
Banorte 

Banorte was founded in 1899 in the city of Monterrey, where it started operations as a small 
regional player. In 1992, as a consequence of a privatization process, Banorte was acquired by a 
group of entrepreneurs. Through a series of strategic acquisitions after the Mexican financial crisis 
of the mid 1990s, Banorte consolidated a nationwide presence in Mexico. It currently operates as 
Grupo Financiero Banorte, offering universal banking products and services to the Mexican 
financial market. Today Banorte is the third largest banking institution in Mexico in terms of loans 
and deposits, followed by HSBC and Santander; the second largest financing and mortgage loan 
provider to states and municipalities, and the fourth largest player in the commercial loan market. 
Apart from increasing its share, Banorte has also consolidated its position as one of Mexico’s most 
profitable banks, and is recognized for its strong fundamentals, sound asset quality and high 
capitalization and liquidity levels.

With more than 12.8 million clients and a footprint of 1,286 branches and 6,749 ATMs nationwide, 
the main line of business for Banorte is retail banking; however, the bank also provides a wide 
array of products and services through its broker dealer. At present, it manages USD139 billion in 
assets and is the only full retail bank, among the six largest institutions, that is controlled by 
Mexican shareholders, which means that decisions are made locally without the influence of 
international headquarters–a competitive advantage given the recent weakness of many global 
institutions. In 2006 Banorte entered into the US Hispanic market through the purchase of Inter 
National Bank (INB), a Texas-based bank, and two remittance companies in 2007–Uniteller in 
New Jersey and Motran in California.

Pain Points
In 2006 Mexico’s economic and political future was uncertain since the ruling PAN (Partido 
Acción Nacional) party was coming to the end of its first six-year term of office after having 
broken the 71-year PRI (Partido Revolucionario Institucional) hold on the central government  
and the presidency. Most Mexican companies were mainly concerned about financial stability  
and budget control for fear of suffering a sudden economic setback. Still, Banorte chose not to 
follow the crowd and decided to invest in a new, costly and complex platform.
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Focused on superior customer service and satisfaction, the company looked to improve the 
existing IVR platform for enhanced performance. They knew that they lacked full IT support 
and functionality: obsolete servers, outdated operating systems, limited resources. They 
were unable to resolve the issues that arose from having developed part of the platform 
internally. They also realized that their existing technology could not meet the increasing 
requirements of their business–the company was growing in number of employees and 
operations–and the market.

The IVR platform was obsolete; it ran on Windows 2000 to meet the needs of a call center; 
i.e., answering and routing calls. They could only measure volume of incoming calls, they 
had no reporting or analytics tools. The result: no added value to customers.

In brief, in order to follow up on superior customer service quality, Banorte needed to 
replace the existing infrastructure, rather than add features to their legacy systems to meet 
the increasing demands of the market.

Why Choose Genesys
In their quest for superior customer service, Banorte always looks for vendors and 
manufacturers who comply with their technology standards in terms of operating systems, 
databases, web servers, hardware, etc. And this time was no exception. The idea of 
choosing Genesys came from a group of users who had had a good experience with the 
brand and its enhanced functionalities.

Genesys Solutions
Banorte was looking for a simplified, flexible and easy-to-use infrastructure to deliver a 
24x7 service and enhanced support. With Genesys, the company virtualized all servers, 
replaced its obsolete infrastructure and continued adding new IVR functionalities, such as 
advanced agent measurement and control tools for users.

Results and Benefits
Banorte is focused on spotting minor issues that are difficult to resolve. That’s why it is 
currently engaged in deploying BlackChair Spotlight, a powerful configuration and audit trail 
tool designed to improve awareness of change and user activity, to quickly spot changes 
with the company and to conduct more strategic development of the contact center.
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