
Golden Line: The reality of a Contact 

Center Platform that works with 

Asterisk

Golden Line chose Enghouse 
Interactive’s Asterisk-platform solution, 
Presence OpenGate, for the 
technological renovation of its Contact 
Center.
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Client profile

Since its foundation in 1996, Telemarketing 
Golden Line has offered a comprehensive line 
of services, both in consultancy as well as in the 
design and execution of all types of corporate 
telemarketing campaigns. The company’s 
principle objective is to obtain returns on its 
clients’ telemarketing investments. 

Golden Line’s success is based upon three 
strong pillars: the quality of its personnel, the 
speed, efficiency and quality of the services it 
offers, and its effortless adaptation to clients’ 
needs, paired with the constant support of 
cutting-edge technology.

Presently Golden Line has seven modern 
platforms that occupy 6,586 square-meters, 
along with a total of 1,960 operators who are 
distributed between three head offices located 
in Hospitalet de Llobregat (Barcelona), Boecillo 
(Valladolid) and – since 2006 – Santiago (Chile). 

Golden Line offers a wide variety of services in 
the fields of call reception (consumer services, 
complaint processing, product information and 
sales, order placing), emission (product sales, 
recruitment of company partners, coordination 
of interviews, updating databases, reactivation 
of inactive clients) and consultancy 
management (training, recording of computer 
data, help services).

Golden Line’s client portfolio includes a number 
of companies that belong to a diverse collection 
of economic sectors, such as Vodafone, Banco 
Sabadell, FinConsum, Grupo Planeta, Venca 
and RACC, among others.

Although Golden Line began operations in 
1996, the company chose to continue 
expanding just ten years later, installing a new 
platform in South America.  According to Toni 
Gámez, IT Director at Golden Line, “The market 
is very competitive. There is beginning to be a 
high turnover rate within the sector and 
everyone is after the same goal: to achieve 
improved costs and greater productivity while 
maintaining the same quality standards that 
force us to find a point of differentiation.” 

Golden Line decided upon Chile due to the 
country’s stable political situation, high 
socio-cultural level in comparison to other 
South American countries, and due to the 
Chileans’ neutral Spanish accent, which 
resembles that of Spaniards from southern 
Spain or the Canary Islands.

Chile: Off-shore project
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Choosing the Presence OpenGate solution 
for Chile
Once the decision was made to open a 
platform in Chile, Golden Line chose to maintain 
the same ICT technology and dialing that it 
presently uses in its other platforms, though it 
opted for new PBX and ACD technological 
models that are not currently used in its Spanish 
installations. Above all, Golden Line 
emphasized that it wished to maintain its levels 
of quality, functionality, productivity and 
customization, as well as improve its current 
platform with the addition of IP technology. “We 
had no doubts that the future lied in IP voice 

platforms; we had performed tests in our 
laboratory with Asterisk and became 
immediately convinced. Also, because we 
already had prior experience with Enghouse 
Interactive, we decided to work with them and 
with the OpenGate solution,” Toni Gámez 
added.

At the same time, Enghouse Interactive’s 
implementation periods, stability and reduced 
costs were decisive factors in discarding Avaya 
and Nortel platforms. 

Presence OpenGate: principle advantages
Presence OpenGate provides the same 
services as Enghouse Interactive’s Avaya- 
based Solution. Though both have the same 
functions (inbound, outbound, scripting, 
recording), Presence OpenGate offers them in 
a much more user-friendly format that features 
greater flexibility and customization options. 
Without many changes, the same platform can 
support 60, 70, 120, 200, 300 or more positions.

Another great advantage of this solution are the 
implementation periods, given that Presence 
OpenGate may be very quickly installed. The 
same applies to costs, as all are grouped under 
a single suite.

In June 2007 Golden Line opted for the 
Presence OpenGate Solution and outlined a 
performance calendar. Just two months later, in 
August, the company began to work with five 
positions to ensure that all of the Inbound, 
Outbound, Scripting and Recording services 
functioned properly. At the same time, Golden 
Line initiated uploading tests, whose positive 
results led to an increase in the number of 
full-time positions, jumping from five to 70 by 
October 2007.

Since then the contact center’s results have 
been excellent. In fact Golden Line’s 
overwhelming customer demand forced the 
company to raise the number of full-time staff to 
over 100 in January 2008 and over 130 in 
February.  “The system is stable and offers the 
same functionality as the Avaya-based 
Presence Suite solution but with a maximum 
production capacity,” stated Toni Gámez.

Implementation process
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About Enghouse Interactive

Presence Suite is an
Enghouse Interactive solution

For more information visit
www.enghouseinteractive.es

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.
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