
SUCCESS STORY: REPÚBLICA AFAP

República AFAP Partners 
with Genesys to Deliver Superior 
Customer Service

República AFAP is the largest private pension 
fund in Uruguay. In 2014, it received the  
Premio  Iberoamericano a la Calidad—Oro 
(Golden Quality Award), becoming the leader  
in quality for medium-sized pension managers  
in Ibero-America.

They earned the award because of their 
commitment to strengthening customer 
relationships, meeting stakeholder requirements 
through efficient fund management, high-yield 
safety investments, lowered managed costs,  
and above all, dedication and professionalism  
to their customers.

Creating Deeply Personal 
Relationships
Many pension fund managers believe that 
they can only provide retirement services for 
customers who remain at their companies for 
more than 30 years. República AFAP saw things

differently. They wanted to deliver more services 
than are typically offered by fund managers 
(such as account statements). The company 
believed it was important to support customers 
throughout all stages of life, engaging with them 
and strengthening the relationships—providing a 
personal touch. República AFAP knew there was 
more to running a pension fund than efficient 
money management.

They sought a solution that would allow agents 
with the appropriate skills to handle specific 
customer problems in a professional manner. 
Building strong one-on-one relationships was a 
top priority. República AFAP sought to provide 
incredibly personalized customer experiences— 
ones that even included visits to customer 
workplaces. They began to think about new ways 
to make customer interactions more efficient 
but faced a daunting challenge. As they began 
to create such high-touch relationships, their 
realized their strategy required tremendous effort 
and failed to include a wider customer base.

Customer: República AFAP
Industry: Insurance
 Location: Uruguay

Challenges: 
• Developing a contingency plan to train 

staff, update customer service, and  
fine-tune technology systems after 
a reform of Uruguay’s mixed socia 
security system

• Technological support of new  
strategies due to the reform

Solutions:
• Inbound Voice
• Mail
• Chat
• Callback
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Multi-channel 
best practices
improved the customer experience

Significant 
improvement 
in customer engagement by phone

30% higher 
customer
satisfaction 
rating than competitors’ scores

It was then when they knew they needed  
state-of-the-art technology that could help them 
reach out to more people with the same level of 
personalization. So República AFAP transformed 
their call center into a contact center and began 
to provide the best service they could.

But it wasn’t enough.

Their existing call center solution was built on 
legacy systems that were unable meet their 
needs; but changing vendors and platforms 
would not be easy. Nonetheless, República AFAP 
knew they needed a best-in-class customer 
experience platform with powerful tools in order 
to carry out their strategy and sustainably grow. 
So, even before they recovered their ROI from 
their existing solution, they made the decision 
to transition to Genesys via Telefax—a key 
implementation partner.

“We went to other global providers, but they didn’t 
quite understand our needs. We wanted to build 
strong bonds with our customers and develop 
interpersonal relations with them,” said Sandra 
Silva, Channel and Contact Center Manager.

A Successful Transition  
Yields 30% More 
Satisfied Customers
Fully integrated mail, chat, and web callback 
solutions from Genesys have given República 
AFAP the tools necessary to manage and 
optimize their customer interactions. They’re 
now able to gather online information, segment 
customers, route calls based on skills and 
available agents, and incorporate powerful 
analytics.

As a result, the company’s customer  
satisfaction ratings are now 30% higher  
than their competitors’. República AFAP 
attributes this to customers being able  
to reach them via multiple channels.

“Optimal customer service was key. We had to 
handle thousands of inquiries by mail or over 
the phone to help our customers choose what 
was most convenient for them,” explained Diego 
Moles, Sales Manager. “Thanks to the Genesys 
platform, we were able to overcome  
this challenge.”

República AFAP has accomplished their goals, 
and they consider the move to Genesys as a 
huge success.

“Investing in contact center technology added value  
to our brand and helped consolidate the mixed social  
security system in Uruguay.”
Diego Moles, Sales Manager, República AFAP


