
SUCCESS STORY: BANCO DE CHILE

Banco de Chile  
Personalizes the customer experience  
with Genesys

Headquartered in Santiago, Banco de Chile is the 
second largest bank in Chile. Its retail banking 
arm serves more than half a million customers 
through a network of 300 branches and five 
contact centers ready to take calls around the 
clock. In total, the bank employs some 14,000 
staff, including 600 agents in its contact centers 
who handle around 16,000 calls each day. The 
bank wanted to be able to provide different levels 
of service to each of their customer segments 
while also improving service quality for all 
customers. Recognizing the limitations of their 
existing contact center solution, the bank decided 
to look for an alternative to help improve the 
customer experience.

Differentiating service
In 2008, Banco de Chile acquired the Chilean 
operations of Citibank, which were focused 
primarily on serving high net worth customers. 
The acquisition highlighted the limitations of 
Banco de Chile’s existing Nortel-based contact 
center system. “We had a basic inbound call 

distribution system that wasn’t integrated with 
the bank’s Siebel-based customer relationship 
management system,” says Ivonne Müller, 
Banco de Chile’s Head of Contact Center. “When 
customers called in, the bank wasn’t able to 
identify them and provide details to the agent 
about who the customer was and any previous 
contacts with the bank. Our Nortel interactive 
voice response (IVR) solution also didn’t allow us 
to find out in much detail why the customer was 
calling before the agent answered the call.”

All of this meant the contact center wasn’t able to 
identify callers by customer segment and provide 
different levels of service to different customer 
groups. Callers were placed in the same queue, 
irrespective of their value to the bank. “We wanted 
to be able to prioritize the 4,000 inquiries being 
made each day by the private banking clients we’d 
acquired from Citibank and to answer their calls 
ahead of other customers,” Müller explains. “We 
also saw this as a chance to improve the level 
of service we could offer to all customers, by 
presenting agents with information about the 
customer held in Siebel when they take each call.”

Customer: Banco de Chile
Industry: Banking
 Agents: 600 agents/14,000 staff

Challenges: 
• Wanted to deliver differentiated  

service to each customer segment
• Needed to prioritize calls from high net 

worth and private banking clients 
• Sought to provide agents with rapid 

access to customer history
• Wanted  a way to schedule agents to 

match call volumes
• Looked to improve service for 

all customers
• Needed to meet tight deadlines  

for initial deployment
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Solutions:
Cross channel communications
• Genesys Customer Interaction 

Management (CIM) Platform
• Genesys Inbound Voice
• Genesys Voice Platform (GVP)
• Genesys CCPulse
• Genesys Agent Desktop
Open systems
• Genesys Gplus for Siebel

Enterprise resource management
• Genesys Workforce Management

Meeting tight deadline 
After evaluating a number of contact center 
solutions, the bank chose Genesys because of its 
market leading features and because Genesys 
could run independently of the underlying telephony 
infrastructure. This would allow the bank to roll out 
the solution while undertaking a separate project 
to transition the bank away from Nortel to  a new 
IP-based telephony environment  from Cisco.

An equally important factor, says Müller, was 
the quality of support offered by Genesys 
Business Partner e-Contact. “They could offer 
us high-quality support both during the initial 
implementation and over the longer term, 
once the solution was implemented. Many 
implementation partners don’t offer good support 
once the solution has been sold and installed, but 
e-Contact has always had someone available to 
help us whenever we had any kind of question. 
As a result, we were able to install the solutions 
very quickly and smoothly in the first contact 
center, meeting our tight deadline for supporting 
the customers transferring from Citibank.” 

Implementing the solution
The Genesys solution was initially installed in a 
single contact center for 70 agents serving the 
customers transferring across from Citibank after 
the 2008 merger. As well as installing the Genesys 
Customer Interaction Management (CIM) 
Platform and Genesys Inbound Voice running over 
an IP-based voice network from Cisco, this first 
implementation saw the bank integrate Genesys 
with both Siebel and the Q-finiti voice recording 
system, roll out Genesys Workforce Management, 
and implement Genesys Voice Platform (GVP). As 
an integrated self-service solution, GVP operates 
with the CIM platform to provide an enhanced 
caller experience where routine caller requests 
are handled by the self-service option and more 
complex requests are routed to the best available 
skilled agent. This boosts customer satisfaction 
as customers are now served appropriately  
and quickly.

Following the ease of implementation at the first 
site, the bank has since rolled Genesys out to the 
remaining 530 agents at Banco de Chile’s four 
other contact center locations. Alongside the 
implementation of Genesys, the bank introduced 
an improved two-month training program for 
agents, which means that all agents are now 
multi-skilled, able to answer a wider range 
of queries, and provide better answers than 
ever before.

Ensuring a virtual contact 
center for faster 
customer service
Using Genesys, all five locations are now tied 
together in a virtual contact center, allowing 
calls to be directed to any appropriately skilled 
agent at any site. Customers can be identified 
when they call, as the bank can now recognize 
customers–such as private banking clients to 
whom it wants to provide preferential treatment–
and prioritize these calls to be answered before 
other customers. In addition, the integration 
between Genesys and Siebel allows agents to 
greet all customers by name and have immediate 
access to the customer’s history through the 
Genesys Agent Desktop, helping them to handle 
calls more quickly.

At the same time, Genesys Workforce 
Management has allowed the bank to make 
better use of agents by matching their availability 
against predicted call volumes and workloads 
throughout the day. Prior to implementing 
Genesys, agents were scheduled in standard 
eight hour shifts, and all staff on that particular 
shift started at the same time. Now, using the 
sophisticated scheduling provided by Genesys 
Workforce Management, the bank has been able 
to create a new approach to scheduling, whereby 
staff work four hour shifts which can start at any 
15 minute interval at any point during the day. 

“Using Genesys Workforce Management, we can 
forecast future call demand over the whole 24 
hours and schedule staff into these new, more 
flexible shifts to ensure perfect coverage of 
expected call levels,” Müller explains. 

Improved satisfaction  
and sales
The impact of all these changes has been a 
dramatic rise in agent and customer satisfaction. 
Before Genesys was introduced, research 
carried out by Banco de Chile into customers’ 
experiences dealing with the contact center 
found that only a small fraction of customers 
were happy with their experience, but this has 
now increased to 80 percent. “We’ve been able 
to shorten the time it takes to answer calls by 50 
percent and increase the first contact resolution 
rate from 60 to 90 percent,” Müller says. 

She adds that: “Contact center staff are also 
much happier. They’re now among the most 
satisfied employees across the whole of the 
bank’s operations, and staff turnover has fallen 
from 20 percent to almost zero. This is very 
difficult to achieve, but Genesys has helped  
make that possible.
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”Meanwhile, the Genesys solutions have also 
allowed agents to move from only providing 
reactive support to existing customers for 
products and services they already use, to 
becoming a proactive sales channel. Through 
the Genesys Agent Desktop, the bank has been 
able to give agents access to everything they 
need to sell successfully. The result is that the 
contact centers now generate $17 million in 
annual revenues from loans, credit cards and 
insurance products.

Ambitious future plans include 
chat and social network support
The bank is building on these impressive initial 
results with a number of developments that will 
add multimedia capabilities to its contact centers. 
For example, it is currently undertaking a project 
to provide chat-based support for mortgage 
customers and is looking to add the ability to 
interact with customers through social media 
channels, such as Facebook and Twitter. 

“One of our key challenges is to understand and 
respond to what customers are saying about 
the bank, especially in social media channels,” 
Müller explains. “For example, when there was a 
problem recently with the bank’s online banking 
service, customers complained on social media 
services like Facebook about their experiences 
and how they were inconvenienced. The bank 
didn’t have a way to answer and address 
customer concerns in those venues.” 

Through Genesys, the bank will give agents the 
ability to monitor what customers are saying 

in social media networks. The system will 
differentiate between customers expressing 
opinions about the bank and its services, which 
simply need to be monitored, and customers 
who have an issue with a specific transaction. In 
the latter case, the bank will forward the details 
through Genesys to an agent to proactively reach 
out to the customer with a solution.

Müller is also hoping to exploit tighter integration 
between the Q-finiti call recording system and 
Genesys to record which screens were being 
used by each agent at each point during calls. 
This will allow targeted training to be identified for 
each agent, as well as provide insights into how 
processes and the contact center solution could 
be improved for all agents.

“Genesys, with support from e-Contact, is helping 
us to meet our vision of being the best contact 
center in Chile in terms of innovation, productivity 
and service quality,” Müller concludes. “Together, 
they are helping us meet the needs of our 
customers in a timely, accurate and professional 
way, which is allowing us to develop strong long-
term relationships with our customer base.”

Business partner
e-Contact specializes in integrated technology 
on telecommunication projects, and their  
trained specialists supported Banco de Chile 
throughout the implementation of their contact 
center solution.

“Since introducing Genesys, we’ve been able to shorten the time 
it takes to answer calls by 50 percent and increase the first-call 
resolution rate from 60 to 90 percent.” 
Ivonne Müller, Head Of Contact Center

RESULTS

80% 
customer satisfaction with their contact 
center experience

50% 
decrease in time-to-answer

67% 
improvement in first-contact 
resolution rate

http://www.genesys.com 

