
Delivering superior self-service to improve 
customer experience in Healthcare
Genesys Cloud—More Calls Answered, Much Less   

Outpatient Absenteeism 

Looking Ahead to Changing the Healthcare CX Landscape
Healthcare Provider Delivers Holistic Customer Journeys

Clínica Dávila is a healthcare institution dedicated to securing and improving people’s health 
both efficiently and cost-effectively. Clínica Dávila is focused on bringing together technology, 
business and operational management, customer education, and research innovation.

One of the most important private health centers in Chile, Clínica Dávila sees 550,000 inquiry 
calls, 95,000 emergency cases, 24,000 surgeries, 38,000 admissions, and 8,000 child births 
annually. They have 550 beds, 16 surgical pavilions, and 6 maternity pavilions in their network.

The Challenge: Meeting Patient Needs in a Timely Manner 
Meeting the increasing demand for high-quality services and facilitating effective 
communications between patients and health providers are two key components in a highly 
sensitive healthcare environment. It is very important to ensure multi-service availability 
(particularly, outpatient appointments, lab appointments, etc.) and to maximize customer 
service in order to reduce outpatient absenteeism rates.

Clínica Dávila grew rapidly and needed a cost-effective and holistic customer service platform 
that could handle a high volume of online interactions across multiple channels, without 
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increasing the number of employees. Furthermore, they needed to provide their 
employees with necessary tools to be more efficient and productive.

As part of Banmédica group, they learned that Clínica Santa María had chosen the 
Genesys Cloud solution provided by CrossNet, a leading service provider in Chile, to move 
their Medisyn system to the cloud. So Clínica Dávila followed their lead and chose Genesys 
as their Customer Experience platform provider.

Effective and Reliable Appointment Scheduling
Clínica Dávila chose the Genesys Cloud Solution to improve their appointment scheduling 
processes (doctor visits, lab appointments, etc.). The also added inbound, outbound, IVR 
services, and CTI integration with their medical systems.

However, there was more to the Genesys Cloud than new features and functionalities. 
This solution provided on-demand (Pay Per Use) access to all of the Genesys 
functionalities, including Professional Services and Business Consulting.  By “opting in” to 
these added benefits, Clínica Dávila was given the ability to meet every customer need 
and process, and to evolve them on an ongoing basis. Genesys Cloud offers a virtualized 
infrastructure with end-to-end security, exceptional scalability, and flexibility, and 
accelerates time to market with the help of CrossNet to ensure that their customers have 
memorable experiences.

Existing Agents Enabled to Answer More Calls, While Reducing 
Outpatient Absenteeism Rates
With Genesys Cloud, Clínica Dávila was able to integrate critical patient information in a 
single interaction, enabling faster agent response without having to switch applications.

The result: 50% more calls were answered with the same number of employees, with a 
5% reduction in abandoned calls, and a 6% reduction in absenteeism rates, resulting in 
dramatic improvements for outpatient care.
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“The Crossnet team powered by Genesys is fully committed and 
always ready to help. Their main asset is their people, who are 
knowledgeable about best practices application and platform 
capabilities.”

Valenzuela Meneses
Remote Channel Assistant Manager
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