
SUCCESS STORY: CABLEMÁS

Cablemás maximizes investment  
with training from Genesys University 

Genesys University collaborated with Cablemás 
on a customized training program to enable their 
technical team to acquire deeper knowledge 
of the Genesys solutions and product cycle—
including planning, deployment, operations, 
maintenance, updating, and problem-solving. 

“Previously, we were not taking advantage of the 
solutions to their full potential,” says Fernando 
Santiago, Communications and Call Center 
Manager, Cablemás. “The training received at 
Genesys University has allowed us to get to know 
the contact center platform in detail, including 
how to obtain maximum benefit from all its 
features and functionalities. This knowledge has 
fueled our contact center growth and created 
better levels of service for our customers.”

A true collaboration
Cablemás is one of the leading telecommuni-
cations companies in Mexico. Established in 
1968 to provide cable television services, the 
company today additionally offers telephony 

services and Internet access to over 2.8 million 
homes in 49 cities across the north, northwest, 
south, southeast, and center of the country. 

Cablemás originally turned to Genesys solutions 
to ensure that their contact center was delivering 
the best customer service experience possible 
in a competitive market. Then, to make sure they 
were fully informed on how to optimize use of the 
solutions, they sought training at Genesys University. 

Genesys University has collaborated in the 
definition of training profiles and curriculum 
itineraries suitable for each member of Cablemás’ 
communications department. “Genesys University 
offers more than mere programming courses,” 
explains Santiago. “It offers an excellent service 
that analyzes your needs in terms of knowledge, 
and examines the content of each course to see 
how they fit or need to be adapted depending on 
the solutions currently deployed in the contact 
center, or other requirements that you may have.” 

Customer : Cablemás
Industry: Telecommunications
Customer Interactions: 65,000 inbound/
outbound per day
Employees: 5,000

Challenges: 
• To learn about the optimized use of 

solutions and product cycles to ensure 
value of investment

• To take advantage of existing Genesys 
solutions to their full potential

• To ensure an  optimal customer 
experience
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At Cablemás’ request, all training has been 
classroom-based. “We have taken advantage 
of the opportunity to interact with the other 
participants who are responsible for products 
similar to ours, which has enabled an interesting 
exchange of experiences and knowledge,” says 
Santiago.  “This has been highly beneficial to us, 
as it has allowed new ideas to emerge.

“What’s more, the courses are perfectly aligned 
with the Genesys products and solutions 
currently implemented at Cablemás, and are 
structured in such a way that permits us to get to 
know in detail the operations and characteristics 
of each product, as well as its administration and 
maintenance tasks.”

The training provided at Genesys University has 
also improved knowledge about the contact center 
solutions throughout the rest of the company. “As 
part of the work and training policies at Cablemás, 
we carry out internal training that allows us to 
broadly disseminate the knowledge acquired,” 
Santiago points out. “We have always had the 
support of Genesys University in making the most 
of the training received.”

Benefits beyond imagination
“My initial goal in attending training at Genesys 
University was to acquire formal knowledge 
of platforms and tools, but the results have 
gone much deeper than I ever imagined,” says 
Santiago. “Quite simply, the training received has 

allowed us to discover the full potential and value 
of our investment.

“To give specifics, thanks to the knowledge gained, 
we have achieved important improvements in the 
distribution of incoming calls. The result has been 
very significant, reducing our call abandonment 
rate from eight percent to just three percent.

“Our collection campaigns have also benefited. 
We have redesigned the profiles of the agents 
entrusted with this task, which has allowed us 
to increase the number of outbound calls made 
as part of the personalized campaigns from 
10,000 calls a day to 25,000. Moreover, we have 
increased our contact success rate percentage 
from  35 percent to 44 percent.”

A better knowledge of products and solutions 
also has allowed Cablemás to break its total 
dependence on industry consultants and 
integrators, and enabled its technical team to 
adopt a more proactive approach.  

“We used to be 100 percent dependent on 
third-party companies for any project, but that 
is no longer the case. This is now reflected in 
the reduction of the response time required 
to implement new functions or start up new 
services or projects within the contact center.” 

Concludes Santiago: “lastly, and probably most 
importantly, we have improved our customer 
service and client satisfaction thanks to the training 
and services provided by Genesys University.”

“We have improved our customer service and client satisfaction thanks 
to the training and services provided by Genesys University.” 
Fernando Santiago, Communications and Call Center Manager

RESULTS

38%  
reduction in abandonment rate 
from 8% to 3%

75% 
increase in conta ct success rate

improved 
overall customer service and client 
satisfaction
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