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Focus Questions

What are the future trends in
customer self-service?

Will there be an increased need to
support video in the contact center?

How does presence technology let
agents get the expert help they need
What is the role of new to resolve customer issues more
protocols and standards, such quickly and definitively?
as Call Control XML and SIP,
to drive the next

developments? How will these technologies find their
way into your contact center?



Gartner Hype Cycle

visibility Work-at-Home
‘ Outsourcing_|

On-Demand Contact
Center Infrastructure
Presence-Based
Contact Routing

Web Collaboration Speech Recognition for
Contact Center Performance Management Telephony and Contact

. L Center Applications
Unified Communications

Contact Center
Workforce
Optimization

VolP Toll Bypass
VoiceXML

Virtual Contact Centers

E-Learnin
° Call Center

Bundled Contact Center Suites

Contact Center
IP Contact Centers

Workforce Management
Quality Assurance

ERMS

Work-at-Home Agents

Speech-Enabled Web

ideo in Contact Centers

Session Initiated Protocol

Wireless Devices Universal Queue Management

in Contact Centers

/

As of Month 200x

Peak of

Technology Trough of . Plateau of

: Inflated . ; Slope of Enlightenment -
Trigger Expectations Disillusionment Productivity

: | 4
Plat illb hed i maturity
ateau will be reached in:
obsolete Gartner.

less than 2 years 2 to 5 years ® 5to0 10 years more than 10 years ® before plateau

(From "Hype Cycle for Contact Center Infrastructure, 2006," 13 July 2006)




6 Current Trends

Technology Process




Current Technology Trends

Physical consolidation

Virtual call centre

Remote workers

Ad-hoc agents
— Branch locations
— Expert advise

= Enhanced IVR and speech
recognition

= Personalized service

= Intelligent search / FAQ

= Multi-channel contact centre
— Email , fax , outbound voice
— Web chat / web collaboration

= |P Telephony

= |Infrastructure optimization



6 Future Trends
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Future trends

Technology Prerequisites
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Future trends
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Future trends

=Detect and prevent fraud
"|mprove security and user
= Speaker verification
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Future trends

Real Time Translation
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The Contact Center of the Future

= Increased adoption of IP converged communications
= open standards
= speech technology
» More sophisticated Interaction routing
» Emphasis on improving the
customer experience
= Virtualized infrastructure and

workforce




