
Voicenter S. A. Paraguay 

Since its inception in 2005, Voicenter S. A. Paraguay has made strong investments and 
endeavored to become a leading provider of world-class contact center solutions at a local and 
regional level. 

Voicenter combines cutting-edge technology with the best infrastructure and a team of highly 
skilled professionals to deliver superior customer experiences in Customer Service, Collections, 
Self-Service (IVR), Sales, Telemarketing and Social Media Management, among others.

Improved operational efficiencies have enabled the company to open an additional location in 
Paraguay. With more than 1,000 employees, the company serves 12 major multinational 
companies in multiple industries, such as finance, cooperatives, pharmaceuticals, etc. This 
diversity has led Voicenter to create specific training programs for its employees.

Pain Points
When CTI Móvil, a subsidiary of América Móvil, arrived in Paraguay, a group of private 
investors decided to form Voicenter in an attempt to offer the new telco an outsourced call 
center solution. Already familiar with Genesys solutions, the Voicenter shareholders once again 
turned to Genesys in order to provide a comprehensive, best-in-class customer service 
solution that would rapidly enable CTI Móvil to handle large volumes of contacts. 

Why Choose Genesys
Voicenter established a relationship with Genesys at the time it was created in 2005. Genesys 
has helped the Voicenter project become a reality: in less than 30 days, Voicenter Paraguay 
installed 120 seats (110 employees) to meet the expectations of CTI Móvil, their first major 
customer. 
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CHALLENGES
• Become a leading regional 

provider of world-class 
contact center solutions

• Offer the ability to 
handle a large number of 
contacts across multiple 
channels

• Deliver superior customer 
experiences across 
industries and functions

SOLUTIONS
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• Genesys Digital Channels

• Genesys Self-Service

• Genesys Outbound

• Genesys Enterprise 
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• Genesys Reporting & 
Analytics
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Genesys Solution
Since the beginning, the Genesys Customer Experience Platform managed and 
supervised all of the Voicenter inbound and outbound customer service operations. The 
company also implemented an IVR system and multi-channel support to offer a wide 
range of solutions as well as performance monitoring with reporting capabilities to 
improve follow-up and business intelligence. 

Results and Benefits 
Voicenter has significantly strengthened its relationship with Genesys over time. The 
company has grown its customer service operations to more than 800 seats (1000+ 
agents) and serves 12 major companies.

Today Voicenter processes over 50,000 interactions every day across multiple channels 
and environments, such as back office, CRM and social media.

The company grew 140% in 2013 and expects to see a similar growth trend in the 
following years, with the integration of new services. 

One of the immediate Voicenter objectives is to continue being the leading provider of 
contact center solutions in Paraguay and to expand its presence around the globe.
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