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The world of customer contact
REALLY is changing

Customers are
Everywhere

Agents are Anywhere

Contact Channels abound



Customer Satisfaction –
Building the Relationship
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> Interactions refer to the behaviors of customers when they are engaging with 
companies, relationships refer to how customers come to view those 
companies cognitively and emotionally over time      

”J. Rayport”

ACSI 1994 to Q3 2006



It is All About the Experience



Does the Contact Center Affect the 
Corporate Image?

92% of consumers form an 
opinion about a company’s image 
through their interaction with the 
Contact Center (Benchmark 
Research)

62% would stop using a 
company’s goods or services
if they had a bad experience
(Benchmark Research)
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Contact Center Evolution

> Automatic Call Distribution (ACD)
• Route to first available agent

> Skills Based Routing
• Route inbound, outbound, email, chat to 

first available agent with skills available to 
handle the contact

> Virtual Contact Center
• Extend Reach
• Agents distributed across Enterprise 

network
• Just In Time Staffing
• Lower Operations Costs



Next-Generation Contact Center
SIP in the Contact Center

> ACD is Un-tethered
• No more ties to the PBX or physical devices
• Route to logical address

• Flexible routing & device independence

> Every Employee is a Customer Contact Asset
• Presence Enabled Routing – Expert Anywhere
• Improve First Response Call Resolution
• Eliminate costly Network Level Routing solutions

> Multi-Modal Communication between Agent & Customer
• Video, Instant Message (IM) and Collaboration capability
• Enhance the Customer Experience

> Drive New Business Processes 
• Improve Productivity
• Increase Effectiveness



Next-Generation Contact Center 
Solution Architecture
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Next-Generation Contact Center
Other Considerations

> Self-Service
• Multi Tier Architecture: Media Servers & Web Servers
• Continued evolution to SOA (VXML, CCXML)
• Evolve from Speech to Multimodal Applications 

> Recording & Monitoring
• No Proprietary Hardware Required 

• Easier & Less Costly to Deploy
• IP streams simplifies media capture (Voice, Video, IM) across multi-sites
• Single Pool of Agents for Quality Monitoring

> CTI
• Leverage the IP transport to deliver CTI Call Control & Data
• Drive toward Standardization

> Network QOS
• Must insure QOS and engineer based on bandwidth requirements



Banking Kiosk

• Member’s Web 
portal 
integrated with 
customized 
Client.

• Real-time 
Voice, Video & 
Web collab

Client

Contact Center

• Contact center software routes SIP  
video call and screen pop  to Agent 
Desktop.

• Media Application Server used for 
multimedia treatments.

• Agent Uses client to check 
presence of Expert and conferences 
the Expert in to advise the customer

The Benefits:
> Timely and secure first time call resolution with one multi mode transaction  
> Agent can collaborate with experts to complete the transaction or to provide a soft hand off to the 

branch
> Achieve competitive edge through superior service and more productive employees.
> Reach out to new member  including youth market with lower cost base.  

VPN Gateway

• Credit Union 
Member is very 
satisfied with 
service provided.

• Expert (e.g. Loan Officer) with 
Soft Client receives the call

• Expert provides advice and  
completes the transaction – first 
time resolution.

Back Office 
Client

SIP Contact Center  
Case Study



Vantis Kiosk - Subject Screen



Vantis Kiosk - Rep List Screen



Vantis Kiosk - Video Call Screen



Business Transformation

> Gain the freedom and flexibility for 
employees to work anywhere

> Eliminate walls and geographical 
boundaries

> Simplify management to reduce 
costs

> Converge business infrastructure 
to gain agility and lower total cost 
of ownership

> Remain responsive to business, 
customer and market changes to 
maintain a competitive advantage


