
SUCCESS STORY: DATAMÉTRICA

Datamétrica  
transforming service operations for 
dramatically improved results

Datamétrica, headquartered in Recife, Brazil, 
has 5,000 employees and offers contact center 
and other business services. In its outsourcing 
segment in Brazil, Datamétrica has two contact 
center sites that deliver front line assistance in 
sales, collections, service desk, and customer 
care—including back-office support to analyze 
and monitor service request resolution.

Datamétrica Service Desk runs the back-
office operations that resolve the technical 
issues consumers report. Without a routing 
strategy in place, its employees chose service 
requests, taking 1.42 minutes on average 
to make a work selection. Their team used 
three different, unintegrated legacy systems. 
Planning and management teams spent a lot 
of time creating spreadsheets and reports to 
collect data and report insights on the team’s 
performance. One report had to be manually 
updated and sent hourly to monitor KPIs for 
improving performance and maintaining average 
operational performance.

Datamétrica struggled with unintegrated legacy 
systems, manual task gathering, and ineffective 
analysis of KPIs and team performance. 
Problem resolution took too long, resulting in 
unnecessary onsite visits. Lacking an effective 
way to monitor performance, they were unable 
to adjust processes to ensure predictable results. 
The combined effect of these challenges was 
lengthy, unpredictable resolution times and poor 
employee performance. 

Customer: Datamétrica
Industry: Outsourcing
 Location: Brazil
 Agents: 5000

Challenges: 
• Automating manual tasks
• Gaining greater workload visibility
• Increasing workforce utilization
• Improving KPIs (AHT, SLA, customer 

experience and satisfaction) 

Solutions:
• Analytics
• Omnichannel Desktop
• Outbound
• Platform
• Workload Management
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Resolving Issues of 
Performance and Workforce 
Management
Datamétrica partnered with Genesys to 
introduce Genesys Workload Management 
into a 120-seat back-office operation. This 
operation’s 15 teams of 320 technical agents 
handle technical issue resolution for more 
than 390,000 service requests per month from 
the triple-play consumers of a large Brazilian 
telecommunications company.

The partnership leveraged Workload 
Management to create a real-time workload 
prioritization and customer service management 
environment. The project was divided into phases 
with the goal of immediately improving employee 
performance. The first phase focused on key 
capabilities of the Genesys solution, including 
advanced interaction routing based on rules, such 
as issue types and subtypes, customer segment, 
service level agreement (SLA) compliance, 
scheduled technical visits, and resource skills and 
availability. Datamétrica also implemented real-
time reports to give operations managers insight 
into performance levels and back-office visibility 
through a graphical dashboard offering real-time 
data and related operational information.

The partnership with Genesys helped 
Datamétrica meet daily business objectives 
through automation of service request routing, 
and enabled operations managers to obtain 
and use comprehensive data on back-office 
operations. Now Workload Management routes 
service requests automatically to the right 
technical resource based on business priorities, 
rules, team member availability, and appropriate 
skill sets. It also tracks the technical issues most 
likely to be resolved remotely.

Genesys helped Datamétrica to optimize 
performance. Information on employee 
performance levels and long-term trends made it 
easier to manage and train the team and control 
service levels. With Genesys reports giving real-
time data about workloads, resource availability, 
current service levels, and remote issue 
resolution, supervisors and managers have more 
control and make informed intraday decisions. 
The solution enhanced performance in the first 
month of its implementation by delivering KPI 
information when and where it was most needed.

Boosting Performance and 
Efficiency
With a capacity for 410 seats, and a scope to 
handle more than 800,000 customer requests 
per month, Genesys and Datamétrica deployed 
a high availability environment with Workload 
Management, Genesys Customer Interaction 
Management (CIM) Platform, Genesys Outbound 
for automated outbound calls, Genesys 
Interactive Insights for historical reporting, and 
Genesys Info Mart.

Aware of the dramatic improvement in 
operational performance and customer service, 
an executive from the Datamétrica telco 
customer visited the back-office site to get first-
hand experience of the efficiency and service 
improvement delivered by the Genesys solution.

Recognizing the exceptional consumer 
experience, the telecommunications company 
authorized Datamétrica to integrate the Genesys 
Customer Experience Platform with their three 
legacy systems to enhance process automation, 
facilitate interactions and work activities, and 
achieve better customer satisfaction rates.
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Genesys® powers more than 25 billion of the world’s best customer experiences each year. Our success  comes 
from connecting employee and customer conversations on any channel, every day. Over 10,000 companies in 
more than 100 countries trust our #1 customer experience platform to drive great business outcomes. Genesys 
on-premise and cloud solutions are built to be fluid, instinctive and profoundly empowering. Combining the best of 
technology and human ingenuity, we work the way you think.

Visit us at genesys.com or call us at +1.888.436.3797
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Realizing the Benefits of 
Improved Customer 
Experience 
With Workload Management, Datamétrica has 
dramatically reduced issue resolution times, 
helping its telco customer achieve significant 
cost savings by avoiding onsite technical visits. 
Datamétrica has been able to provide exceptional 
customer experiences and higher service 
efficiency for this customer.

Datamétrica customer service                    
improved significantly:

• Definition of skills for employees increased 
productivity, allowing better workload control 
for the management team

• Unproductive time per person, per day (the 
time spent by agents manually selecting 
service requests) dropped from 43 
minutes to none

• Better assertive and real-time monitoring by 
supervisors: logged time, occupation, pauses, 
average handle time, etc.

• The customer experience was enhanced by 
quickly solving customer issues remotely 

Deployment Services and 
Business Focus 
To address strategic business needs for 
Datamétrica, Genesys Business Consulting and 
Genesys Professional Services designed and 
delivered an efficient back-office optimization 
and management solution. They achieved this by 
identifying potential issues for optimal resource 
utilization, and the processes and technology 
required to resolve those issues.

Genesys and Datamétrica worked together to 
develop and validate the business cases for 
greater efficiencies, revenue gains, and cost 
savings. The joint team made actionable and 
personalized recommendations that helped 
Datamétrica deliver a great customer experience. 

“We were confident with the right software solution that we would 
be able to align the power of our people and leadership to resolve 
our service problems. With Genesys, we are succeeding every day in 
improving operational performance, and providing our customers with 
the best possible service.”
Alberto Porto, Executive Director, Datamétrica

RESULTS

Definition 
of skills for employees increased 
productivity, allowing better workload 
control for the management team.

Production
Unproductive time per person, per day 
(the time spent by agents manually 
selecting service requests) dropped from 
43 minutes to none

Better
assertive and real-time monitoring by 
supervisors: logged time, occupation, 
pauses, average handle time, etc.

CX
The customer experience was 
enhanced by quickly solving customer 
issues remotely.


