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Our principal goal is to create Network IT and Telco 
Corporate Services to help Mexican Business to 

Support digital transformation to their Operations

The philosophy to grow along with our great customers

Mission
Telecommunications simple 

and efficient to support 
constant productivity, with 

security and value

Vision
Be the best 

Telecommunications 
Service Company for 
Customers, Providers 

and Investors



In MCM prioritize customer service, we 
are committed to an effective and 
agile resolution to any customer 
request.

Following slides describe our 
omnichannel contact information and 
how we take care.

Continuous Improvement in 
the Customer Experience



55 5350 0200 
800 200 0200

customerservice@mcmtelecom.com.mx

https://www.mcmtelecom.com

https://www.mcmtelecom.com/soporte-tecnico

55 5350 0280

Communicate 
through each or all our channels

Our Commitment 
Along with our Telecommunications 
and IT Services, the best Customer 

Service

We are ready to solve:
✓ Technical enquires
✓ Service changes
✓ Incident Report
✓ Clarify or Review Services

To start a Ticket just include:
✓ Name and Company Name or 

Symphony Number
✓ Description of your requirement with 

all possible information to accelerate 
resolution



Preventive 
Monitoring

Customer 
Service

Escalation

Rizk 
Management

Technical 
Support
L2 y L3

Knowledge 
Base

SLAs

Question
1st Response: 15min

Solution: 30min to 70hrs

Administrative
Clarify and follow billing 
issues

Service 
Consulting

Review Tools(CDRs, 
Billing, Tickets, 
Graphics)

Symphony 
Administration or 
Applications

Task
1st Response: 15min

Solution: 30min to 72hrs

Programmed
Tasks

MW Notification 

Data Center Ingress

RFO

Warranty IP Phone

Trainings

Task
Service Changes         
(no impact)

Service Reviews
(Sales and Technical)

Data Center Remote 
Hands

Incident
1st Response: 10min

Solution: 40min to 120min

Critical 
(40min)

Service Down

Urgent 
(80min)

Service partially affected

Important 
(90min)

Service Intermittent

Low
(120min)

Service with Intermittent 
in the past

According with diagnosis could be defined on site Assistance to Customer Site or MCM Ste. +6hrs
Cut of Fiber Optic with time resolution of 8hrs to48hrs according with the event and Cut location

Successful Interaction of Customer Experience



(60min X 24hrs X 30días)

43200  
minutes

El servicio ha sido configurado para su uso en 
cualquier momento

Service Availability
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If Service is affected, then to calculate the Service Availability we 
subtract the period of failure to the total time of the monthly service 

availability

Important Notes:
FO Cut  is not included in this measurement

Measurement is by service and by month
To get the math in each period is necessarily to follow by Ticket

99.95% = 𝟒𝟑𝟐𝟎𝟎 − 𝟐𝟏

𝟒𝟑𝟐𝟎𝟎
𝑥 100

Monthly Availability% = 𝑴𝒐𝒏𝒕𝒉𝒍𝒚 𝑨𝒗𝒂𝒊𝒍𝒂𝒃𝒊𝒍𝒊𝒕𝒚 − 𝑷𝒆𝒓𝒊𝒐𝒅 𝒂𝒇𝒇𝒆𝒄𝒕𝒆𝒅

𝑴𝒐𝒏𝒕𝒍𝒚 𝑨𝒗𝒂𝒊𝒍𝒂𝒃𝒊𝒍𝒊𝒕𝒚
𝑥 100



Structure to support Customer Experience
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Management and 
Operation of CORE 
IT Platforms and 
Service Network
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Maintenance and 
Management of 
Network 
Infrastructure
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Customer Care 
and Service to all 
Customer 
Requests
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Management and 
Follow of Network 
Services Changes
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Sales Consulting 
to offer the best 
Experience to 
Customer 
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Management of 
Customer 
Experience 



Notification of Maintenance Windows

ccontrol@mcmtelecom.com.mx

+52 55 5350 0000 
ext 3562

Mon to Fri 7 a 23hrs
Sat 15 a 23hrs
Sun 7 a 15hrs

cor@mcmtelecom.com.mx
+52 55 5350 0000 
ext 0352/3511/3500

customerservice@mcmtelecom.com.mx
+52 55 5350 0200  
800 200 0200

Mon to Sun (24hrs)

Daniel Sandoval
Change Control Lead
dsandoval@mcmtelecom.com.mx
+52 55 4163 0723 Mobile 55 2443 9232

E
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Important Notes:
Contact Information must be updated to achieve a preventive notification of Maintenance Windows
Customer should ask for technical explanation in order to verify any issue related with their service 

Preventive
Notify: 72hrs preview to 

execute
*Verify Customers that 

requires by process 15 days

Execution
8pm-8am

Strategic: 7pm-9am
*Risk of Massive Impact:   
Fri and Sat

Scenarios
Update or Upgrade of 
HW or SW

Changes in 
Configuration of 
Platforms (with impact)

Preventive Standard: 
No impact Maintenance

Mandatory

Notify: 24hrs preview to 
execute and Risk Analysis if 

it is not executed

Execution
8pm-8am

Strategic: According to 
Risk Analysis

Scenarios

Potential Problem fix

Existent Problem fix

Provider
Preventive: 15 days preview 

to execute
Mandatory: Risk Analysis if 

it is not executed

Execution
Impact: 8pm-8am

No Impact: 7pm-9am

Scenarios
Repair, Review or 
Config Changes or Path 
Changes

Update, Upgrade or 
Replacement of 
Equipment



Level 2Level 1

CS Customer Service
Phone:  +52 55 5350 0200  
Toll Free:  800 200 0200

customerservice@mcmtelecom.com.mx

Lic. Sandra Orozco
Customer Service Leader
Phone: +52 55 5350 0040
Mobile: +52 55 3287 1480 

sorozco@mcmtelecom.com.mx

CTS Customer Technical Support
Phone:  +52 55 5350 3500  
Toll Free:  800 200 3500

ctsupport@mcmtelecom.com.mx

M. en C. Marco Antonio Serna Montero
CTS Leader 

Phone: +52 55 4163 0712
Mobile: +52 55 2046 7760

mserna@mcmtelecom.com.mx

NetProvisioning
Phone: +52 55 5350 0000 

ext. 3555, 3556 
netprovisioning@mcmtelecom.com.mx

Ing. Gibran González
Network Provisioning Leader

Phone: +52 55 4161 0410
Mobile: +52 55 1227 1985

ggonzalez@mcmtelecom.com.mx

MBA Francisco Pérez
MR Infraestructura Leader

Phone: +52 55 4163 0793
Mobile: +52 55 3306 2138 

fperez@mcmtelecom.com.mx

Ing. Miguel Tellez
MR Transporte Leader
Phone: +52 55 4163 0794
Mobile: +52 55 2441 4180 

mtellez@mcmtelecom.com.mx

Level 3
PS Platform Support Voice

Phone: +52 55 5350 0352 Opción 1
PS-Voz@mcmtelecom.com.mx

Ing. Carlos Duarte
Platform Support Voice Leader

Phone:  +52 55 4163 0708
Mobile: +52 55 3859 4026 

cduarte@mcmtelecom.com.mx

PS Platform Support Data and 
Transport

Phone: + 52 55 53500352  Opción 2
PS-Datos@mcmtelecom.com.mx

Ing. Aristeo Jimenez
Platform Support Data Leader

Phone:  +52 55 4163 0734
Mobile +52 55 2061 2542

ajimenezo@mcmtelecom.com.mx

MBA Leopoldo Gómez 
Platform Support Manager

Phone:  +52 55 4163 0722
Mobile: +52 55 2441 4185

lgomez@mcmtelecom.com.mx

MBA Luis Dueñas
IT Operations Support Manager

Phone:  +52 55 4163 0842
Mobile: +52 55 1633 7129

lduenas@mcmtelecom.com.mx

Level 3+

Network Assurance Team
Phone:  +52 55 5350 3511

Netassurance@mcmtelecom.com.mx

Ing Edwen Gutiérrez 
NAT Voice Leader

Phone: +52 55 4163 0777
Mobile: +52 55 2046 7762

egutierrez@mcmtelecom.com.mx

Ing. Jesús Espinoza
NAT Data and Transport Leader

Phone: +52 55 4163 0707
Mobile: +52 56 2560 9990

jespinoza@mcmtelecom.com.mx

MBA Armando Hernández Razo
Network Assurance Manager

Phone: +52 55 4163 0701
Mobile: +52 55 1442 4593

ahernandezr@mcmtelecom.com.mx

Head

MBA Guadalupe Vilchis
Network Operation Center 

Customer Service
Cloud IT

Phone: +52 55 5350 0056
Mobile: +52 55 7907 7461

gvilchis@mcmtelecom.com.mx

Escalation to bring the best experience 

CS Customer Success Management   
csm@mcmtelecom.com.mx

Diana Castilla    Customer Success Manager     
Phone: +52 55 4161 0505      Mobile: +52 55 4305 3152      dcastilla@mcmtelecom.com.mx
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