
SUCCESS STORY: TELEFÓNICA CHILE

Telefónica Chile  
Consolidates Communications  
and Improves Efficiencies

As a leading provider of telecommunications 
products and services in Chile, Telefónica  
Chile―identified through its brand Movistar―has 
more than 4,000 employees and approximately 
12 million customers. Telefónica Chile is a 
division of Telefónica S.A., one of the largest 
telephone operators and mobile network 
providers in the world. With contact centers 
in Colombia and Peru, as well as in Chile, the 
company is focused on providing the best 
product offerings, with their contact center 
playing a critical role in ensuring a consistently 
exceptional customer experience.

Unifying the contact center
Relying on a variety of outsourcers, each with 
their own contact center platform, Telefónica 
struggled to obtain a consistent, unified view of 
outsourcing operations. This contributed to an 
inconsistent customer experience and significant 
operational inefficiencies. With increasing 
interaction volumes, the company made the 
decision to embark on an extensive contact 
center transformation. 

To unify landline and mobile operations, 
Telefónica identified the need for a unified 
IP platform to gain the flexibility needed to 
accommodate a larger number of outsourcers. 
Telefónica Chile called for tenders to evaluate 
solutions from several world-class vendors, and 
chose Genesys as their partner because of its 
position as a worldwide leader ―like Telefónica―
and its ability to provide the 24x7 customer 
service that the company needed. 

Customer: Telefónica Chile
Website: www.telefonicachile.cl
Industry: Telecommunications
 Location: Santiago, Chile
 Employees: 4,000

Challenges: 
• Increasing call volumes
• Inability to obtain a unified view of 

outsourcing operations
• Operational inefficiencies

Solutions:
• Genesys Customer Experience Platform
• Genesys Inbound Voice
• Genesys Outbound Voice
• Callback
• Genesys Reporting

http://www.telefonicachile.cl
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“Our 24x7 customer operations with millions of 
transactions each year require a high-quality 
solution,” says Gustavo Pérez, Digital Channel 
Manager at Telefonica. “Like Telefónica, Genesys 
is a leading worldwide vendor.”   

Rafael Santibáñez, Value-Added Services 
Manager at Telefónica adds, “We evaluated 
Genesys best-in class solutions around the world 
and decided that Genesy could help us overcome 
our contact center challenges.”

The journey of transformation
The first step in the Telefonica contact  
center transformation was deploying the  
Genesys Customer Experience Platform. 
This enabled the company to add new 
outsourcers from other countries in the region 
and move their system to the cloud to improve 
the overall customer experience. 

As part of the implementation, Telefónica  
added Callback to manage peaks in call  
volumes, and call blending to launch  
outbound loyalty and sales campaigns during  
off-peak inbound periods. Email and chat were 
also integrated with Conversation Manager to 
allow agents to view every interaction  
throughout the customer journey.  

“This technological shift has enabled us to 
create our own views and search information 
online, enhancing our management capabilities 
without having to rely on third-party vendors 
for information, and making the day-to-day 
operations easier,” says Isidoro Solar, Deputy 
Manager, Digital Channels at Telefónica 
Chile. “We can now manage our own reports 
and analyze real-time information to speed up 
decision-making.” 

The company has optimized time management 
and balanced traffic volumes among outsourcers 
to ensure customers have a consistent 
and convenient experience. The result is 
reduced call handling times and greater cost 
savings. Telefónica continues to develop their 
omnichannel strategy with plans to integrate 
their chat and social channels into a single 
conversation to optimize customer service levels. 

“Before implementing the cloud model, calls 
were assigned to specific outsourcers who 
were often swamped while others sat idle,” says 
Sandra Catalán, Post-Sales Services Manager 
at Telefónica Chile. “The cloud has enabled us 
to load share call volumes based on outsourcer 
availability, improving customer service  
and satisfaction.”

Improved customer 
experience and  
operational efficiency
With Genesys, the contact center transformation 
has yielded significant results: there has been 
a six-fold increase in customer satisfaction 
over the last five years. Resolution rates have 
increased by 20%, reducing the number of calls 
by 25%. The benefits of the call blending solution, 
in terms of efficiency and customer satisfaction, 
have also been measurable. With the ability to 
shift agents easily from inbound to outbound 
calls when there is a lull in call volumes, cost 
savings have increased by up to 70%. 

“This transformation process has been a quantum 
leap for Telefónica,” says Gustavo Pérez. 

“Leadership must be measured in terms of market 
share, customer satisfaction and loyalty. And we 
have delivered on all three of these indicators.” 

“Before implementing the 
cloud model, calls were 
assigned to specific 
outsourcers who were 
often swamped while 
others sat idle. The cloud 
has enabled us to load 
share call volumes based 
on outsourcer availability, 
improving customer 
service and satisfaction.”

Sandra Catalán 
Post-Sales Services Manager

http://www.genesys.com/platform 
http://www.genesys.com/omnichannel/customer-experience/customer-journey
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ABOUT GENESYS

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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“This technological shift has enabled us to create our own views and 
search information online, enhancing our management capabilities 
without having to rely on third-party vendors for information, and 
making the day-to-day operations easier.”  
Isidoro Solar, Deputy Manager, Digital Channels

RESULTS

20% 
increase in first call resolution (FCR)

6x
increase in customer satisfaction over  
the past five years

70%
cost savings with agents able to shift 
from inbound to outbound calls


