
Public Utilities of Munich (SWM) 
has been supplying water and 
power to the Bavarian Metropolis 
for the past 100 years 
The SWM is dedicated to supplying Munich’s one million 
citizens with an ecologically-friendly supply of energy and 
natural drinking water from the Bavarian Voralpenland, an 
area just outside the Swiss Alps. 

In addition, the SWM operates and maintains 18 modern swimming pools for 
the citizens of Munich, while its sister company provides much of the public 
transportation in Munich, including the subway, streetcars and busses. Overall, 
SWM employs approximately 6,500 individuals, and grossed approximately 4.5 
billion euros in 2007.

In order to better serve the citizens that rely on them each day, SWM 
recognized it needed a workforce optimization tool in their call centers to help 
drive operational excellence and provide a return on investment they could 
justify. Determined to insure customer service as a central focus for SWM, 
the power company also wanted a quantitative and qualitative solution to 
increasing customer satisfaction.

After a thorough investigation and testing of different quality monitoring options, 
SWM selected Envision partner, almato, to implement Envision Click2Coach® in 
order to provide a higher level of service to their private and business clients. 
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Results
• Achieved higher marks 

for internal and external 
service quality

• Gained high acceptance 
with SWM users

• Received positive worker 
feedback
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Click2Coach® includes Envision Quality Monitoring™ 
and Envision Learning™ both of which function within 
Envision’s innovative web-based user platform, called 
Envision Centricity™. Utilizing these powerful solutions 
together enables SWM supervisors and trainers to 
deliver both immediate and ongoing feedback and 
develop agents who are motivated to excel.

Click2Coach® provides call center supervisors  
with the training, quality monitoring and evaluation 
tools they need to develop agents who have the skills 
and knowledge to provide consistently superior 
customer service.

Active market and service strategy
Since implementing Click2Coach, SWM is now able 
to stay ahead of production quotas while providing 
exceptional customer service. Click2Coach has allowed 
SWM to achieve their Operational Excellence Initiative, 
a multipart strategy aimed at developing their product 
and service offerings.

Click2Coach is an ideal solution for SWM because it 
allows managers to establish potential opportunities 
for agent development and then provide coaching to 
improve customer experience. In addition, SWM is 
able to offer their clients better pricing and a higher 
level of service, and has increased their ROI through 
implementing the Click2Coach solution.

Envision—Contact Center Performance Assured.  
Envision helps companies better align and integrate the people, processes and technologies within the contact center to drive exceptional customer service. 
Our belief is that continuous agent improvement helps maximize every contact with customers, which ultimately drives increased contact center and enterprise 
performance. Envision Centricity is a complete Workforce Optimization suite to aggregate, monitor and analyze data and performance at the agent, contact 
center and enterprise levels. It is comprised of multiple applications including Envision Workforce Management™ for scheduling, forecasting and staffing, with 
applications for quality monitoring, identity protection and compliance, and analytics; and the industry-renowned Envision Click2Coach® for fully integrated 
quality monitoring and management, e-learning, automated coaching, robust analytics and performance management capabilities. Visit www.envisioninc.com, 
email info@envisioninc.com or call 206.225.0800 ext. 500 for more information.
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Click2Coach implementation
SWM was able to implement Click2Coach seamlessly 
and efficiently, within only a few days. The SWM contact 
center managers found the product to be very intuitive, 
and were able to use it efficiently within a few days with 
little training. Contact center managers and agents 
alike saw the advantages of Click2Coach instantly.

Customers of SWM have seen a clear improvement in 
the customer service provided by SWM. SWM believes 
the customer service they now provide their customers 
would be inconceivable without their implementation of 
Envision Click2Coach.


