
SUCCESS STORY: VISIÓN BANCO

Visión Banco Paraguay: 
optimization and efficiency as a result 
of working with Genesys

Visión Banco Paraguay was launched in May 
1992, and is a microfinance company committed 
to developing and implementing a system of 
quality management in order to fully meet the 
requirements of its customers.

Today, after 22 years of operations, it is one of 
Paraguay’s leading banks with 96 branches 
and about 2000 workers. It is recognized 
as an inclusive bank where corporate social 
responsibility is very important, and that is why 
providing customers with all the tools they need 
to choose the most convenient communication 
channel is a priority.

Overcoming the manual 
handling of customer 
interactions
Banks are struggling to retain customers at the 
same time as they should be providing better 
attention and reducing operating costs. This is 
compounded by increasing regulatory demands. 

Online attention makes self-service easier, but 
customers get frustrated if they cannot receive 
help when they need it and have to repeat the 
information previously provided.

Visión Banco Paraguay faced the challenge of 
overcoming the outdated system of handling 
customer interactions manually, which only led 
to the absence of statistics, lack of workforce 
optimization, and the inability to analyze what 
could be done to offer an improvement in 
customer satisfaction.

It was an extremely critical situation, until they 
made the decision to acquire Genesys. 

Genesys came to Visión Banco Paraguay thanks 
to previous positive experiences. Estela Spelt, 
Client Manager of Visión Banco Paraguay says: 

“The affection I have for Genesys goes back 
several years to a company where I worked 
before. We had worked with Genesys and it went 
very well, so when we were thinking about who 
could be the partner to provide the interaction 
automation for Visión Banco Paraguay, we chose 

Customer: Visión Banco
Industry: Banking
 Location: Paraguay

Challenges: 
• Overcome the outdated system of 

handling customer interactions manually
• Generate useful statistics
• Increase workforce optimization
• Gain the ability to analyze what can be 

done to improve customer satisfaction

Solutions:
• Genesys Customer Experience Platform
• Genesys Continuous Workforce 

Optimization
• Genesys Contact Center Modernization
• Genesys Proactive Communications
• Genesys Digital Channels
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RESULTS

Reduction in 
operating costs

Faster time to 
market

Services suited  
to what the customer prefers

Ability to 
manage 
multi-channel experiences consistently 
by preserving the context and history 
of customer interactions as they switch 
from channel to channel

Genesys without hesitation. It is a very  
well-known, solid company and again we  
were not mistaken.”

The Genesys solutions used in the financial 
institution are:

• Genesys Customer Experience Platform
• Genesys Continuous Workforce Optimization
• Genesys Contact Center Modernization
• Genesys Proactive Communications
• Genesys Digital Channels 

Today, voice interactions seamlessly integrate 
with the self-service and video applications 
and agent-assisted transactions. Based on 
open standards and the ability to adapt to 
various networks and PBXs, the SIP-based 
Genesys Contact Center Modernization solution 
helps reduce operating costs, speeds time 
to market and adapts services to what the 
customer prefers. 

It also uses multimedia support, which helps 
the bank manage consistent multi-channel 
experiences, preserving the context and history 
of customer interactions as they switch from 
channel to channel.

Similarly, the recording capabilities make it 
possible to record both audio communications 
and the actions performed on the desktop 
screens with a high level of reliability and quality.

Optimization and efficiency: 
cost reduction
Using Genesys, Visión Banco Paraguay has 
brought about optimization and efficiency, which 
has translated into cost reduction. 

According to the directors of the bank, this 
achievement has allowed the operation to 
become much more efficient and permitted the 
workforce to be more optimally distributed.

Visión Banco Paraguay is currently  
designing a new customer-centric model  
for customer service. 

According to Estela Spelt, Client Manager of 
Visión Banco Paraguay, the relationship with 
Genesys is excellent. “We are extremely excited 
about customer experience. The company is well 
known in this country, especially for its technical 
ability. The technical personnel are very confident 
and well-trained, and they are there when we 
need them most.” 

“Using Genesys has brought about optimization and efficiency 
resulting in cost reduction.  This achievement has allowed the 
operation to become much more efficient and permitted the 
workforce to be more optimally distributed.”
Estela Spelt, Client Manager


