
SUCCESS STORY: RECSA

Recsa 
upgrades customer experience platform  
to reduce costs, and increase productivity 
Financial firm implements Genesys Customer Experience Platform to boost productivity  
and meet customer demand.

Customer : Recsa
Industry: Financial
Location: Chile

Challenges: 
• Reduce failed calls by 30%
• Verify interoperability, the integration 

of systems and transaction tracing
• Increase management effectiveness, 

work with indicators that allow the 
prediction of workloads

• Optimize utilization of resources

Solutions:
• Genesys Contact Center 

Modernization
• Genesys Reporting & Analytics

With over 28 years in the international market 
targeting prestigious companies in the financial, 
retail and education sector, Recsa Chile leads the 
way in recovery services—selling products, card 
activations and delivery of valued products. 

The company was started in 1986 and rapidly 
expanded in the financial market in the 90s. At 
that time, Recsa positioned themselves as a 
strategic partner for their customers.  

Currently, Recsa has more than 25 branches 
in Chile, from Arica to Punta Arenas, and is the 
financial management company with the best 
coverage of national lands of the Mapochos. The 
range of services offered has been a key factor 
in their development, allowing the emergence of 
services tailored to customer needs. 

Recsa Consulting later emerged as a service 
provider for Process Outsourcing and Portfolio 
Management, as well as Recsa Services and 
Recsa Legal, which complement the contact 
and debt-recovery needs of companies in the 
financial sector.  

Motivation for change 
Because of a significant downturn in the market, 
levels of unpaid consumer debt rose while use 
of company services dipped. Despite this, the 
Recsa customer base grew. With nearly 7 million 
collection management transactions to perform, 
the company needed to increase productivity.  

It was therefore necessary to significantly 
improve Key Performance Indicators (KPIs). It 
was important, for example, to reduce the rate 
of failed calls by 30% and verify interoperability, 
integration of systems, and the ability to trace 
transactions. The company needed to increase 
management effectiveness, better predict 
workloads and optimize resource utilization. 

Furthermore, Recsa was increasing contact 
center positions, so it was essential to improve 
the profitability of this business.
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At a technology level, Genesys has contributed to easy administration 
as well as substantially reducing the cost of technology management, 
among other benefits. Note that while this platform requires an 
equal management focus, the achievements are far superior to  
the technology used previously.  

RESULTS

Decrease 
from 9% to  
.2% in transfer  
error drop 
savings and increase in revenue and collections; 
failures stopped immediately after the 
implementation. In three months, the transfer 
error dropped from 9% to 0.2% and the direct 
answer indicator rose.

Reduced 
staff turnover
base on training and peformance

Technology to support 
the market 
Recsa was using their current platform to its full 
capacity, so they required an effective and reliable 
tool to monitor operations.  

They chose Genesys, primarily because the 
open, modular platform allows for high-level 
management and provides an integrated, scalable 
and state-of-the-art technology solution to 
accommodate company growth and the needs  
of Recsa customers. 

Today, Recsa operates with a SIP-based, high-
availability version of the Genesys Customer 
Experience Platform as well as Genesys 
Reporting and Analytics. They’re also testing 
chat capabilities and looking for new business 
generation models. 

This innovation provided by Genesys has 
incorporated a wide range of comparative 
advantages, such as the use of multiple channels 
and substantial improvements in contactability 
with excellent support for analysis and monitoring 
of information. In addition, the customer 
experience has been transformed through 
multichannel engagement models that feed on 
technological innovation to generate growth. 

Lower cost and 
higher revenues 
With the addition of the latest Genesys solutions, 
Recsa has seen significant results, including 
cost savings, increased revenue and collections; 

a drop in the transfer error rate from 9% to 0.2% 
after just three months, and a rise in the direct 
answer indicator.

At a technology level, Genesys has contributed 
to easy administration as well as substantially 
reducing the cost of technology management, 
among other benefits. While this platform 
requires an equal management focus, the 
achievements are far superior to the technology 
used previously. 

In terms of human resources, working with 
Genesys has enabled lower turnover, better 
training and better overall performance. Various 
business productivity indices have improved as 
expected. For example, Recsa recently concluded 
the implementation of their last campaign with 
excellent results. 

Planned modifications 
Recsa soon plans to make some additional 
modifications. For example, the number of 
employees continues to grow and the company 
is looking at solutions such as Genesys 
Continuous Workforce Optimization and Genesys 
Enterprise Workload Management to optimize 
the management of both human resources and 
transaction processes.  

Finally, Recsa highlights their strong working 
relationship with Genesys. They are extremely 
happy working with a cutting-edge technology 
that provides instant understanding of business 
needs and challenges. 


