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Our network

Our network 

We analyze the 
customer’s journey as 
from the sale, delivery 
and post-sale, and 
particularly the day-to-day 
of the relationship
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Customer experience management  

The customer is our reason for existing. This is a quote from the founder of the Algar group, 

Alexandrino Garcia, and it has become one of the Company’s values. Accordingly, each year we 

seek to improve our relations with customers, surprising them with new technologies, methods 

and approaches to improve their experience, for they rely on what we do.

We analyze every step of the way for the customer, from the moment of sale, delivery, after-sales 

service and, above all, the daily working of the relationship. We use methods and processes which 

enable us to understand what is really happening, and as a result we can take the right decisions 

and communicate effectively. One of the highlights in this field has been the implementation of 

CEM – Customer Experience Management. We use Big Data and Analytics solution which 

collect data and provide real-time information on customers, with insights and intuitive control 

panels. In this way we can personalize offers according to our customers’ profiles, provide better 

services, reduce the number of complaints and avoid extra costs.

RELATIONSHIP WITH 
CUSTOMERS

GRI 418-1
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Relationship keys

In addition to these digital tools, in 2017 we defined four key 

factors to enhance customer service: 

1) availability (fully-functioning services in a permanent state 

of readiness to resolve problems); 2) empathy (the ability to 

see things from the customer’s point of view, bringing us closer 

together); 3) simplicity (to make life easier for the customer); 

4) efficiency (using resources wisely and trying to resolve 

problems at the first contact).

To disseminate these ideas we use gamification. In an immersive 

workshop with coordinators, facilitators and supervisors, 

we show an interactive panel with simulated situations and 

ask the participants to select the keys for resolving them. 

Afterwards the leaders of the service and support processes 

act as multipliers, carrying the message to the more than 900 

operators of Algar Telecom and other partners. The process is 

supplemented with communications.

Integration of multiple channels

In 2017, we took steps to integrate the multiple relationship 

channels provided by the Company, so as to make things 

easier for the customer and improve the efficiency of the 

call centers. This will enable us to keep a single record of our 

relationship with each customer, including exchanges on every 

channel: voice, Interactive Voice Response (IVR), email, chat, 

website, apps, chatbots, text messages and social media. The 

aim is to do away with fragmented or missing information, 

which creates dissatisfaction. With a more personalized service, 

we hope that customers will have an increasingly positive 

view of what we can provide.

Making life easier for the customer

We want to make things easier for our customers. Ideally, 

they should not even need to contact us. But if they do, we shall 

make every effort to resolve their problem quickly. 

We provide a self-service menu for customers, we have a service 

area focused on digital media and we use computerized tools 

which allow technical procedures to be carried out remotely. To 

check whether these measures are effective, we use a metric 

known as First Call Resolution (FCR), which measures the rate 

of resolution of problems at the first contact with the customer. 

We ended 2017 with an FCR of 62%.


