
Experience, Quality and Innovation in 
Serving Mobile Customers  
Personal introduced the digital network into Paraguay, developed in conjunction with Ericsson, world 
leader in cellular technology. This leading telecommunications company is committed to the development 
of its services and constant innovation of its facilities.

Núcleo is backed by two million satisfied customers and more than fifteen years experience in the 
Paraguayan market. This major telecommunications company has a comprehensive track record and 
extensive knowledge of world-renowned mobile phone companies such as Telecom Italia and Telecom 
Argentina. 

With technology as one of the main pillars of its business, Núcleo introduced the digital network into 
Paraguay, developed in conjunction with Ericsson, world leader in cellular technology. The company is 
committed to the development of its services and constant innovation of its facilities, with the aim of 
providing products and care that meet customer needs. 

Núcleo focuses on the Customer Experience. A positive customer experience from first contact is a priority, 
so the company is constantly looking to innovate and transform that experience through the use of cutting 
edge technology. 

Núcleo currently has a wide variety of services, including text messaging, Internet browsing and high 
speed data transmission. It also includes sending and receiving emails, sending images, and the 
development of integrated tools for commercial activities for corporate and professional customers. 

The company has also decided to start offering services directed at social networking. 

Integration and Excellent Results 
Núcleo uses an internal bespoke CRM system. It is fully integrated into the Genesys platform and used to 
provide what is known as “a memorable service experience.” 

This integration provides several possibilities. On one hand, it allows information to be obtained from the 
current interaction; it also allows access to customer segmentation data and, in general, various other 
items of key information. It also enables data extracted from the Genesys platform to be integrated with 
various analysis tools. 

Implementation was achieved quickly and without problems. The installation of the new features and 
functions was gradual and at the pace of the company. Today, Núcleo is enjoying the excellent results 
brought about by the integration.

AT A GLANCE

Customer Name
Núcleo - Personal Paraguay 
http://www.personal.com.py/ 

Industry: Telecommunications

Location: Paraguay

CASE STUDY

CHALLENGES
• Providing a positive 

customer experience  
from first contact

• Expanding its portfolio 
of innovative service 
offerings

• Integrating the widest 
range of channels, 
including text messages, 
email, web and social 
media

• Migrating the contact 
center to a SIP-based 
solution

SOLUTIONS
• Genesys Contact Center 

Modernization
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SIP-based Contact Center Modernization
For Núcleo, innovation is instrumental not only in achieving success, but in sustaining it. The 
company therefore recently took the decision to separate itself from the telephony hardware it used 
and directed its efforts at optimizing a new SIP technology solution. This allowed not only the 
release of TDM communication channels to their mobile stations, but also efficient migration to IP. 

It is also worth pointing out that the customer experience has been substantially transformed 
through multi-channel engagement models that feed on technological innovation to generate 
growth. 

Núcleo today has a call center platform that is fully independent of the Alcatel platform previously 
used. This has enabled it to generate significant savings in operating and maintenance costs. It also 
has meant significant improvements in contactability with strong support for information 
monitoring and analysis, in addition to increasing the added value of the solution. 

Also, with the Genesys integration, Núcleo can now record 100% of its calls, in their entirety, 
both incoming and outgoing. It also has a redundant solution in a different location with almost 
instantaneous failover. 

Impact on Company Management 
Besides the voice product, Núcleo reliably uses other products that add value, mainly integration 
with SMS, which is one of its most important services. It also takes advantage of web and email 
interaction. 

It has recently integrated an internal system solution for the development of automated care 
surveys over the relevant channels such as voice, recharges, USSD, web, SMS services, face-to-
face, and others. 

It should be noted that after the implementation of the SIP solution, Núcleo improved productivity 
and efficiency in handling voice calls. Recording 100% of the calls and cross-referencing automatic 
surveys with the instant results enables rapid identification of any problems and the ability to take 
action within a few minutes, creating more value for the company. 

Due to the simplified integration and significant know-how of the product, it was decided to use 
the voice platform as a prototype for the entire project, which proved successful. 

Today, Núcleo has real-time rating of the care, and has also added other services external to 
Genesys to the surveys area, such as recharges, USSD, etc. 

Núcleo initially worked with Genesys through Alcatel, from whom it bought the complete system. 
This meant that from the beginning we were dealing with a local partner, Know-how. After a few 
years, Núcleo decided to become independent of Alcatel (using the Genesys SIP solution) and to 
also work directly with Know-how.

Since then its support processes and negotiations have been streamlined. And in Genesys, 
Núcleo knows it has a reliable and knowledgeable business partner, both in the support of its 
solution and in the joint design of technological solutions that can be applied in the future.

RESULTS
• 100% of calls recorded 

• Cross-referencing with the 
instant results of automatic 
surveys to identify any problems 
quickly, allowing actions to be 
taken within a few minutes 

• Attention rating controlled in real 
time

• Significant savings in operating 
and maintenance costs 

“Personal focuses on the Customer Experience. A positive customer 
experience with the company is a priority, which is why we are constantly 
looking to innovate and transform through the use of cutting edge 
technology in order to provide solutions to customers from first contact.” 
CARMEN MALGAREJO 
CONTACT CENTER MANAGER 
NÚCLEO - PERSONAL PARAGUAY
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