 agents worldwide

Customers who’ve accepted 
DOJRULWKP�DSSURYHG�RƪHU

About Capgemini

Capgemini is a global leader in partnering with companies to transform and manage their business by harnessing the power of technology. The Group is guided everyday by its purpose of 
unleashing human energy through technology for an inclusive and sustainable future. It is a responsible and diverse organization of 325,000 team members in more than 50 countries. With its 
strong 55-year heritage and deep industry expertise, Capgemini is trusted by its clients to address the entire breadth of their business needs, from strategy and design to operations, fueled by 
the fast evolving and innovative world of cloud, data, AI, connectivity, software, digital engineering and platforms. The Group reported in 2021 global revenues of €18 billion (about $21 billion 
USD at 2021 average rate).
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