
Falabella 
Founded in 1889 in Chile, Falabella is one of the largest retail companies in Latin America with 
several lines of business: department stores, home improvement, CMR credit card, retail banking, 
travel and insurance.

Today the Falabella department-store division is the largest in South America with more than 
65,000 associates and locations in Chile, Argentina, Peru and Colombia. 

In the 60s, Falabella started to expand in Santiago de Chile and other Chilean regions. Twenty 
years later, the company launched Falabella CMR credit card to meet customer demands for an 
easier and more flexible payment system. There are 5.5 million cardholders in Latin America today. 
In the 90s, it went international with openings in Argentina and Peru, and grew its service 
portfolio with the creation of the Falabella Travel and Insurance unit.

Pain Points
Falabella needed to add new capabilities to the existing contact center infrastructure in every 
country and was looking for a world-class solution that would enable new communication 
channels, high service availability and lower operational costs, while meeting the growing 
demands of the business.

To meet customer expectations, Falabella had to give them the possibility to communicate through 
their channel of choice – chat, video, email, social media and self-service – while ensuring a 
consistent experience across all customer service channels, including stores, contact centers and 
online channels.

Why Choose Genesys
Ten years ago, Falabella opted for Genesys IVR, ACD and skills management software to build  
a professional contact center with exclusive customer service endpoints.

Today, after analyzing several alternatives, Falabella chose Genesys again as it provides the 
solutions that best meet the company’s current requirements. Based on a great 15-year 
relationship with Genesys, this decision also considered the strong Genesys installed base and 
support capabilities in Latin America.
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“The best-of-breed 
Genesys technology 
is only matched by 
its highly valued 
Technical Support 
team. We want 
outstanding services; 
all the rest is 
commodities.”
Juan Pablo Sanfuentes 
Corporate Contact Center 
Manager 
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Genesys Solution
With SIP-based Genesys Call Center Virtualization, Falabella 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
Launched in April 2013 and involving 3,000 customer service agents and 1,800 positions 
in the four countries (Chile, Argentina, Peru and Colombia), the initial project had a 
12-month duration, from strategic and functional definition to production approval.

Falabella took a phased approach to implementation. First, it migrated from the traditional 
voice channel; then it installed the new Genesys software functionalities and unified stand-
alone platforms, integrating them into a single multi-site platform.

Results and Benefits
With Genesys, Falabella dramatically enhanced operational performance and overall 
channel availability. In addition, Genesys enabled new channels for customer interaction, 
creating a value-added, customer-friendly experience that sets them apart from the rest. 

 

“We have a great relationship with Genesys Technical Support, 
Professional Services and commercial teams. We know we can 
count on them; every time we need something, they are there 
to help us.”
Juan Pablo Sanfuentes 
Corporate Contact Center Manager 

We want to deliver a 
consistent customer 
experience in every 
channel, at any store 
and with any product to 
meet the needs of 
today’s demanding 
customers.”
Juan Pablo Sanfuentes 
Corporate Contact Center 
Manager 

About Genesys

 


