
CASE STUDY: MAXCOM TELECOMUNICACIONES

THE COMPANY

Founded in Mexico in 1996, Maxcom offers services in the areas
of local telephony, long distance telephony, data and Internet,
thanks to an independent wired telephone network.

It has made a strong investment in infrastructure, the most
technologically advanced equipment and a personalized customer
service. It currently has more than 280,000 service lines and a
customer service available 24 hours a day.

It is the only telephony company in Mexico to hold the ISO
9001-2000 in all its operational processes.

HISTORY

In 2005, coinciding with a search for innovation and personalization
of customer service, Maxcom Telecomunicaciones decided to
carry out a new update of its billing in the residential sector.

The goal of Maxcom is to possess a cutting-edge owned
infrastructure in order to create telecommunications solutions
designed to exceed the specific needs of the customers and provide
them with the largest benefits. In order to achieve this goal,
Maxcom selected Group 1 Software, in order to perform this
development and achieve those objectives.

CONSIDERATIONS REGARDING NEEDS AND
IMPLEMENTATION

The customer focus of Maxcom Telecomunicaciones has revealed
the company’s need for a dynamic and flexible billing that allows
for customization and/or the inclusion of advertising images,
depending on the market segment to which the customer belongs.

Previously, the changes of billing were performed by integrating
a flat code developed by the printing provider and a formatter
designed internally (MaxBif). This process had several
complications in order to make a change, both in consulting costs,
performance restrictions and the impossibility of working with
more than one format at the same time.

These processes also impacted the performance as regards
production times for a billing cycle, and became noncompetitive
(segmentation routines were generated within the same formatter).

At the request of the General Directorship, the development,
implementation and delivery to customers of the new residential
bill should take 12 weeks.

THE SOLUTION

The solution acquired by Maxcom Telecomunicaciones was DOC1
Design / Generate / e2 Vault. These three modules made it possible
to satisfy the previously mentioned needs.

DOC1 Design allowed for:

a) A flexible bill, including unique information per customer
segment.
b) The reorganization of the content for better readability.
c) The addition of geographic areas where advertising by Maxcom
Telecomunicaciones and/or external advertising can be included.
d) A new design according to the current corporate image, 50%
savings in paper by switching from letter to half-letter format,
without losing clarity in the exposition of concepts.

CUSTOMER
COMMUNICATION

MANAGEMENT

Maxcom Telecomunicaciones incorporated DOC1 Design, Generate and e2Vault in order to
optimize the direct contact with its customers and to achieve a better quality customer care
with each of those customers.



THE SOLUTION

DOC1 Generate allowed for:

a) Billing with two or more formats at the same time, depending
on the type of customer.
b) Improving the performance by shortening production times.
c) Performing client segmentation in this module (insert groups).

e2 Vault allowed for:

a) Electronic management of information and billing lookup via
the Web.
b) Integration with our CRM (Siebel) for billing lookup by Customer
Care Center executives.

WHY GROUP1 SOFTWARE?

Because it provides a modular suite that allows the customer to
acquire only what it really needs, and to gradually incorporate
new solutions or modules based on growth or market strategies.

This is why Group1 Software solutions are an essential component
of today’s corporate applications and are used to consolidate,
clean up and enrich corporate data, as well as to generate
customized business documents for delivery through various
channels, customer care and an efficient business processing.

“The support by Group1 Software during the
development of the project was very beneficial,
allowing us to incorporate practical and easily
applicable suggestions to our design, even without
starting operations jointly.”
Gerardo Martínez, IT Director, Maxcom Telecomunicaciones

THE RESULTS

- Production time was reduced by 70%.
- Bills are attractive for our market and a disquieting comparison
indicator for our competitors.
- To make the changes requested by the marketing area in a
more rapid and economical fashion.

THE FUTURE

Now Maxcom Telecomunicaciones seeks to maximize the profit
from the modules it currently has, incorporating more training
into our systems area, strengthening communications with
the internal marketing sector and the technical sector of
Group1 Software.

And also to integrate the billing for the business sector in order
to standardize our entire billing output system.
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