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Automating workload management 
to boost productivity, improve quality
How Atento partnered with Genesys to transform back-office operations  
and deliver industry-leading customer experience  

Customer : Atento
Industry: Customer care solutions/
business process outsourcing
Location: 90 contact centers in 14 countries
Employees: 160,000

Challenges: 
• Need for scalability and better control over 

people and tasks
• Need additional visibility into complex, diverse 

operations for large and growing client base
• Need to identify and address inconsistencies in 

work capacity and quality across vast number 
of employees

• Have the ability to migrate to back-office 
business process automation

Atento is the largest provider of customer 
relationship management and business-process 
outsourcing (BPO) in Latin America and Spain and 
among the top three providers globally. Serving 
more than 400 clients from offices in 14 countries, 
Atento specializes in managing and improving 
relationships between brands and their customers. 
They deliver fast, secure, customized support to 
meet the needs of any business.

People are their greatest asset. The company 
has been recognized as a leader in the Customer 
Management Contact Center BPO Magic 
Quadrant by Gartner and consistently named 
one of the best 25 best multinational companies 
to work for by the Great Place to Work Institute. 
Every day, their 160,000 employees seek 
innovative ways to respond to customer needs.

The year 2012 was a turning point for Atento. With 
the introduction of a new stakeholder, the company 
set out to improve margins and extend market 
leadership through the use of new technologies. 
With the help of technologies from Genesys, 
Atento successfully overhauled their back-office 

operations. As a result, market perception has 
shifted: Atento is no longer seen as a call center 
company but an end-to-end solutions provider that 
transforms the customer experience.

Improving back-office  
quality, productivity
Customers turn to Atento to outsource their 
operations—everything from contact centers to 
back-office business processes such as credit 
approval and complaint management—in order 
to provide a better customer experience.

With a large and growing client base, Atento 
lacked visibility into a wide range of complex, 
varied business processes. In addition, their 
vast number of account analysts have different 
levels of capacity and training, which could 
lead to inconsistencies in work and quality. 
Compounding the challenge, Atento managed 
some of the back-office business processes 
manually, via Microsoft Excel or even on paper.
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Lacking control over people and tasks, Atento 
was unable to predict how to appropriately plan 
for scale while meeting SLAs. While Atento 
had already made improvements in business 
processes, the company knew that in order to 
deliver quality service at a compatible cost  
to their customers, they needed to begin 
automating back-office processes.

Bringing control back  
to the workforce
“Back-office operations are the chassis to more 
complex end-to-end service offerings that 
transform relationships between our clients and 
their customers,” said Felipe Ornelas, Services 
and Solutions Senior Manager.

In 2014, Atento implemented Genesys intelligent 
Workload Distribution (iWD) to improve 
management of back-office tasks in some of 
their operations. By automating activities and 
monitoring each step of work by every individual 
analyst, Genesys enabled Atento to bring control 
to the workforce.

Atento can now dynamically prioritize the 
distribution of tasks according to agent skill 
and business value, optimize analysts’ time, 
and create a more structured, balanced 
work routines that are consistent across the 
organization. With iWD, managers have visibility 
into back-office activities. Atento is able to better 
manage workflow and scale and better meet 
customer SLAs.

“Genesys eases communication and allows us 
to dramatically reduce time of response to our 
clients’ consumers,” said Jose Carlos Rocha, 
Projects and Business Support Director. 

With controls in place to effectively calibrate, 
track, and avoid bottlenecks, Atento is also better 
prepared to quickly shift resources before volume 
changes. They can track in real time if there are 
any delays in work delivery and if they’re within 
the forecast. If work volume is reduced on a 
particular day, for instance, they can decide on 
the fly to use that time for training.

Vision for continued 
innovation across customer 
touchpoints
Atento relies on several technologies to adapt to 
every client’s unique needs, including language 
and geography support. The flexibility and ease 
of implementation of the Genesys platform have 
enabled Atento to efficiently connect brands and 
customers in any way they choose. And automating 
back-office processes is just the beginning.

As customers increasingly seek to create an 
omnichannel customer experience , Atento plans 
to continue to innovate and expand their use of 
the Genesys platform to support brands in their 
journeys to communicate with clients through 
any channel.

Propelling a new business 
model, profitability
“Service quality and cost can lever the company 
to new baselines,” said Marcos Beraldo, Director, 
Back-Office Operations. “It’s a process of 
continuously changing and innovating.”

By putting the back-office controls in place, 
Atento was able to diversify their business 
model: Instead of fixed pricing, the company 
has moved to variable pricing that’s better 
suited to the processes and services rendered. 
By reducing periods of inactivity and creating 
more predictability with the Genesys solution, 
Atento has boosted productivity and minimized 
operational risk.

Solutions
• Genesys Enterprise Workload Management
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ABOUT GENESYS

Genesys® powers more than 25 billion of the world’s best customer experiences each year. Our success  comes 
from connecting employee and customer conversations on any channel, every day. Over 10,000 companies in 
more than 100 countries trust our #1 customer experience platform to drive great business outcomes. Genesys 
on-premise and cloud solutions are built to be fluid, instinctive and profoundly empowering. Combining the best of 
technology and human ingenuity, we work the way you think.

Visit us at genesys.com or call us at +1.888.436.3797

Genesys and the Genesys logo are registered trademarks of Genesys. All other company names and logos may be trademarks  or 
registered  trademarks of their respective holders. © 2016 Genesys. All rights reserved.

“Genesys eases communication and allows us to dramatically  
reduce time of response to our clients’ consumers.” 
Jose Carlos Rocha, Projects and Business Support Director

RESULTS

Productivity 
Improved productivity with  
back-office automation

Efficiency  
Gains in workforce optimization  
and call center staffing efficiency

http://www.genesys.com

