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Entel CC is a division of Entel, the largest telecommunications and IT service provider for 
personal, business and corporate clients in Chile. Additionally, it offers network rental services 
to meet the needs of the wholesale market. As a leader, with subsidiaries in Peru – Americatel 
Perú and Servicios de Call Center del Perú – Entel provides call center, remote contact and 
helpdesk services.

The Entel call center mission is to deliver fast and accurate solutions to end users for enhanced 
customer satisfaction. Its vision is to be the number one call center in terms of innovation, 
productivity and quality of service both for clients and end users.

The company has four contact centers in Chile and two in Peru that were built in compliance 
with the highest international safety, comfort, lighting and ventilation standards for call centers 
to guarantee an adequate working environment for its 5,000 employees in both countries.

Pain Points
Entel CC was looking for a world-class contact center solution for all its business lines that could 
be deployed on-premise to realize cost savings, while ensuring future qualitative and 
quantitative growth. In addition, the company needed to guarantee high system availability and 
flexibility, and was faced with a tough decision: whether to continue increasing business volume 
with high contact center costs or to implement a different kind of solution that would enable 
cost savings and better performance.

www.entel.cl

Entel Call Center has  
4 contact centers in Chile 
and 2 in Peru, with 5,000 
employees in both countries.



“With SIP and the addition of social media to our multi-channel 
strategy, we moved away from the concept of CALL to embrace 
the term INTERACTION. Info Mart has helped us to increase 
revenues by 10% by ensuring data integrity-a target often missed 
as we were unable to identify all customer interactions.”
Guillermo Rivera 
Development and Technology Manager
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Why Choose Genesys
After analyzing several alternatives, Entel CC chose Genesys as it provides the solutions that best 
meet the company’s requirements and needs for call center scalability, reduced cost and high 
availability. The decision also considered the strong Genesys installed base and support 
capabilities in Latin America.

Genesys Solution
With SIP-based Genesys Call Center Virtualization, Entel CC achieved powerful virtualization, 
simplified infrastructure and innovative experience for multi-channel customer conversations.

SIP-based Genesys Call Center Virtualization simplifies contact center infrastructure without the 
need for a PBX. It minimizes the overhead of administration and staff additions during peak times 
by creating a single virtual resource pool across the enterprise to meet demand. It also enables 
the use of customer service applications such as presence, IM, voice, and video to provide broad 
levels of innovative customer service.

Key Differentiators

• Provides 100% software only solution to simplify operational management and maintenance. 

• Simplifies contact center infrastructure to realize significant cost savings, and to eliminate 
legacy ACDs and PBXs. 

• Utilizes employees in back offices, branch locations or remote sites with virtualization. 

• Leverages multiple communications channels, including voice, video, IM/UC chat, and flash. 

• Permits migration to an IP-based environment without ripping, replacing, or interrupting 
current service operations. 

• Supports 99.999% availability for reliable and robust operation including rapid disaster 
recovery, and business continuity. 

• Enables a zero-footprint for remote/home agent operations. 

Implementation
The Entel call center started operating with an Avaya PBX and around 1,000 positions and 
2,000 customer service agents.

After the objectives, scope and developments were defined as well as the roadmap for future 
developments, the company started the design phase which included planning and resource 
allocation at each stage of the project.

Entel CC took a phased approach to Genesys SIP Server implementation as new operations 
and functionalities were added.
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Once roles, tasks, deadlines and development timelines were established, project 
implementation was launched. As the project evolved, each functionality was installed  
and tested individually. When implementation was complete, Entel CC run a 
comprehensive test before going live.

The first stage of the project had a six-month duration, from strategic and functional 
definition to production approval.

The Entel CC continuous improvement journey with Genesys began in 2008 and 
continues in the present with the newly added chat and social media channels.

Results and Benefits
With Genesys SIP, Entel CC enhanced operational performance by 25%. The new 
infrastructure enabled the company to transform its call center into a contact center  
and gain market recognition by expanding its value-added product and service offering.

Today, Entel CC can install 100 new agent positions in two weeks and has more than 
2,600 positions, 1,900 of which are SIP-server based.

Based on Genesys technology, Entel CC will soon be able to deploy Big Data solutions.

”With the evolution of IT, customers simply do not accept system 
outages. SIP delivers the seamless, highly available and flexible 
service that customers want, while enabling more than 30% 
savings in hardware purchases.”
Guillermo Rivera 
Development and Technology Manager 
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Corporate Headquarters
Genesys 
2001 Junipero Serra Blvd. 
Daly City, CA 94014 
USA

Worldwide Inquiries: 
Tel: +1 650 466 1100 
Fax: +1 650 466 1260 
www.genesys.com
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About Genesys
Genesys, the world’s #1 Customer Experience Platform, empowers companies to create exceptional omnichannel experiences, 
journeys and relationships. For over 25 years, we have put the customer at the center of all we do, and we passionately believe 
that great customer engagement drives great business outcomes. Genesys is trusted by over 4,700 customers in 120 countries, 
to orchestrate over 24 billion contact center interactions per year in the cloud and on premises.
 
Visit us at www.genesys.com or call us at +1.888.436.3797 


