
Caja Morelia Valladolid chose 

Enghouse Interactive’s tools to 

optimize the Customer Service

Caja Morelia Valladolid opted for Enghouse 
Interactive tools implemented by Varcom due to 
the easy adaptation for its IP telephony solution, 
to optimize the customer service and ensure 
compliance with the business goals.

Enghouse Interactive

Case Study: Caja Morelia Valladolid



More information about
Caja Morelia Valladolid
www.cajamorelia.com.mx

Executive summary

Challenge

 • Implement an appropriate tool to manage 
blend campaigns, improving customer 
service.

 • Reduce calls invoice costs

 • Provide different services through IVR

 • Provide unified massaging

Solution

Presence Inbound + Presence Outbound + 
Presence Supervisor.

Results

After the implementation of Enghouse 
Interactive and Varcom solutions in their 
operations, Caja Morelia Valladolid: 

 • Has a tool that allows supervisors to 
monitor the performance of agents 
through detailed reports, which allows the 
measure of their productivity.

 • Provides support in resolving first class 
incidents regarding telephony IP, and 
performs tasks in system maintenance.

 • Optimizes the management of its 
Outbound and Inbound campaigns.

Customer Name: 
Caja Morelia Valladolid

Industry:
Popular Credit and Savings Sector

Location: 
Mexico

   



Before implementing the Presence Suite, Caja 
Morelia Valladolid did not have a technological 
tool that would allow the optimization of its 
outbound campaigns, dialing was done 
manually. The cooperative did not have an 
adequate technological infrastructure to 
manage its outbound campaigns. 

About Caja Morelia Valladolid

The Need

Caja Morelia Valladolid is the third most 
important Cooperative in Mexico, given its 
number of associates and assets. It’s a savings 
and loan cooperative society committed to 
promote the socio-economic development of its 
associates through savings and financings. 
Founded in 1964 in Morelia, Mexico, has nearly 
750 employees, approximately 342.000 
members and 85.000 junior associates.

Caja Morelia Valladolid is an institution 
authorized by the National Banking and 
securities commission, which ensures, unlike 
other savings and loans cooperatives, 
compliance with the current legislation; its 
operations are supervised by regulatory 
institutions, enabling it to be a stable and 
trustworthy organization.

 • Customer Service with Presence Inbound: 
Attention to cooperative members 
through a 01 800 line, where they inform 
about the company services, 
clarifications, complaints and 
suggestions to improve them. 

 • Help Desk with Presence Inbound: They 
have implemented an inbound campaign 
to deal with the institution internal users’ 
which rely on the IT services team 
provided by the IT Management.

 • Collection Management with Presence 
Outbound.

The 3 campaigns are managed with 15 agents, 
2 supervisors and 1 administrator.

Within its continuous improvement process, 
Caja Morelia aims to (in a medium term) 
implement an IVR to handle the calls of future 
users of debit cardholders that the cooperative 
will give to its associates.

The Solution

In the financial sector, where 
time is money. Enghouse 
Interactive for credit and savings”

Enghouse Interactive for the popular Loans and Savings sector

Caja Morelia Valladolid chose Varcom Innovacion y Tecnologia to implement Enghouse Interactive 
technological solutions:
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Caja Morelia Valladolid chose Enghouse Interactive technological solutions and Varcom among 
others because Presence Suite technology was the best suited for their telephony IP solution.

Once implemented:

 • Caja Morelia has a tool that allows 
supervisors to verify the performance of 
agents through real-time reports. Before 
implementing Enghouse Interactive, they 
had no performance reports. 

 • Enghouse Interactive allows measuring 
the uptime of agents, since it is imperative 
that they register their work time, rest, etc. 
The calls attentions per agent are 
recorded.

 • In technical terms, this has enhanced the 
fact of having trained personnel within the 
organization that can support incidents 
resolving of first class level regarding IP 
telephony, as well as perform 
maintenance, without relying on third 
parties.

 • Has a tool that supports and improves 
agents’ performance of incoming or 
outgoing calls management, providing the 
ability to address interactions with higher 
productivity, an unthinkable scenario with 
the previous scheme. 

Added Value

Enghouse Interactive

Before 
Enghouse Interactive

With Enghouse Interactive
and Varcom

Outbound
Management

Manual dialing

Statistics extracted 
from the traditional 
PBX platform

Automatic dialing with 
Presence Outbound

Statistics extracted from 
the traditional PBX platform

Reports 
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About Varcom
Varcom is a strategic ally for corporate and Government Entities in Mexico that demands Consulting 
Services, Voice, data, traditional video or IP communication systems implementation, Contact Centers 
solutions, CRM systems, Phone recording solutions, as well as structured cabling solutions.
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Presence Suite is an
Enghouse Interactive solution

For more information visit
www.enghouseinteractive.es

About Enghouse Interactive

We are the world’s most reliable contact center technology provider. Our global brand is built on our 
track-record of consistently honoring our commitments – to our customers, our staff and our 
shareholders.
Enghouse Interactive, a subsidiary of Enghouse Systems Limited (TSX: ENGH), is a leading global 
provider of contact  center software and service solutions that deliver enhanced customer service and 
transform the contact center from a  cost center into a powerful growth engine. Our Practices  and 
Solutions enable businesses to leverage meaningful,  daily customer interactions to extract key insights 
used to  deepen customer loyalty and uncover new  opportunities to  add value, profitably.
Supporting over 10,000 customers, in 120+ countries,  Enghouse Interactive works within any local 
regulatory  environment and supports any telephony technology,  whether deployed on premises or in 
the Cloud, ensuring  that our customers can be reached by their customers – anytime, anywhere, and 
via any channel.


