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Introduction

The Puerto Rico Department of Education (PRDE) issued a Request for Proposal to mobile 
device equipment, delivery and maintenance for PRDE educators and students. 

Evertec is please to present our solution for the PRDE’s Category 3 Project Management. 

Evertec has assembled a Team of Industry-leading experts to offer the most qualified 
resources and ensure a successful project delivery. 

The Team is Composed of the following companies: 

We are confident our Team can meet the PRDE’s business requirements.  



Agenda

>Absolute Tracking System

>Call Center Services

>Mobile Devices Ticketing System



>We are a leading technology company in 
Puerto Rico

>The #1 acquirer/processor in Central 
America and the Caribbean and within the 
top 10 in Latin America.

>Business in 26 countries in Latin America 
and offices in other 11 countries

>Warehouse facilities of 10,000sqf and more 
than 2,000 employees. 

>Call Center Service / Help Desk 24/7 in our 
facilities for US Virgin Islands and Puerto 
Rico

>More than 30 years of experience providing 
products and services to government 
agencies.

About Evertec



>Local company established since 

1969.

>With almost 50 years of experience in 

the IT industry, we will assist you as 

your System Integrator in selecting 

the best hardware and software 

integration while providing the best 

solution applicable to your needs.

>With a 12,000sq.ft warehouse and 50 

ft height located at airport premises.

>Only Titanium Dell EMC Partner in 

Puerto Rico authorized to resell and 

support all Dell branded products.

>Microsoft Surface authorized reseller.

About Caribbean Data System Inc.



>Largest and most complete provider of products 
and services to the Puerto Rico Department of 
Education with 44 years of experience.  16 years 
of experience providing mobile computer labs to 
school environments.

>Camera Mundi, Inc. has the curated and 
experienced human resources that have been 
leading large scale implementations of technology 
into the classrooms.

>Today the largest provider of Assistive Technology 
products, equipment and services for the 
Secretariat of Special Education for the PRDE.

>Counts with a staff of 115 resources and 
100,000sq.ft facilities.

About Camera Mundi



Absolute Tracking System



About Absolute

>The "Self-Healing 

Endpoint Security" 

company

>Headquarters in 

Vancouver, Canada

>Leaders with enormous 

experience in information 

with worldwide 

customers.

>More than 7 million active 

equipment and growing.



Asset Inventory Management and Tracking





Call Center Services



Our Offering to 
PRDE:

>7 dedicated Call Center Agents, 1 
Supervisor, 1 Quality Agent, 1 
Workforce Management Agent and 
1 Trainer.

>Call Overflow Capability

>Remote access with a web 
ticketing platform (eService) 

>7:00am to 6:00pm support service



Evertec Help Desk

>General Information:

✓ Local and offshore call center facilities 

✓ With over 70 Call Center Agents

✓ 24/7-365 days support service

✓ Attrition rate of 3%

✓ Basic KPI 95% attention rate and 80% Grade of Service (calls answered under 20 seconds)

✓ Currently handles over 140,000 calls per month for multiple clients including:

Dept. de La Familia

Dept. de Hacienda

Multiple Financial Institutions in PR

Puerto Rico Courts Administration

>99.93% of tickets were closed in 24 hours or less during the month of November, 
including on-site hardware replacement at client locations.

>94% of satisfaction rating in client surveys.



Quality Compliance

> We constantly improve our quality of service 
by following a rigorous Service Management 
process, which includes:

✓ Incident Management 

✓ Service Level Management 

✓ Problem Management Board 

✓ Change Advisory Board 

✓ Capacity Management 

✓ IT Service Continuity & Availability 
Management

• Evertec’s costumer focus is anchored in our 

service lifecycle approach  by 

✓ Single point of contact Service Desk 

7x24x365 

✓Over 70 IT professionals certified in ITIL 

foundation which includes a Certified 

Practitioner (Master)

✓ Evertec Business Life Cycle Methodology



Cupey Campus Call Center & 
Help Desk Facilities

>Over 10,000sq.ft of facilities for device 
storage.

>Around the clock CCTV Surveillance 
system with 430+  digital cameras in key 
points

>Multi-location monitoring

>Single point of entry for visitors

>Campus wide electronic access control 



Mobile Devices Ticketing 

System



eService

>Evertec’s Service Desk  Ticketing System

✓ eService Platform from CA

✓ Recognized as best in class

✓ Allows for a web portal to open and track tickets



Opening a Ticket by a Phone Call



eService Tools

>Based on Modules

>Primary tool to manage and track incidents and problems

>Channel of communication between Service Desk agents, support groups a users/clients

>Maintains record of every action taken during the lifespan of an incident

>Sends notification to clients when tickets are opened and closed. 

>eService Claims option allows clients to contact Evertec if they understand the ticket  was 
not handled to their satisfaction. Customer are sent a survey once ticket is closed. 



Automatic Notification



Claims



Service Delivery Survey



Service Survey



www.evertecinc.com


