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Elenia – Customer Experience as a Success Factor
Elenia provides its customers with electrical network and heating services. Elenia’s electrical network 
spans over a hundred local districts in the areas of Kanta-Häme and Päijät-Häme, Pirkanmaa, Central 
Finland, and Ostrobothnia. Elenia distributes electricity for 420,000 household, corporate and 
community customers and is developing a smart electrical network of the future as well as new 
service solutions using new technology. Elenia Lämpö Oy provides 85,000 end users with 
environmentally friendly, effortless and competitive heating solutions. 

The main objective of Elenia’s customer service is to provide the customer with an experience of good 
and reliable service. A successful customer experience is based on expert and skilled service. We sum 
up our operating approach in a service charter called “We care”, on the basis of which we are 
continuously developing our customer service. Our development work is supported by Merlin’s 
multichannel communications solution which facilitates the everyday work of our customer advisors 
and lets them build the best possible customer interaction.©
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“For us, good customer service 
means that the customer is free to 
select a personal customer 
service experience. We want to 
minimize the effort of our 
customers and make their life 
easy. When the most common 
matters can be solved online, the 
customer service’s role is more 
like a help desk.”
Sanna Öörni / Head of Customer Service,  
Elenia Oy

Objectives
 • The objective of Elenia’s customer service is to improve the 
customer experience and make the interaction as easy as possible.

 • Maintaining a high level of service even in exceptional situations 
such as during an extensive power outage caused by a storm.

 • Using a multichannel customer service and digital channels in 
order to improve the customer experience. 

Solution
 • The Merlin Contact Center solution routes the contacts to the 
right customer service agents. The CRM integration enables 
the customer service agents to see the customer’s information 
necessary for the service interaction.

 • The communications solution is integrated into the electrical 
network monitoring and control system, which enables automatic 
announcements during fault situations.

 • With the help of a multichannel communication solution, customer 
service works through Facebook, Twitter and e-mail, and a chat 
channel as well.

Why Merlin?
 • A long-term collaboration with Merlin has resulted in continuous 
development of Elenia’s customer service.

 • The most recent project is Elenia’s SYKE Project where the Merlin 
system was integrated into other customer information systems.

 • Merlin and Elenia have a shared objective: when routines are 
automated, the customer advisor is able to focus on challenging 
service tasks that cannot be automated.
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25%
rise in service level

30%
less queuing

100 % 
increase in customer  
recommendations

Elenia Customer Service Strives for a 
Better Customer Experience
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System Integration and Multichannel Solutions

The Merlin Contact Center system has been integrated into 
Elenia’s customer information systems. This ensures that the 
customer advisor always has up-to-date information on the 
customer and the customer’s contact history. Thanks to phone 
number recognition, the customer information is automatically 
opened up, and the customer advisor is able to start helping 
the customer right away. 

Speed is Increasingly Important
Speed matters, especially in chat where successfully guiding 
the conversation is important. Resource availability controls 
the multichannel customer service: a chat feature is not 
provided if there is no one to answer it. 

Multichannel Customer Experience
Facebook and Twitter messages are answered the same way as 
in other channels. The social media is an integral part of 
creating a world-class customer experience. One reason for 
social media’s popularity is the rise of communal customer 
service – the customers want to solve other customers’ 
problems as well as their own. When matters turn more private, 
the conversation is transferred into a one-on-one channel. 

Service is Tested During Power Outages
Power outages present a moment of truth for electricity companies. 
Service must work all the time. With active communications, the 
heavy traffic in customer service can be decreased and customer 
satisfaction improved. In fault situations, the electrical network 
support system shows who the fault concerns, and the Merlin system 
sends text messages to the customers. Automated communications 
have significantly decreased the rush in customer service, and the 
customer service level has stayed very high. 

Solution as Service – More Flexibility, Less Investment
The Merlin Contact Center is a harmonious system provided 
seamlessly as a service. Implementing new features is smooth, and 
monthly invoicing based on the number of users can be flexible in 
different situations. The people at Elenia are happy that Merlin 
ensures reliability and is flexibly supporting Elenia in improving its 
customer experience.
   The people at Elenia are happy that Merlin ensures reliability and is 
agilely supporting Elenia in improving its customer experience.

Productive Co-Operation
Using the information provided by the Merlin system opens up new 
possibilities. Queue times and call durations have been compared to 
the results of customer experience studies, and critical points where 
the service is at its best have been found. The recommendation rate 
has improved by over 100%.
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Customer Service 
of the Future
Customer service is becoming increasingly 
digitalized. At the same time, the customers’ 
expectations on service smoothness and ease are 
emphasized. Customer advisors know what the 
customers expect when they want personal 
service. “When a customer calls us, we strengthen 
the customer’s experience, hopefully even making 
it into something pleasurable and memorable, with 
easily utilizable information on customership and 
its development”, says IT Development Manager 
Jukka Grönroos.

“Customer service agents are the managers of customer 
experience. Producing great service is rewarding work. Our 
service works well when smooth systems support the customer 
experience.”
Sanna Öörni / Head of Customer Service, Elenia Oy


