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West introduces West At Home, an innovative work at home agent solution that’s
quickly revolutionizing the call center industry. With West At Home, you can have

an endless labor pool of highly educated agents with the quality and skills to dramatically
improve your customer communications and provide you with greater staffing flexibility.
And in addition to better quality, West At Home can also lower your customer contact

costs by providing this service for much less than traditional call center solutions.

So contact us today and let us show you the many ways West At Home can help
you and your customers. For more information on West At Home and all of the

West services, call 800-841-9000 or visit us at www.west.com
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By: Nadiji Tehrani,
Executive Group Publisher,
Technology Marketing Corporation

The New Paradigm For

Market Dominance
For VoIP Technology, Teleservices & CRM...

Introduction

will be convinced as well.

During the past month, | attended a
call center conference and exhibition. |
am happy to share with you that better
than 90 percent of the companies |
contacted indicated that sales has defi-
nitely picked up and the outlook is
exceptionally bright for continuous
growth.

As the leading publication of the
call/contact center and CRM industry

Proper convergence of people with emerging
new technologies such as IP contact center
and speech technologies is the key.

since 1982, it is our responsibility to
look at every possible new way to help
our industry, readers and vendors to
avail themselves of the latest trends for
successful and profitable operations
within the call center/CRM industry.
Having said that, 1 would like to bring
to your attention our new vision. We
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As | indicated in my January 2005 editorial, the contact center/CRM
industries are positioned for tremendous growth in 2005 and beyond.
Barring unforeseen developments, we firmly believe that this will be
the case. By the time you finish reading this editorial, I am sure you

firmly believe that teleservices companies
will be the bridge that connects technol-
ogy and CRM for every corporation. |
will now look at each one of these sec-
tors and how they are interrelated.

A. VoIP Technology

In my view, and as | have indicated in
my last dozen editorials, a golden
opportunity exists for savvy contact
center management to become early
adopters of VoIP (define - news - alert)
technologies in order to take advantage
of this truly cutting-edge and advanced
technology, not only to vastly increase
the capabilities of your contact center,
but also to drastically reduce cost. As we
all know, in today’s highly competitive
global business environment, competi-
tive cost structure is the key for survival.

Proper convergence of people with
emerging new technologies such as IP
contact center and speech technologies
is the key.

There are those who feel they can
compete effectively by acquiring
advanced technologies. Nothing could
be further from the truth. Far more
important than technology is the devel-
opment and enhancement of the abili-
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You finally got the budget approval to upgrade your telephony system.
Do you really want to sacrifice it all at the last three feet?

A new telephone system can produce amazing productivity gains for your company. But attaching the
wrong headsets can mean poor sound quality, durability issues, and user frustration. And all of these
problems can quickly reduce your ROI. Protect your investment with GN Netcom headsets. Compared to
competitive models, they provide superior:

Compatibility. Ready to use with virtually all office phones, including VolP phones.
Sound quality. Delivering 83% less distortion than competitive models.
Durability. Built smart; built to last.

Comfort. Intelligent design, and a wide range of models to choose from.

To learn more about GN Netcom, Inc. and and our line of VoIP products, visit us at
www.gnnetcom.com or call us at 1-800-286-2955.
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He was just interrupted at dinner

This man’s wireless company had been trying to contact him for weeks. He was one of their key customers
and they were calling to offer him the best rates in the market. Enter Concerto Software: our contact center
technology optimizes service initiatives with features that give your best customers more options - like
enabling this man to specify where, when and how it would be convenient for him to be contacted. He did.
His provider called him at the specified time, just as he was finishing his meal. The result? A little dinnertime

dialog that gave him a renewed sense of loyalty to the company who clearly appreciates his business.

Concerto Software brings 30 years of insight into proactive service initiatives that keep your best

customers happy. After all, isn’t that what customer contact is all about? Learn more: www.concerto.com

CONCERTO 1A

SOFTWARE
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ties of the contact center personnel,
which play a far greater role than just
technology. In other words, senior man-
agement must realize they need to effec-
tively converge and blend the new tech-
nologies with well trained and cultivated
call center personnel in order to ensure
success. And let me make it abundantly
clear that this is a zero-tolerance situa-
tion. In other words, there is no room
for mistakes and/or shortcuts.

B. Teleservices: The Bridge That
Connects Technology And CRM

The philosophy of outsourcing the
teleservices side of a business to a rep-
utable, award-winning teleservices
agency stems from the fact that not
every company has what it takes to be
an expert in technology, teleservices and
CRM. This is where teleservices out-
sourcing companies function as the
bridge that connects technology, people
and CRM functions. As | have fre-
quently stated, “If it is not your core-
competency, outsource it.”

C. Domestic Outsourcing Companies
Enjoying Significant Growth

The outsourcing companies that have
demonstrated award-winning quality,
training, flexibility and adaptability to
customer needs are those that will con-
tinue to grow domestically for the rea-
sons explained previously.

Companies that have the above attrib-
utes and have the ability to use powerful
marketing skills are the fortunate ones
that will enjoy phenomenal growth
(please refer to my February 2005
Publisher’s Outlook at http://www.tmc-
net.com/cis/0205/po.htm).

Over the last two years, | have main-
tained in these editorials that savvy
companies do not need to go offshore
for high-end services such as CRM, cus-
tomer care, customer retention and cus-
tomer acquisition. All of these functions
can be done effectively with a reputable
domestic outsourcing company.

The fact that several high-quality,
award-winning teleservices companies are
showing phenomenal growth domestical-
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Congratulations To Award Winners
As the industry’s leading publica-
tion since 1982, it is our distinct
honor to congratulate all award
winners of the 20th Annual Top 50
Teleservices Agencies Ranking (out-

bound) and the winners of the IP Contact Center Technology Pioneer Award
featured in this issue. By winning these coveted awards, you have distinguished
your company as one of the very best in your sector. Be sure to inform your
target audience of this great news, for awards without marketing and differenti-
ation are wasted! Please read my Publisher’s Outlook titled “Award Marketing”
at http://www.tmcnet.com/cis/0203/0203po.htm.

ly shows that companies have discovered
that: 1) it's not prudent to send your cus-
tomer database, let alone CRM func-
tions, halfway around the world; and 2)
you will only lose customers when you
expose them to non-English speaking
agents who are rude and not culturally
aligned with U.S. customers. | am sure
that you have read my comments in these
editorials that “companies live or die
from repeat business.” When rudeness,
lack of proper communication due to
poor English and drastically different cul-
ture problems come in, then customers
are lost by the hundreds. When there is
no customer, there is no repeat business!

The Logic Behind The New Paradigm

Successful companies are those that
focus on what they do best and out-
source what is not their core-competency
to a reputable company. This outsourcer
will speak the language of your customers
and share the values and culture of your
customers. Common sense dictates that
it is nearly impossible to be 100 percent
proficient in advanced technology, tele-
services operation and applications, as
well as all of the sophistication needed in
the implementation of CRM. The
absence of this philosophy may be the
main reason why many companies that
have tried to implement CRM within
their organizations have failed. The only
logical solution that comes to mind is
that organizations must allow teleservices
companies to do the job of bridging the
gap to avoid loss of customers.

Winning Companies In The Spotlight
As explained in my January 2005 edi-
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torial titled, “The Dawn of a New Era”
(http://Amww.tmcnet.com/cis/0105/po.htm)
, the domestic contact center industry
is, once again, enjoying rapid growth
and profitability. In this issue, 1 would
like to feature three exemplary compa-
nies that have demonstrated outstanding
performance.

Concerto Software Posts Another
Record Year: 75 Percent Revenue
Growth in 2004

For the year ended December 31,
2004, Concerto Software achieved total
revenue of $188.5 million, an increase
of 75.7 percent over 2003 total revenue
of $107.3 million. Product revenue for
the year ended December 31, 2004, was
$84.7 million, an increase of 76.4 per-
cent over 2003 product revenue of
$48.0 million.

We at TMC congratulate Concerto
Software for their truly outstanding success.

Millennium Teleservices Earned The
No. 1 Ranking In The Top 50 Outbound

We asked Lisa Slader, President of
Business Operations at Millennium
Teleservices, to share with us the key to
the company’s admirable success. Here
are the results:

NT: To what do you attribute your
success at being the No. 1-ranked out-
bound teleservices agency?

LS: Much of Millennium’s success can
be attributed to our decision to remain
committed to outbound telemarketing
while many of our competitors chose to
abandon this channel. Additionally, in
response to the challenging regulatory
environment, we chose to invest in our
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Managing a contact center isn't easy if you're tethered to a desk.
Our new CS50 wireless headset lets you roam up to a football field's
length away from your desk with perfect clarity and zero interference.
Imagine taking escalation calls anywhere on the floor and accepting
or ending calls with the push of a button. Once you try it, you'll

never go back to cords again.

Call 866-474-6437 or visit plantronics.com for details.
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most valued asset, our people. Through
increased training and development, we
have been able to remain both compli-

ant and competitive.

NT: During our last conference call,
you spoke of “a highly sophisticated
training program.” Would you please
briefly elaborate/explain?

LS: Actually, our training programs
focus on the basic principles of selling
skills, effective communication and
product knowledge. It is the reinforce-
ment and ongoing coaching and devel-
opment that make it so successful.

NT: In your judgment, what do
domestic outsourcing companies have to
do in order to compete with offshore
companies?

LS: We believe the key to competing
in this channel is focusing on delivering
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quality, performance and responsiveness.

InfoCision Moves Up Four Levels To
No. 4 In The Outbound Top 50
Ranking

We asked Steve Brubaker, Senior Vice
President — Corporate Affairs at
Infocision Management Corporation, to
share with us their key to success. Here
are his remarks:

NT: To what do you attribute your
success at jumping so dramatically to
No. 4 for domestic outbound?

SB: Through extensive training and
call monitoring, InfoCision has estab-
lished itself as the highest quality call
center company in the world. Our
trademarked Q3 quality control process
monitors every Communicator (or
agent) and ensures that each phone call
meets our clients’ high standards.

P s | e
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The art of the deal.

Schedule an online demo with your call
center management team and get one
FREE Supervisor upgrade with purchase,
a $1,250 value, Call Mark Surico at
310-207-6800 x 471 to get workforce
management that's more cost effective
today, more capable tomorrow.
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NT: Please briefly describe/explain
your training program.

SB: InfoCision considers training crit-
ical throughout an employee’s tenure
with the company. Not only have we
implemented a rigorous orientation pro-
gram for new employees, but training
continues as employees grow and experi-
ence new opportunities.

Our workforce development model
includes constant monitoring, evalua-
tion feedback and coaching for our
Communicators. We also operate our
own corporate university, IMCU, which
provides supplemental training and even
college credit. We work with local uni-
versities to build classes on issues such
as diversity in the workplace, advanced
Microsoft applications, public speaking
and more. IMCU offers employees
excellent opportunities to improve their
skills and advance in their careers.

NT: In your opinion, what do domes-
tic outsourcing companies have to do in
order to compete with offshore compa-
nies?

SB: The biggest advantage we have
over offshore outsourcers is that our
employees speak the language of U.S.
customers. They can communicate
without the cultural barriers that exist in
foreign countries. We have found that
the best way to compete is to invest in
quality control, agent training, compli-
ance and advanced CRM technology.
These crucial elements enable us to
deliver a superior return on investment
for our clients.

As always, | welcome your comments.
You can e-mail me at ntehrani@tmc-
net.com. | look forward to seeing you at
our upcoming Speech-World™
Conference, co-located with our IP
Contact Center Summit and Global
Call Center Outsourcing Summit, on
May 24-26, 2005, at the Westin Park
Central Hotel in Dallas
(http://www.speech-world.com). CIS

Sincerely yours,

Nadji Tehrani

Executive Group Publisher, Editor-in-Chief
Subscribe FREE online at www.cismag.com
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CUSTOMER RELATIONSHIP MANAGEMENT

48 CRM For The SMB Market:

Five Considerations For Making A

Smart Decision

By Ed Dempsey, WiredContact Worldwide, Inc.
Formerly reserved for the largest of enterpris-
es, CRM has become a practical solution for
small to medium-sized businesses (SMBs)
looking to boost sales and optimize perform-
ance by really managing — and improving
— the entire customer relationship.

OUTSOURCING TELESERVICES

52 Twentieth Annual Top 50 Teleservices
Agencies Ranking (Outbound)

INNOVATIVE IDEAS FROM THE
TELESERVICES EXPERTS:

A SPECIAL EDITORIAL SERIES SPONSORED
BY WEST CORPORATION

58 Extending In-House Call Capacity With

Home Agents
By West Corporation

58 A Wallflower’s Perks:
Selling The Work-From-Home Concept To

Attain Higher-Quality Agents
David R. Butcher, Assistant Editor,
Customer Interaction Solutions magazine

CONTACT CENTER TECHNOLOGY

60 Customers Love Online Interaction
By Cindy Curtin, Proficient Systems

Walk into any retail store or financial insti-
tution and you will typically hear, “May |
help you?” at some point shortly after you

arrive. The same should be true for the online

shopping experience.
64 Saving Speech Recognition
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By Michael Chavez, ClickFox

For many customers, navigating an 1VR feels like walking while wearing a blind-
fold. Customers can be easily confused when the rules change from step to step. In
an ideal world, a customer would enter an IVR system, tell it what the desired
task is, and it would route the customer to the proper area of the application. In
reality, creating this perfect IVR is a very difficult endeavor.

IP CONTACT CENTERS

68 |P Contact Center Technology Pioneer Award
Customer Interactions Solutions realizes that technology is the key to the success of

any call center, as we have been editorially covering call center technology over two
decades. We also realize that with new products and new categories of products in
the call center space, it can be strenuous and difficult for our readers to knowl-
edgably keep up with the latest, greatest products and services.
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By Tracey E. Schelmetic,
Editorial Director, Customer Interaction Solutions magazine
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Speech Automation

By Patrick Nguyen, Voxify

Although the potential of speech automation has become widely recognized, few
IT organizations have had the means to build or maintain speech systems, rely-
ing instead on expensive services from speech engine vendors or specialist system
integrators.
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VolIP Predictions Revisited

By Rich Tehrani, Group Editor-in-Chief, Technology Marketing Corporation

At the Internet Telephony Conference & Expo in Miami, February 2003, |
made some predictions about where the industry was going. At the time the mar-
ket was still slow and in fact, by todays standards it was downright depressing. It
wasn't until the last quarter of 2003 that things started to slowly heat up. Lots of
people are making predictions about the future these days, so I decided to go back
and see how my predictions fared.

To read the full article, please visit http://www.tmcnet.com/96.1.

VolIP Security, Part I: The Problem

By David Sims, TMCnet CRM Alert Columnist

As the recent Paris Hilton kerfuffle shows, the word “kerfuffle” is grossly under-
used in discussions of VoIP security. In this three-part series well look at the main
issues of VoIP security and how they're being met.

To read the full article, please visit http://www.tmcnet.com/97.1.

Shrinkage in Call Center Operations

By Bill Durr, Principal Solutions Consultant, Witness Systems

Shrinkage — an odd term — is employee time you pay for but get no work.
WFM professionals are keenly aware how important shrinkage is in creating a set
of schedules that optimizes agent labor and still meet contact center performance
requirements.

For the full article, please visit http://www.tmcnet.com/98.1.
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Audentify is the first technology available to Contact Centers that
actually understands both the content and context of telephone
conversations, email, SMS and Internet interactions.

Audentify's technology employs the most advanced speech
recognition, data analysis and synchronization techniques and is the
only fully automated technology available for the contact center

environment across all industry sectors.

To find out how Audentify can help you, contact us on 1-877-692-8866,

email understand@audentify.com, or visit the website at www.audentify.com.
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High Priority

By: Rich Tehrani,
Group Editor-in-Chief,
Technology Marketing Corporation

A Desperately Needed Term

With all of the progress we've made in the last two decades with
respect to communications, including telecom deregulation, the fax
machine, cellular phones, e-mail, chat and WiFi (define - news -
alert), it’s ironic that communications are essentially more inefficient
today than they have been during any other time in the past 10 years.

One may argue that the advent of the
cellular phone was a boon for productivi-
ty and efficiency, and e-mail allows us to
communicate more effectively. The reali-
ty is that the more devices and modes of
communications we invent, the more
inefficient we become. An inordinate
amount of time is spent trying to find
each other in this world where everyone
is supposed to be connected 24/7.

In order to contact people today, it's
necessary to call their office phones, cell
phones and home phones; send them e-
mail messages and instant messages; call
their secretaries and so forth — simply
to connect. Assuming that in the end
you can't find them, you have left a trail
of possibly incomplete e-mails, IM mes-
sages and voice mails in different mail-

Communications, in my opinion, are broken,
or at least severely damaged. We are becoming
less efficient in dealing with the human elements

of communication. Technology is making
our lives more challenging.
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boxes. How does the contact know
which box to check first? Worse, how
do people know which voice mails are
more important and which e-mails are
crucial, and do they really check these
mailboxes in a timely manner?

An excessive amount of time is spent
checking mailboxes and messages. Some

March 2005

analysts estimate that over 60 percent of
all voice communication consists of lis-
tening to or leaving voice mail! Murphy’s
Law tells us that when you check these
boxes, other, more important messages
are in turn being banished to your cellu-
lar or office voice mail system.

The problem gets worse when cus-
tomer-facing workers are not able to take
phone calls in the same prioritized sys-
tem a company designates according to
customer value. In other words, a top
customer should always get through to a
top salesperson, while it may be accept-
able to put lesser customers on hold for a
few minutes during peak calling times.
Top customers sending an e-mail mes-
sage should be responded to within min-
utes. In most companies, these customers
aren't even identified, let alone dealt with
in a prioritized manner. In many compa-
nies, in fact, e-mail messages from cus-
tomers still don't get answered!

When a boss calls an employee, the
call should always be taken, unless, of
course, the employee is on the phone
with an important customer (some might
argue any customer. Again, there must be
rules that can be individualized to coin-
cide with company priorities). Currently,
if a boss calls an employee who is on the
phone with anyone, regardless of whether
it is work-related, the call from the boss
goes into voice mail. Of course, this
assumes no caller 1.D. or related tech-
nologies are being utilized. If the
employee isn't diligently checking voice
mail, he or she may not even know the
boss needs to communicate.
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Leading the Contact Center Industry Since 1989

A leader in the market since 1989, SER’s Call Management System (CPS™)
offers an award-winning, compliant, turnkey outbound solution optimized
for the teleservices industry. And, for large contact centers with complex list

E2™ offers Real-Time Portfolio

management or collections requirements, CPS
Management™, providing holistic, real-time management of call records,

campaign strategies, agent profiles, work sessions, and agent workflow.

Complementing SER’s outbound offerings is its automated quality assurance
solution. Utilizing sophisticated speech recognition technology, SERTAINTY™
analyzes and scores 100% of all recorded calls for script adherence, achievement
of KPIs, and overall call quality—providing unparalleled quality assurance

measurement within a contact center.

Isn't it time you rise to a new level in your contact center?

www.ser.com/contactcenter | 800.274.5676 |  703.948.5500
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High Priority

The same issue arises when a spouse
calls. At our last ITEXPO in Miami,
most of the audience indicated that they
would take a call from a spouse under
every circumstance. | do this myself.
How many times have you been inter-
rupted in an important meeting to
answer the eternal questions, “What do
you want for dinner?” or “Can you stop
by the dry cleaner?” Many times we
know who is calling, but it’s more
important to know why.

Communications, in my opinion, are
broken, or at least severely damaged. We
are becoming less efficient in dealing
with the human elements of communi-
cation. Technology is making our lives
more challenging. Today, we all keep in
touch with many more people than we
ever could have a decade ago, all
because of IM, cell phones and e-mail.
Our lives are becoming unmanageable.
Virtually everyone I know works on
their e-mail on nights and weekends.
There is simply no other way to keep
up. I am not advocating the cessation of
work, but I am advocating technologies
that help automate those tasks that can
be automated.

There are so many things we need to
have at our disposal. Companies need to
be able to set up ad hoc conference
bridges, with the ability to use applica-
tion sharing and white boarding tech-
nologies. All vital employees need to be
remotely connected to their offices when
they are on the road. They need to be
seamlessly connected so when their
office phone rings, they take the call.

Prioritization by caller is only part of
the equation, as priority level needs to
naturally take into account the reason
for the call. Interrupting a customer call
to take a call from the boss only to find
out that she wants to know if you want
chicken or fish at the company lunch-
eon is counterproductive. Similarly, a
top customer calling to cancel or initiate
a million-dollar contract is an essential
call and should be routed immediately
to the highest level within a company.
To use a poker analogy, this call would
be considered a “royal flush.” To put it
another way, a million-dollar customer
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call should be answered by the CEO if
no one else is immediately available!

Similar to the way a contact center
can set up calling queues for callers dial-
ing in for different reasons, individual-
ized contact queues need to be estab-
lished for individuals. For example, if
you call a reservation center, callers are
queued based upon their needs — a trip
to Disney, Europe, the Caribbean, etc.
Similarly, individuals need contact queues
organized by the needs of the caller.

This is the next level of presence, or
something | have referred to in my live
presentations as “Presence Genius.”

In this scenario, callers should not have
a phone ring unless the priority is above a
certain level. In all other cases, the call will
result in a request for a conversation via a
desired communications medium, such as
phone, e-mail or chat. Automation can
even auto-schedule a phone appoint-
ment between parties as long as the pri-
ority level is established and verified.

An example: | don't want to be inter-
rupted by a call from a family member
inviting me to dinner if | have a terribly
busy work day. However, if I'm being
called due to a family emergency, then
of course | need to be interrupted.

Communication by its very nature is
inefficient, and in a world where produc-
tivity increases are increasingly important,
we need to squeeze more inefficiency out
of how we interact with one another. We
need to keep in mind that technology
changes themselves are peripheral; it's the
solutions that should be foremost in our
minds. Technology exists to solve prob-
lems, not for its own sake.

The good news is that companies are
trying to solve these problems. The con-
cern | have is that they're all going
about it in the wrong way. At the last
ITEXPO in Miami, in fact, many
keynote speakers talked about how they
would solve this communication discon-
nect. If you listened closely to their pre-
sentations, they all called what they are
doing by a different name. Here are
some examples of what various vendors
call this sort of technology: VoIP; pro-
ductivity-boosting applications; con-
verged applications; communications
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software; mobility solutions; real-time
communications, etc. There are proba-
bly 100 different descriptive phrases
floating around that are meant to
describe the same thing.

Are these companies kidding? Who on
earth is going to buy these solutions in
bulk if we describe them in 100+ differ-
ent ways? Can you imagine a company
getting presentations from five PBX ven-
dors that all call their applications by a
different name? That's how it works
today! These technologies are essential,
yet we aren't seeing fast enough adoption
because CFOs could care less about this
stuff. | don't blame them. VoIP was
adopted quickly once the industry
agreed on this term. Call centers grew
quickly once we agreed on a term. CRM
is another term that literally turned into
a multibillion-dollar market overnight!
We need a term that isn't “real-time
communications,” as some analysts like
to tout. This is totally wrong.

When you are on vacation in Hawalii
and your cell phone rings and your boss
calls to ask you if you want chicken or fish
at the company luncheon, real-time com-
munications is exactly what you dont want.

So what do | advocate as a term?
Because we're trying to wring efficiency
from communications and make us all
more productive, maybe we should take
note of the ideas and terms that were
applied to manufacturing and resulted in
the term “just-in-time” (JIT) manufac-
turing. Borrowing a term that works and
makes sense, we should call our principle
“just-in-time communications.”

We are all trying to solve the same
problem, and if we want to be taken
seriously by CEOs and CFOs, we had
better agree on a term and stick with it.
This term has implications for con-
sumers, contact centers, enterprises,
government and the military. It works
for every vertical market out there, from
financial to insurance to medical. It just
plain works, and it’s desperately needed
if we're going to climb to the next level
in communications. The next time
you're in an important meeting and you
take a call that isn't so important, think
“just-in-time communications.” CIS
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Puerto Rico: The Ideal
Contact Center Location.

Puerto Rico is the new choice for your
contact center location. In Puerto Rico, you
can enjoy the benefits and protection of
operating within a United States jurisdiction
with the added tax benefits of operating
under a foreign tax structure.

An Operations Haven

e Puerto Rico boasts one of the world's
most sophisticated telecommunications
systems.

e Our labor force is readily available,
highly educated, computer literate
and bilingual, to easily relate to your
U.S and Latin American clients.

e Abundant real estate available at
highly competitive rates.

e Federal and Municipal workforce
assistance programs are available,
as well as training and incentives
packages.

A Most Profitable Location

e As Controlled Foreign Corporations,
U.S. based contact centers generating
income from offshore sources are
subject to a tax rate ranging from
7%-2% with no withholding tax on
dividends or distributions.

e 200% deduction for investments in
training.

e Accelerated depreciation of
investments in plant and equipment.

e No import duties on call center
equipment.

Plus, you're on familiar ground, with U.S.
monetary system, U.S. patent laws and
regulations, and the security and quality of
life you expect.

To learn more about all the benefits
Puerto Rico offers, visit our website at
www.pridco.comor call 1-888-5-PRIDCO

£ PRIDCO

COMMONWEALTH OF PUERTO RICO
Puerto Rico Industrial Development Company

COMMONWEALTH OF

Puerto Rico

The advantages of going offshore. The security of being home.
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CE O Spotlight

Chuck Ciarlo
CEO
Left Bank Solutions, Inc.

This month, the CEO Spotlight is on Chuck Ciarlo, CEO of Left Bank
Solutions, Inc. (http://www.leftbanksolutions.com).

CIS: What is your company’s specialty
and mission statement?

CC: Left Bank Solutions is an enterprise
software provider specializing in work-
force optimization solutions for contact
centers throughout the world. Left Bank
Solutions’ mission is to help businesses
leverage their workforce investments for
efficient deployment of critical resources
and effective management of people
processes, significantly impacting cus-
tomer service levels and business prof-
itability.

Monet, the integrated workforce opti-
mization solution offered by Left Bank
Solutions, provides customers with pow-
erful workforce optimization systems
that allow for immediate, measurable
gains in customer service levels and
reduction of contact center costs. By
providing a complete suite of contact
center optimization solutions, Left Bank
Solutions delivers actionable business
intelligence.

CIS: What makes your solution unique
and how can users benefit by using it?

CC: Our primary purpose has been to
provide affordable, world-class call cen-
ter technology to centers of all sizes. Up
until the introduction of the Monet
Workforce Optimization suite, alterna-
tive systems were priced and targeted
toward the very largest of centers, leav-
ing small and medium centers with a
choice of using spreadsheets, manual
processes or less-than-adequate tools to
manage their centers. Today no other
workforce optimization vendor can
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match the price-to-value relationship we
deliver or provide quicker ROI. Our
solution is also implemented and
deployed in days, rather than months,
without the need for a team of profes-
sional service people arriving at the cus-
tomers’ doorstep ready to camp out for
weeks. The Monet Workforce
Optimization suite is comprised of a
feature-rich and tightly integrated work-
force management, quality monitoring
evaluation, Web-based agent perform-
ance measurement and analytics, and
data collection services that can be pur-
chased and deployed individually or
together as a complete suite.

CIS: What is your vision of the future of
the contact center industry?

GC: Today there is an increasing aware-
ness among C-level executives that the
contact center is of strategic importance
to the overall success of their enterpris-
es. In many cases. the contact center is
the first touch point between the cus-
tomer and the business and, therefore,
in today’s competitive business land-
scape, service becomes paramount.
Increasingly, call centers are becoming a
more integral part of many enterprises,
not just cost containment divisions.
Through our customers, we see trends,
such as increases in service objectives
from answering 80 percent of the calls
in less than 20 seconds to 90 to 95 per-
cent within less than 10 seconds.
However, this service comes at a cost. So
how do centers balance the service ver-
sus the cost? Enterprises of all sizes
need to review their contact center tech-
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nology and determine the holes within
their technology and deploy the latest

solutions that have proven to improve

service delivery and reduce costs.

CIS: What, in your opinion, is the most
pressing issue facing our industry
today?

CC: From the customer side, without a
doubt, it has to be service. It is transpar-
ent to a consumer if he or she is con-
tacting a center that employs 1,000
agents and uses the latest contact center
technology, or a small center that has
older technologies or is without critical
workforce optimization technology.
Therein lies the frustration: inconsistent
service experiences for the consumer.
What make matters worse are poorly
architected IVRs or auto-attendants that
trap consumers for long periods of time
without any clear path to a live agent.

In an attempt to remove the agent
bottleneck and reduce costs, some com-
panies are sending customer calls to off-
shore locations, such as India and the
Philippines. This too, if not managed
properly, can have a negative impact on
service.

From the business side, there are
missed opportunities. Think of a first
interaction from a caller who is a gold
customer. The opportunity is ripe to
improve loyalty, cross-sell and upsell,
and gather customer information. But
the reality is that usually the customer is
handled by a less experienced agent who
will fulfill the request more slowly or
will not take time to gather additional
information or upsell this customer. The
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next missed opportu-

nity could be a com-

plex technical ques-

tion, where the issue

needed to be resolved

on the first call,

thereby reducing fol-

low-up costs and enabling the agent to
impress the customer. In reality, howev-
er, the customer joins the second queue
to get expert help. If the issue is not
resolved on the first call, the cost per
issue increases significantly, with follow-
up calls and e-mails to the contact cen-
ter. Another example is a request made
in a foreign language. This chance to
effectively communicate with the cus-

tomer will reduce
costs, initiate a posi-
tive customer
response and will
increase customer
loyalty. But the reali-
ty is often that a non-
linguist answers the call. The result is
confusion and the need to pass the call
to another agent.

CIS: What are your recommendations
to alleviate such problems?

CC: In centers where service is an issue
and current corrective measures are not
helping when it comes to improving

CEO Spoftlight

service levels and balancing the costs,
enterprises must consider implementing
a workforce optimization solution.
This, in most cases, will automatically
increase service levels across all channels
and contain or reduce center costs.
Agents who have the right skills will be
in place at the right times, which will
improve first-call resolution. By imple-
menting workforce optimization solu-
tions, enterprises can also seize many
missed opportunities to build customer
loyalty and revenues. CIS
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The features we like most are the easy-to-
read displays and the clear, crisp sound of
the wav files. - PODS, Inc We were up and
running the same day. | would recommend
it to others because of its dependability,
reliability and fantastic customer support.
- Classic Limousines ... very competitively
priced, very customer friendly in the area
of configurability, and very easy to use.
Without a doubt it’s the only application
that I've ever installed in my 25-year career
where everything from implementation
to training went completely as planned.
- Service, Electronic Transaction Consultants
We looked carefully to find a recording
company that met our extensive list of
requirements and couldn’t be happier with
the solution they had for our trading
company. - Samco Trading The DigiVoice XE
is easy to use and completely reliable. The
best system out there today. - Phillips
The recording is far superior to our old
system and we now have instant
access to any recording on our
network. - AXIUS Communications
Very reliable, very easy to use,
very easy to train on. It doesn’t
overburden you with things
you don’t need, but gives you
the ability to scale up to
things you need later. -
Comcast | don't think
you'll find a better value
for the price you'll pay
and the system is very
friendly. - University
of South Florida

Everybody's Talking about Davacord

not just because they were known as VoiceLogger

Hear for Yourself What a Few of our Satisfied Customers Have to Say about the Best Converged
Recording Solutions for Voice & Data. Davacord delivers converged call recording and quality assurance
monitoring solutions that enable you to achieve the highest levels of performance and liability protection while
supporting your existing business processes. Our commitment to customer satisfaction has guided our development
of flexible call recording solutions.

T CTAVERET L T LR TR Visit: www.davacord.com or Call: 800.311.3025 @AVACORD

FORMERLY VOICELOGGER
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NETtime: No Use For
Anachronous Time
Card Processes

By David R. Butcher,
Assistant Editor,
Customer Inter@ction Solutions

Do you remember your first summer
job as a teenager, wherein you had to
“punch the clock” four times a day by
sliding the paper time card into that
large machine attached to the wall?
When you slid the card in, the machine
made that same loud sound as that old
computer printer did when the printer
chewed the paper, gurgled and died.
Maybe you worked at a place where
management didn’t notice a single
absent employee; and at that place of
employment you worked with an ethi-
cally flexible co-worker who would tag-
team with a buddy, clocking one anoth-
er in or out so that he could skip an
entire day at the office but still be
clocked in throughout that day and,
therefore, get paid for it without being
physically present.

Those antiquated paper time cards
and accompanying wall-mounted behe-
moths are simply ineffective and too
time-consuming for management to be
at its most efficient, especially when
used by a company that has a large
number of employees.

Managing employee time is a
process that is no longer a luxury of
convenience but is a necessity if a
company wants to stay efficient or, in
fact, wants to become more efficient.
Companies must optimize their work-
forces in order to stay competitive
while still staying aware of cost. After
all, a company’s workforce is its most
valuable asset, and manual time report-
ing or spreadsheet-based time report-
ing (or often an inefficient union of
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both) can create an administrative pur-
gatory, a lack of real-time reporting,
and constant post-issue adjustments
and corrections.

Time America’s NETtime
(http://www.timeamerica.com) is a
Web-based time and labor manage-
ment solution designed to make
improving labor management process-
es easier for companies and, in doing
S0, decreasing their costs associated
with employee time and attendance
tracking.

Time America’s product does more
than simply eliminate manual computa-
tion of paper time cards or time sheets,
though. The solution provides accurate
data for decisions regarding workforce,
and it enables companies to gain
greater control over operational pro-
ductivity. Provided as either a hosted
solution or as an in-house, licensed
application, Version 6 offers an
improved, more streamlined and user-
friendly interface, as well as more fea-
tures and improved functionality.

NETtime’s primary purpose is to
manage employee time, and this newest
version offers enhanced employee self-
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service features. Accessible from any-
where in the world via an Internet con-
nection, employees submit time sheets
or clock in/out via the Web or badge
terminal. To prevent fraud, employees
can only clock in and clock out at speci-
fied IP addresses. Functionality for
Web-enabled cell phones and PDA
devices has also been added for job
tracking and time tracking, so employ-
ees can enter time through a Web
browser, phone, time clock or any
WAP-enabled device. The solution pro-
vides more flexibility for filtering depart-
ments and jobs; it enables the tracking
of employee hours spent on specific
jobs and/or within each department.

A significant enhancement with
Version 6 is the addition of 15 labor
levels, wherein employees clock in for
certain tasks, making the latest version
a “beefed up” solution in comparison
to the previous releases, according to
Bahan Sadegh, the company’s chief
technology officer.

For payroll policy enforcement,
NETtime Version 6 has the ability to
handle more complex payroll rules for
overtime and union groups. The solu-
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tion offers Wizard-driven payroll clos-
ing, and it enforces payroll policies
such as overtime rules, attendance
rules, rounding rules, schedules
enforcement, and lunch and break poli-
cies. Shift differentials for wage rate
variations can also be implemented.

Additional functions and features
include the following:

* Record keeping: Can automatically
track vital employee information.

« Job costing/tracking: Can track
number of hours spent on each job by
each employee; identify cost of jobs or
how much to bill a customer.

« Benefit accrual tracking: Can set up
rules for how benefits should accrue,
based on how long an employee has
been with the company; accrue and
track vacation, sick and personal time
(or customize to accrue other types of
benefits); and supervisors can run
reports against employee data to per-
form job costing, to control departmen-
tal costs, to monitor staffing and to
track benefit administration.

» Messaging: Can send employee
messages, accessible on the NETtime
employee home page.

« HR function automation: Can track
employee attendance; track employee
tardiness; and export time and other
human resource data to a company’s
payroll, accounting or enterprise re-
source planning (ERP) system, provid-
ing a seamless labor management
process.

» Management reports: Can schedule
recurring management reports with e-
mail notification; and automated e-
mailing of over 50 management reports
that can be sent to one person or a
group of specified people in a variety of
file formats.

With built-in, live text-to-speech, a
telephony option and live VolIP integration
with Cisco, electronic “pegs” show
employee actions live. No software instal-
lation is necessary for the client or the
server, and system requirements consist
of only an Internet connection and an
Internet browser. The user interface is
customizable for each administrator or

Subscribe FREE online at www.cismag.com

employee. Administrators and employees
simply log on to the Internet using their
favorite browser (Microsoft’s Internet
Explorer and Netscape Navigator Web
browsers are specifically supported),
enter their user name and password and
can then add, edit or delete information.
For small, medium-sized and enter-

Face .
Managing Contacts Shouldn’t

ugh.

Be This

prise-sized businesses to be able to
improve efficiency of their labor man-
agement processes — to meet the
environment’s high volume and avail-
ability requirements — this Web-based
automated application offers a simple
yet feature-rich solution. eIs

Amcat delivers the key technologies that call
centers need most in a single unified solution:

« ACD

= Automated outbound dialing
« CTI

= Multi-channel contact

Over 1000 contact centers worldwide depend on Amcat’s proven
reliability to manage their interactions. For increased productivity,
agent professionalism and management flexibility, the most demanding

call centers choose Amcat.,

amcat

The smart way fo make contact =

Learn more. Call 1-800-364-5518, email smart@amcat.com. or visit www.amcat.com

CUSTOMER INTER . CTION Solutions®
Go To Table of Contents | Go To Ad Index

March 2005 23


http://www.amcat.com

CAM

page 26

MicroStrategy Offers New Business Intelligence Technology

Castle CRM Offers Executive Dashboard Solution Based On SalesLogix
Enterprise

Quaero, NetReflector Partner, Optimize Marketing Through Customer
Satisfaction Measurement

Acxiom Announces Consumer Segmentation Solution For Marketers

Amdocs Announces Customer Mgt Portfolio v6, Consulting Services,
SAS Alliance

Instranet Announces v5.0 Of Contact Centers In-Line

Workforce & Employee Management page 29

RightAnswers Offers New Add-On Multimedia/Automated Solutions

Dictaphone Launches New ContactPoint Software Release

Symon Announces Community v2.8 As Advanced Scheduling,
Forecasting Solution

FrontRange Offers HEAT 8.3 To Improve IT, Support Organizations

Colligo Introduces Upgrade To Enable Instant Network Creation
Anywhere

Performix Introduces Performance Management Portal

Web-Based Customer Service page 32

Kinetix Wireless Unveils v1.8 Of MBLink IRM Console For Mobile
Workforce

Synchronica Announces Push Extension To SyncML Gateway

EADS TELECOM Offers Integrated Audio/Web Conferencing System

APEX Announces New Conferencing Module For Multiple-Services
Platform

Smartner Upgrades Mobile E-Mail Solution

GWI Software Announces Helpdesk Support Solution For IBM Lotus
Notes/Domino

WebEx Launches Third Generation Of MediaTone Platform

IP Contact Center page 36

Proficient Solution To Achieve Large Business Benefits For Smaller
Business

CRM Express Equips Business Web Sites With 24/7 Online Customer
Support

Telephone Systems & Software page 38

Spanlink Introduces v2.1 Of IP Communications Management Products
Unisys Launches Open Platform For Generating Personalized
Communications Services

On-Demand Solutions page 37

Angel.com Announces Virtual Call Center, Combines ACD/Speech
Recognition

24 CUSTOMER INTERCTION Solutions®  March 2005

Gold Systems Announces Vonetix Document Plug-In With SOAP Ability
For Avaya

Smart Telecom Launches ACD Application For Small Centers

Genesys, Microsoft Deliver Combined Solution To Fuse Instant
Messaging, Telephony

Speech

BeVocal Unveils New Voice Solution

Apptera Introduces v-Business Solutions For The Enterprise
LumenVox Announces v5.5 Of Three Speech Tools

Edify Announces Speech Application For Consumer Electronics Centers

page 40

Customer Experience Management page 42

Verint Announces ULTRA Analytics To Optimize Customer-Focused
Operations

Outbound page 42
Concerto Announces Availability Of Two Enterprise Suite Components

Happenings

Teleservices Firm Raises Money For SE Asia Tsunami Victims

Witness Systems Completes Acquisition Of Blue Pumpkin

LiveTime Service Desk Applications Now Available For Novell
NetWare 6.5

VenturCom Changes Name, Relocates Global Headquarters

Quaero, BSCol Partner For Customer Management Strategy
Development And Execution

EADS Adds NexWave, Connect-tek To Certified Partner Program

VoiceLog Offers Seven Years’ Of Free Recorder Storage

Nuance, Angel.com Team To Deliver Voice Automation To SMBs

Cincom, VentureForward Form Knowledge Partnership

Oracle, Convergys Announce Joint Solution For Genesis

Loquendo, Oration Sign VAR Agreement

Comdial, Tech Data U.S. Establish Distribution Agreement

Edify Voice Banking Receives Microsoft SALT Verification

page 43

Subscribe FREE online at www.cismag.com

Go To Table of Contents | Go To Ad Index
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The InfoCision difference:
other contact center providers. With more than 23 years
Increased customer satisfaction

Higher return on investment
Our professional, experienced Communicators deliver Domestic contact centers

experience, we do more than just answer calls.

superior customer care and consistent revenue to increase Flexible pricing

your bottom line.

ilGy InfoCision

THE highest #“quality call center company in the world!®

For more information, call 1-866-372-5959 or visit www.infocision.com
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MicroStrategy Offers New Business Intelligence Technology

MicroStrategy Incorporated, a provider of business intelligence software, has
announced the release of MicroStrategy 8, a new business intelligence technology that inte-
grates enterprise reporting, analysis and continuous performance monitoring into one Bl

platform. With easy-to-use functionality and more than 2,000 enhancements,
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MicroStrategy 8 can allow a greater number of business
people to access more of their enterprise data, helping
them to make better business decisions.

With MicroStrategy 8, companies no longer need
numerous distinct products from different vendors to
provide reporting, analysis and performance monitoring.
With a scalable architecture and a single metadata, users
can navigate from scorecards and dashboards to reports
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and analysis without being forced to open and close
multiple Bl tools and navigate dissimilar interfaces.
MicroStrategy 8 also features a newly designed Web prevees
interface that helps make business intelligence more o |
approachable for the average business user. -
Additionally, MicroStrategy 8 broadens the universe
of data sources that business users can access for their
reporting and analysis activity. Business users can now
directly query data stored in their financial, human
resources, supply chain and other operational systems,
without having to first move this data into a data mart or "
data cube.

http://www.microstrategy.com
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Castle CRM Offers Executive Dashboard

Solution Based On SalesLogix Enterprise

Castle CRM, a customer relationship management
(CRM) consulting and application development compa-
ny, has released a new services solution for building
executive dashboards via Best Software’s SalesLogix
Enterprise Suite.

The services offering, called the SalesLogix Executive
Dashboard Solution, combines new integration products
with a deployment methodology designed to deliver a
dashboard application rapidly and at lower cost. The typ-
ical application combines performance metrics with
enterprise search, to give executives a way to respond to
events as they emerge across the business.

Building on best practices, Castle CRM Consulting
Services is now offering a structured program to help
companies deploy a variety of dashboards, including the
following: executive dashboards; Cl0 dashboards;
finance dashboards; sales dashboards; customer sup-
port dashboards and production dashboards.

http://www.acastle.com
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Quaero, NetReflector Partner, Optimize Marketing Through Customer

Satisfaction Measurement

Quaero — a provider of marketing consulting services, marketing automation, turnkey
solutions and CRM outsourcing — and NetReflector — a provider of online survey tech-
nology and best practices consulting and methodology — have announced a strategic
partnership involving the integration of NetReflector’s customer satisfaction and loyalty
measurement capabilities into Quaero SpringBoard’s hosted relationship marketing service.
Quaero and NetReflector have joined forces to optimize marketing through customer satis-

faction measurement capabilities for their
mutual clients.

Quaero SpringBoard is a Web-accessed,
hosted relationship marketing service that
provides business managers and marketing
teams with easier implementation and lower
risk in managing customer and prospect
information and executing effective and meas-
urable marketing programs. NetReflector
helps corporations enhance their profitability
by assessing the satisfaction and loyalty of
their audiences anywhere in the world, in any
language, in real time. Its flexible and high-
value feedback solutions combine robust
online survey technology with best practices
consulting and methodology.

“This partnership ensures the integration of
the voice of the customer into business
processes in real time for optimal customer
satisfaction and loyalty measurement,”
NetReflector President and CEQ Villette T.
Nolon said.
http://www.quaero.com
http://www.netreflector.com
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Acxiom Announces Consumer Segmentation Solution For Marketers

Acxiom Corporation, a provider of customer and information management solutions, has
announced the introduction of an enhanced consumer segmentation solution that can allow
marketers to grow their business through a better understanding of their consumers within
a country — coupled with the ability to compare those consumers across countries.

The new solution, Personicx International, results from the combination of Acxiom’s cus-
tomer data management and the extensive data assets attained when Acxiom acquired
Claritas Europe and Consodata last year.

“Traditionally, marketers rely on country-specific demographics and geo-demographic
systems such as Acxiom’s Personicx product,” said Bruce Carroll, Acxiom’s Strategic
Development Leader. “These solutions are optimized to perform within a given country and
as a result do not allow for effective comparison of consumers between countries.
Personicx International changes that.”

The new system is being made available internationally, starting with the United
Kingdom, Germany, France, Spain, the U.S., Poland, the Netherlands and Portugal, under-
lining Acxiom’s intentions following the acquisitions it has made over the last 18 months.

hitp://www.acxiom.com
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Amdocs Announces Customer Mgt Portfolio v6, Consulting Services, SAS Alliance

Amdocs, a provider of software and services for enabling integrated customer management and the customer
experience, has launched Amdocs 6, a pre-integrated portfolio of modular billing, CRM, self-service, order manage-
ment, mediation and content revenue management software products for easing accelerating adoption of an inte-
grated customer management strategy for telecommunications companies. The intention is to deliver a customer
experience that creates stronger, more profitable customer relationships. Key products within the Amdocs 6 portfolio
include Amdocs Billing 6; Amdocs CRM 6; Amdocs Order Management 6; Amdocs Content Revenue Management 6;
and Amdocs Mediation 6.

The company has also unveiled Amdocs Consulting
Services, new and expanded consulting capabilities to
provide customers with better integrated customer
management (ICM), reducing execution risk. Among
the new consulting services is the ICM Benchmark
Service, part of an overarching ICM Blueprint
Framework. It will facilitate creation of an integrated
customer management strategy and vision based on
the customer’s unique situation, taking into account
investments, goals, competitive environment, etc.

Finally, Amdocs and SAS, a provider of business —— :d i = N —
intelligence software, have announced the two com- pae=_ o= e R
panies’ formation of a global strategic alliance to s = e
deliver advanced marketing automation and business frm——
intelligence solutions to CSPs. Together, the two com- e
panies intend to enable service providers to track and o=

analyze valuable customer data and dynamically pres-
ent the resulting intelligence via operational support
systems, such as billing, call center and ordering.
http://www.amdocs.com

http://www.sas.com
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InStranet Announces v5.0 Of Contact Centers In-Line

InStranet, Inc., a provider of multiple-channel knowledge applications, has announced
the release of Contact Centers In-Line (CCIL) 5.0. The new release of this application is
intended to ensure automated delivery of profile-based

sustainable content and knowledge to every customer 1 ] ey
touch point. 0 ﬁi‘h fﬂ

Contact Centers In-Line 5.0 is an application that can I Gurddian National Rank”
both proactively deliver and provide customer-facing
organizations access to a single, consistent repository of
company product, service and procedural information
that can be customized, filtered and searched on in real
time, regardless of the access channel or location. In
addition, CCIL 5.0 provides one out-of-the-box interface
to manage all customer touch points and to automate the
processes of how they receive this knowledge.

With Contact Centers In-Line 5.0, InStranet introduces
a series of Web-based desktops that can improve knowl-
edge delivery to key customer touch points and guides
users step-by-step toward the appropriate information
depending on their profile, the relevant company prod-
ucts or services in question and the context of the inter-
action.

http://www.instranet.com
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Workforce & Employee Management

RightAnswers Offers New Add-On Multimedia/Automated Solutions
RightAnswers, LLC, a knowledge solution provider in the technical support knowledge
base market, has announced two new solution types to help provide its customers with
turnkey knowledge-enabled support and enhanced self-service capabilities. The two avail-
able-now solutions, Show-IT and Automate-IT, are new add-on modules intended to expand
the capabilities of RightAnswers’ Knowledge-Paks product line and to provide multimedia

tools and wizards to enable employee self-service.

Show-IT offers multimedia solutions that deliver full-motion video and voice instructions
to guide an end-user through the correct way of solving a problem or issue. These multi-

media solutions, which involve the manipulation of data
or text, run between two and five minutes in length.
Navigation buttons are also included so users can stop,
play, rewind or fast-forward the video at their own con-
venience.

Automate-IT offers wizard-like scripts that automate
and implement a multistep solution. Launched from a
Knowledge-Pak solution, Automate-IT solutions automate
a group of tasks that form a larger solution. “With our
new Show-IT and Automate-IT solutions, help desks can
dramatically improve their support levels and give end
users additional tools to solve problems on their own,”
Jeffrey Weinstein, president and CEO of RightAnswers,
said. “This allows help desks to optimize their agent
resources without compromising service levels.”

http://www.rightanswers.com
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Dictaphone Launches New ContactPoint Software Release

Dictaphone Gorporation’s Communications Recording Systems (CRS) group, a provider
of recording and monitoring systems for contact centers and workforce relationship man-
agement solutions, has announced significant feature enhancements to its ContactPoint
Workforce Relationship Management solution for contact centers.

Dictaphone’s ContactPoint Workforce Relationship Management solution provides a fully
integrated solution for optimizing agent performance, focusing on three major functions:
recruiting, training and assessments. The ContactPoint software suite is comprised of three
modules — Recruiter, Trainer and Assessor — all linked together through a common compe-

tency model detailing the skills, knowledge and abilities

=X _— — - %W agents need to be successful. Once identified and cap-
s et o S5 it IS tured in ContactPoint, this competency model can be
e g = applied to the contact center’s hiring, training and assess-
famme ] — = ment programs to increase agent effectiveness and

E —|— improve customer service. Included among the new

B ool e : ContactPoint features: an assessment workflow tracking
- o ;;:h = ‘:..'."...__ i i, gy v i engine; a report schedule for flexible, automated reporting;
], g T and enhancements to ContactPoint Trainer, which allows
e e L T e contact centers to import SCORM-compliant training
™ I e et = material and to deliver that material directly to agents’
== _ 'E::_-?-_—:?-l:_ . desktops.
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“ContactPoint’s new features give contact center man-
agers even better tools for optimizing performance, such
as enhanced tracking of coaching and training activities,
and more flexible, automated reporting capabilities,” John
Kaiser, vice president of global marketing for Dictaphone
CRS, said.

The new ContactPoint software release is available
immediately.
http://www.dictaphone.com
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Workforce & Employee Management

Symon Announces Community v2.8 As Advanced Scheduling,

Forecasting Solution

Symon Communications, Inc., a provider of contact center and enterprise perform-
ance, workforce management, productivity and management solutions, has announced
Symon Community 2.8. This, the newest version of the company’s browser-based work-
force management tool, is intended to deliver an affordable and easy-to-use advanced
workforce management solution for sophisticated contact centers.

Community’s new product improvements were added to provide companies with a
more affordable, powerful, Web-based workforce management tool, enhancing productivi-
ty by controlling and optimizing operational expenses.

Advanced features in Community Release 2.8 include Composite Scheduling, which

allows users to group multiple schedule
types together for assignments to agents or
groups as steps in a rotation. This enables a
single schedule assignment to represent mul-
tiple schedule templates, addressing variable
business operations and work patterns for
different days of the week.

Community users, particularly those with
hyper-threaded servers, can see an overall
performance increase with enhanced High
Performance Forecasting (HPF). The major
benefit of the improved HPF feature is the
time required to create and optimize agent
requirement forecasts. Administrative tasks
are simplified with new Forecast Job
Manifest, Forecast Status Monitor and
Community’s AutoApprove Service for auto-
matic system evaluation of time-off requests.

Community Release 2.8 also includes new
reports that expand on the existing integrated
Adherence, Schedule Analysis and Intraday
Performance Reports, providing the contact
center with a broader view of its manage-
ment and operational performance.

http://www.symon.com
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FrontRange Offers HEAT 8.3 To Improve IT, Support Organizations

FrontRange Solutions has announced HEAT 8.3, the latest version of the Service
Management solution. Version 8.3 is intended to allow customers to provide greater stand-
alone service management and to also easily integrate with modules from FrontRange’s
new IT Service Management (ITSM) solution at a customer’s own pace.

Both HEAT 8.3 and ITSM 5.01 from FrontRange are designed to improve the perform-
ance of IT and support organizations by providing functionality fully compatible with ITIL, a
standard for service management best practices.

The new modules available for HEAT allow users to expand functionality: problem manage-
ment; change management; release management; configuration availability management;
and service level management.

As the solution is built on the Microsoft .NET platform, the integration capability of HEAT
8.3 means customers already using the FrontRange HEAT product line can extend their cur-
rent functionality by adding the new ITIL-based ITSM modules with no change to their cur-
rent environments.

HEAT 8.3 is available to current users and new customers immediately.

http://www.frontrange.com
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Workforce & Employee Management

Colligo Introduces Upgrade To Enable Instant

Network Creation Anywhere

Colligo Networks, Inc., a developer of “instant net-
working” software, has launched Colligo Workgroup
Edition 4.0 to build on the core feature set of Workgroup
Edition 3.3. The flagship product is aimed at solving
nomadic workgroup inefficiencies by enabling mobile
teams working in any location to connect Windows-
based laptops, tablet PCs and pocket PCs via server-
free, peer-to-peer wireless networks and then share data
and communicate electronically.

Colligo Workgroup Edition enables users to create
instant networks in any location using standard WiFi
hardware already installed in most of today’s laptops,
tablet PCs and handhelds. The software then automati-
cally discovers and sets up a secure connection with
other authorized Colligo users on the local network.

Team members can share files using Windows appli-
cations; can communicate electronically via ink-enabled
instant messaging or white-boarding; can arrange meet-
ings via Outlook calendar; can exchange vcards; and can
utilize shared resources, such as printers and Internet
connections.

http://www.colligo.com
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Performix Introduces Performance Management Portal

Performix Technologies Corporation has introduced Performix PMP (Performance
Management Portal). Performix PMP offers secure, centralized access to individual
employee performance data and analysis, and provides tools and methodologies to stan-
dardize and execute employee performance management best practices. Performix PMP
can align key performance indicators with corporate goals and can facilitate results-driven
employee training, development, competency assessment and review. Also, managers and

management processes are evaluated and measured
by their impact on performance improvement. =t

P e P e -

“Fancy reports and dashboards don’t drive perform- S SR e et 0 BB S i I LT
ance; they simply provide a medium to measure what DT — 2
has already happened in the past,” Performix CEOQ Bill AT
Mahoney said. “Performix PMP does offer comprehen-
sive data aggregation and reporting, but at the same
time it provides a complete framework, which codifies
and enacts your organization’s management method-
ologies and best practices to develop, enhance and
manage employee performance on an ongoing,
dynamic basis.”

Performix PMP utilizes open, J2EE-compliant stan-
dards, nonproprietary tools and database platforms for
scalability and easier integration with other enterprise
applications. Performix PMP takes advantage of the
full suite of Performix employee performance manage-
ment applications that have been deployed by the
contact/service center operations at numerous finan-
cial, utility, media and telecommunications companies
in North America and Europe.

hitp://www.performixtechnologies.com
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Web-Based Customer Service

Kinetix Wireless Unveils v1.8 Of MBLink IRM Console For Mobile

Workforce

Kinetix Wireless, an enterprise mobile infrastructure vendor, has unveiled its 1.8 release
for MBLink IRM console. Offering new features, release 1.8 is the cornerstone of the
upcoming MBLink platform 2.0, a next-generation of integrated software components that
are designed to enable mobile applications.

Release 1.8 allows a given mobile workforce management system to support multiple
sequential auto-assignment rule streams and auto-assign orders based on adjacent and
secondary dispatch areas. This is intended to ensure that the closest available worker is
dispatched.

MBLink IRM is designed to provide an optimal ee—_—r—t—

platform for the deployment of mobile applica- L E

tions. Driven by an open architecture, it allows [l ciie 5 Hwibin Dbt
for seamless interoperability between back-end prepdizb
heterogeneous systems and processes. The

enhanced framework is designed to reduce tech-

HEEEE-11 LLLL S0 Sigraa

nical complexities of applications and to increase oo Tamey 7 100 SR

flexibility, while improving the ability for an oy Y

organization to quickly deploy interoperable T "

mobile applications. N T “"-:
Version 1.8 will allow customers to make use [ ik s perational stanagement  Commttment sanagement > Attty Types —

of alternate assignment algorithms to accommo- Actiemies U L 4

date differing business situations that may arise.

There will be two alternate assignment algo-

rithms available as part of the standard offering | S EEDEE S e nip ca st L

in addition to the existing primary assignment ] s st Tom v o8 8 e ¥= il

rule: adjacent dispatch area support and second- 1% I e ) ol

ary dispatch coverage. A — -
Version 1.8 will introduce the MBLink Process (ENL AR MM row M M

Server, which is designed to provide an opti- O e s Euey P IR i e R 10 [

mized environment for the implementation of R i SR S S = st

automated assignment and dispatch processes, St ... R SRR I

thus to provide customers and partners with the L el Bemci Bl Pwsdlebes 8 3 [sld

ability to dynamically configure and extend the
version 1.8 processes.

http://www_kinetix-wireless.com

Synchronica Announces Push Extension To SyncML Gateway
Synchronica, a provider of SyncML synchronization and device management solutions

for mobile operators, has announced it has extended its SyncML Gateway with SyncML

PUSH support, instantly delivering new e-mail and changed calendar items to the user’s

mobile phone.

Based on the open industry standard SyncML defined by the Open Mobile Alliance
(OMA), the Synchronica SyncML Gateway can work with any SyncML-enabled mobile
phone. Designed to meet the standards of mobile operators, the Synchronica SyncML

CUSTOMER INTER © CTION Solutions®

Gateway offers carrier-grade scalability and high availability running on industry-strength
J2EE application servers.

The Synchronica SyncML Gateway does not require any software installation at the cor-
porate level, and it works without additional client software in the device; users simply reg-
ister at a central Web site and instantly receive new PIM and e-mail messages delivered to
their phones. Push notifications are sent to the device using standard WAP or IP Push
messages compatible with the built-in SyncML clients of standard mobile phones.

Currently, more than 150 devices from significant vendors are shipping with built-in
SyncML clients.
http://www.synchronica.com
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Web-Based Customer Service

EADS TELECOM Offers Integrated Audio/Web Conferencing System

EADS TELECOM, a provider of enterprise telephony solutions, has introduced Integrated Conference
Manager (ICM), a secure, integrated audio and Web conferencing system that can help enterprises
improve business processes and communications while significantly reducing the cost of conferencing.

ICM can offer several advantages over service-based Web conferencing solutions, including the fol-
lowing: in-house control and security; reduced costs; accessibility from any device, including wireless;
improved communications; and voice/data integration.

There are no recurring Web license fees or per-minute audio charges because ICM is installed in an
enterprise’s network. There are little or no network inte-

gration costs, and there are no charges for new users o - o o
because a single system serves the entire network. Also,
there is no penalty for cancellation of a conference. o L T . W S
“ICM can be accessed with any IP-enabled device used 1 I i
on your network, improving collaboration, reducing travel
costs and enhancing business productivity,” ROn KOPecki, — [wemsm cmm s 5 6w s s 4
executive vice president of EADS TELECOM, said. C Rnibnadl | ] ] I ]
ICM offers numerous features in the application, offer- /I ——
ing integration with Microsoft Qutlook and Lotus Notes BRGEN AWM B e e
for scheduling and managing audio and Web conferences. ' —
ICM can also be used to call other parties and add them e et
to an ongoing conference in real-time. Documents can be B AR M S R MEEinOelere . .

easily shared with ICM.
http://www.eadstelecom-na.com

A SINGLE CONTACT CENTER PLATFORM OFFERING...

...BOUNDLESS
POTENTIAL!!

Since 1995, Stratasoft has developed essential
contact center software for today’s most demanding
companies in over 24,000 seats worldwide.

Contact Stratasoft today to learn more about our
unified contact center solutions.

Stratas»ft

www.stratasoft.com Sales: 800-390-1157 info@stratasoft.com&401
Southwest Freeway Houston, TX 77074
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Web-Based Customer Service

APEX Announces New Conferencing Module For Multiple-Services

Platform

APEX Voice Communications, a supplier of multiple-services platforms for enhanced
services and real-time billing solutions, has announced the addition of Business/Multiparty
Conferencing to OmniVox AES, its latest multiservices platform for enhanced services.

The Conferencing Module supports both packet- and circuit-based networks, and the
Web-based reservation system allows for conference hosts to create conferences from
anywhere in the world via the Web. Key features include the following: a Web-based reser-
vation system; support for resource and time manage-

ment; and a new group of conferencing-specific command ~ FF
iCO“S. B Y H=E NS P LTt -
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APEX’s new module supports resource management = 3

-/z. firee ﬂ

e -

and time management for better control of conferences,
and it can be programmed to control the call-in time of the
conference. Additionally, the module can be programmed
to enforce a conference ending time in accordance with
what was entered in the reservation system by the host;
otherwise, the module can simply inform the participants

e ———

that their time is up, without terminating the conference. m 11
For larger conferences wherein not every participant is RO
required or invited to speak, a conference may be set for 2 5 i
some participants to enter in a listen-only mode. i 4=

Because conferencing functionalities can be applied to
different types of applications, a new group of command .i*_
icons have been developed for use outside the M o
Conferencing Module. Some of these commands include ===
playing the list of current participants’ names, dropping a =======
participant into a conference room and checking the sta- s
tus/validity of a conference. - -

http://www.apexvoice.com
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Inbox Received Date

m Otto Arosilta 12/11/03 Smartner Upgrades Mobile E-Mail Solution

S G e M L Smartner Information Systems Ltd., a desktop-mobilization solutions
veli Holm 12/11/03 1K provider, has announced an upgrade of its Always-On Mail Enterprise Edition
About the delivery thatkenaTbhles IT rrflanatg_ers |t? cgn’gre:lly(;:odnttrol ankd njtainta_in ?Iobﬁl (ljjser r;et- t
R TR works. The new functionality is intended to make it easier for IT departments

o Mika Ku“s“;h 12/11/03 1K to control a large number of users in different locations while still keeping

= _“HSEEFHEE!‘:_H‘H.___"___. centralized control of the mobile devices. In addition, users can access and

2 Lauri Siljamaki 12/11/03 1K utilize in real time all details of their corporate and personal contacts from a
Information request smartphone or connected PDA.

[ Otto Arosilta 12/11/03 2K Smartner Always-On Mail Enterprise Edition 5.0 offers improved manage-
Welcome to Smartner Duality! ment control and desktop-to-mobile environment real-time access to private
Paul Hedman 12/11/03 3K and corporate contact lists.

RE: your interview today Smartner Always-On Mail is a solution that can extend the access of

(e Robert Rasmus 12/10/03 1/157K Microsoft Qutlook, Lotus Notes and Internet mailboxes to mobile devices.

—  sales brief updated Without any user interaction, it can provide mobile professionals with com-
Ari Backholm 12/10/03 2K plete control over desktop functions such as e-mail, calendar and contact
Addition to marketing plan lists, while on the road.

The additions are included in version 5.0 of Always-On Mail Enterprise
Inbox: Smartne... 8 Items, 7 Unread. E_ Edition, which will be available for purchase in summer 2005.

New Tools Accounts g % http://www.smartner.com
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Web-Based Customer Service

GWI Software Announces Helpdesk Support Solution For IBM Lotus

Notes/Domino

GWI Software has announced the availability of ¢.Support 2005 for IBM Lotus
Notes/Domino, a complete help desk support solution built for the Lotus Notes/Domino
platform and the Web. c¢.Support 2005 allows support organizations to coordinate, manage
and track everyday support activities, as well as more complex workflows that involve sev-
eral people or departments and interdependent tasks. Other features of the software include
knowledge management, asset tracking and customer self-support.

c.Support 2005 includes a number of new features and functionality designed to
increase efficiency in support-related activities. c.Support 2005 users can set up an unlim-
ited number of end user desktop interfaces for different customer groups. The Mail-In Auto
Help feature searches incoming customer e-mail and automatically sends proactive e-mail
back with links to matching knowledge entries and FAQs. Integration with GWI c.Asset
enables a user to schedule and run asset scans on WMI-compliant systems automatically.

http://www.gwi.com

WebEx Launches Third Generation Of MediaTone Platform

WebEx Communications, Inc., a provider of on-demand Web meeting applications, has
launched the third generation of the MediaTone network platform, the underlying Web com-
munications platform that powers all WebEx meeting applications. The enhancements to
the MediaTone platform enable the WebEx suite of applications to provide a unified Web
meeting experience throughout the customer lifecycle. The new MediaTone platform deliv-
ers enhancements in four key areas: simplicity, with a PowerPanel Interface; control, with
an Extended MediaTone eXchange (EMX) option; telephony, with enhanced audio and flexi-
ble IP; and integration, with MediaTone APIs enterprise integration.

The latest application suite brings together all of WebEx’s Web meeting applications to
create a single source for customer interaction. WebEx offers a real-time collaboration suite
with applications specifically designed for every stage of the customer lifecycle: Prospect
with WebEx Event Center; Sell with WebEx Sales Center; Rollout with WebEx Training
Center; Support with WebEx Support Center; and Coordinate with WebEx Meeting Center.

The enhanced applications are currently available at no additional cost to all WebEx cus-
tomers.

http://www.webex.com
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IP Contact Center

Spanlink Introduces v2.1 Of IP Communications

Management Products

Spanlink Communications, an IP communications and contact center solution

provider, has introduced version 2.1 of its CentralControl [P communications manage-
ment software products. The software products are designed to simplify the administra-
tion of complex VolP systems across many sites. Using Web services, CentralControl
enables systems administrators to define groups by geography or functional role, giving
supervisors of those groups the latitude to manage them within certain parameters.
“CentralControl lets central IT administrators assert integrity control over various sites

without micromanaging them, enabling enterprises to make ongoing changes quickly
without heavy overhead,” Spanlink CEO Brett Shockley said.

CentralControl provides four critical elements for distributed IP communications man-
agement: distributed administration for secure and multilevel provisioning; automated
resource allocation control; automated system configuration integrity control; and dis-

tributed information for automated report compilation and distribution.

http://www.spanlink.com

Unisys Launches Open Platform For Generating Personalized
Communications Services

Unisys, a provider of messaging and value-added services, has launched an open com-

munications platform to help service providers drive value from revenue-generating per-
sonalized services. The new platform, Ensemble OXP, is a fully open, multiservice founda-
tion intended to provide greater flexibility to service providers who want to bundle next-
generation subscriber services for various market segments while reducing total cost of

ownership.
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Unisys offers the entire Communications
Ensemble portfolio in conjunction with Unisys
systems integration capabilities, Service
Oriented Architecture (SOA), third-party solu-
tion alliances, managed services, outsourcing
and consulting services, including its 3D
Visible Enterprise methodology.

Carriers and operators can offer a wide
range of revenue-generating, IP-based mes-
saging services on a cost-effective basis with
Ensemble OXP, including the following: multi-
media; notification; unified communications;
network IVR; and call management services.

Specifically, Ensemble OXP includes a
VXML-based unified communications applica-
tion (voice/fax/e-mail); an open, unified mes-
sage store; an open, unified directory server;
an open, unified notification server; a stan-
dard-based media server; a commodity-appli-
cation server platform; and an open services
platform (OSP) integration environment.

hitp://www.unisys.com
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On-Demand Solutions

Angel.com Announces Virtual Call Center,

Combines ACD/Speech Recognition

Angel.com, a provider of Web-based, advanced telepho-
ny solutions and a division of MicroStrategy Inc., has
announced the launch and general availability of Virtual
Call Center, a new hosted call center management solution
that combines the call distribution capabilities of an AGD
system with the data collection and automation power of
speech recognition. These capabilities are all contained in
one interface, Angel.com Site Builder 2005.

The solution is managed entirely through a Web brows-
er to allow for rapid deployment, significant management
flexibility, real-time monitoring and reporting tools and
zero investment in new hardware or software.

The Angel.com hosted model, combined with
Angel.com’s Site Builder toolkit and speech technology, is
intended to make Virtual Call Center a cost-effective alter-
native for enterprises considering an AGD system and
related hardware and support costs. Virtual Call Center
includes the following features: call routing and queuing,
integrated IVR, call reporting and monitoring, and scalabil-
ity and reliability.
http://www.angel.com
http://www.microstrategy.com
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Proficient Solution To Achieve Large Business Benefits

For Smaller Business

Proficient Systems, Inc., a provider of enterprise software for increasing revenue and
sales productivity, has announced ProficientExpress, a smaller-scaled and hosted version
of the enterprise-class ProficientSales Server 4.0. The new version is intended to more
affordably enable small to medium-sized businesses to achieve the same benefits previ-
ously attained by larger corporations.

ProficientExpress is equipped with a number of new features

@Y THpa i proT € proNcieal com - Proficunt Systems ac. "W =] 1

and added functionality:

a5
=

*PROFICIENT?

ﬂm

Multiple-engagement allows customer service or sales
agents to enter into several customer engagements at one
time, maximizing productivity by eliminating the need to wait
for a customer issue to be resolved before approaching the
next customer in queue.

T
Ilo-ben atoa: Jackzon iz here bo assist you
Moden atod : This chal may bs sordored o recorded Lo efsure gually of
EBrvich
Mosder atort Tha Chd S80I NoWw IN proghees
Jacksom How may | holp you loday?
Cuputoanesn: Helo What can you lell me aboul the ddierences betwesn your
products?
Jacksan: We otier bolh custom.devaiopsd sokdions jor livgs snlerprizes or
gy -configurabin solutions 1o the med-mant
Jaeksen: Do you currently have an inside sales tese making cutbound cally
and 1olovwing up on web leads?
Curstomner: Yes
Jackson: Proficien Sysiems andbiss COMDANES 10 INCHA&DE Hirvene ahd
mnles productvity by levieragang Bha Wb for customear© acouesition and lead
generation
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Live chat enables agents to approach a customer with an
offer of live assistance that can be accepted or declined. If the
invitation is accepted, he or she interacts with the agentin a
manner similar to instant messaging, in a private, secure one-
on-one chat.

Smart tabs allow agents to esee the status of each customer
engagement, including whether a customer is awaiting a
response from the agent and how long he or she has waited,
or whether the agent is awaiting a response from the cus-
tomer.

Intelliproach is a technology that continuously approaches
Web site visitors, based on their behavior and attributes, and
matches them with the agent most qualified to handle their
inquiry.

Finally, data mining continually analyzes the behavior and
attributes of every online interaction; configures a model of the
customer most likely to buy; and identifies and routes cus-
tomers matching the current model to the agent most qualified

13
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On-Demand Solutions

CRM Express Equips Business Web Sites With 24/7
Customer Support

Online

Help Desk Technology Corporation, a developer and marketer of help desk software,
has announced its Web-based subscription service, CRM Express, can now equip small

businesses’ Web sites with 24/7 online customer
service capabilities. The company hosts the service to

E

& D ried Easme

allow the system to be set up in minutes, requiring
no software installation or long-term commitment,
offering both an easier point of contact for customers
and vital management and reporting to aid business
operations.

CRM Express is intended to offer customers a con-
venient self-service portal for submitting inquiries or
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service requests, checking the status of pending
requests and accessing answers to common questions
by using an online knowledge base created with the
service’s tools. Questions can relate to product specifi-
cations, shipping methods, new product availability,
troubleshooting procedures, and/or any other topics
relevant to that particular business.

CRM Express is intended to be a low-cost solution
for around-the-clock customer service; to be a means
of reducing phone inquiries by enabling customers to
find many of their own answers with a few clicks; and
to offer management and reporting abilities that are not
available with FAQs and basic e-mail communication.

http://www.helpstar.com

Telephone Systems & Software
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Gold Systems Announces Vonetix Document Plug-In With
SOAP Ability For Avaya

Gold Systems, a developer of customer-focused, voice-powered software solutions,
has announced Vonetix Document Plug-in 2.1 with SOAP (Simple Object Access Protocol)
capability for the Avaya platform. Vonetix provides companies with a single infrastructure
for integrating interactive voice response (IVR) applications and speech recognition tech-

nologies with existing customer communication

38 CUSTOMER INTER " CTION Solutions®  March 2005

interfaces. Vonetix Document Plug-in 2.1 with SOAP
capabilities for Avaya provides customer access to
Web services via voice response, an Avaya feature

Vonetix allows companies to offer both internal
and external customers self-service, voice-driven
access to information, transactions and services.
Gold Systems combines Vonetix and voice-powered
solutions to help enterprises across many industries
realize results. With this plug-in, Avaya users can
offer a number of Web-based services to their cus-

Gold Systems Vonetix Document Plug-in with SOAP Capabilities

Volce App | Vionetix | Transport ! SOAP Server | Provider ; .
(Consumer) | (SOAP Engine} | {HTTR/HTTPS) ] (SOAP Engine) | (Web Service) exclusive to Vonetix.
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] l tomers via voice.

http://www.goldsys.com
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Telephone Systems & Software

Smart Telecom Launches ACD Application For Small Centers
Smart Telecom, a developer of automation tools for contact centers and help desks, has launched a
new automatic call distributor (ACD) performance reporting solution built specifically for smaller contact

centers and help desks of between five and 100 agents.

QSD-2005 2.1, the latest version of Smart Telecom’s pamomama—s aimiz]
flagship product, allows these centers to access real-time i Sy

and historical performance management reporting, result-
ing in improved customer service while allowing for a more

3
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effective use of resources. =r
“So far, automation tools have been built for bigger cen-
ters, and the smaller centers have been under-served,” a .,,%g’ .
Robert Koblovsky, Smart Telecom CEO, said. “Expensive : T -
upgrades and difficult and costly installations have kept Myshape ol
these centers from achieving the optimum level in cus- T | J%
tomer service and resource management. QSD-2005 2.1 ook o oo ||,
gives centers with as few as five agents the ability to fulfill ot ok [
these objectives.” Preuamepetseers: 7 | el S
This latest version adds historical reporting and IP/VPN pre 1o 8 mames I
remote agent desktop real-time display for offsite agents.
QSD-2005 2.1 is currently enabled for Nortel Centrex DMS
100 and Nortel Meridian 1. Versions for Nortel Business iy

Communication Manager (BCM) and Nortel Symposium are
currently in trials with customers. QSD-2005 2.1 is user-
installable and does not require dedicated servers for the
currently available platforms. It is scalable from two to eight queues and from five to over 100 seats.

http://www.smarttelecom.ca
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Genesys, Microsoft Deliver Combined Solution To Fuse Instant Messaging, Telephony

Genesys Telecommunications Laboratories, Inc., an Alcatel company, and Microsoft Corp. have introduced
a new, combined solution to deliver converged enterprise communication services on existing and next-genera-
tion infrastructures. As part of a previously announced alliance, Genesys Enterprise Telephony Software (GETS)
will interface with Microsoft Office Live Communications Server 2005 and Microsoft’s upcoming live communi-
cations client (code-named “Istanbul”) to deliver telephony collaboration for enterprise users. The combined
solution will allow customers to collaborate with colleagues, to access availability and presence information,
and to seamlessly manage phone calls among computers and desktop phones, using either existing PBX or
next-generation IP networks. The converged communication applications can be deployed without replacing the
existing infrastructure, due to the interoperability of GETS with numerous PBXs and IP telephony.

GETS will extend presence and provide control of phone calls via “Istanbul” and other Microsoft Office
applications. GETS leverages a SIP interface for Live Communications Server 2005, based on the European
Computer Manufacturer Association (ECMA) TR-87 industry
standard, and allows business users to communicate across
a multivendor PBX environment. The product, which sup-

Gamenys (/71
& Dermn wabace * 0 rm f Sew ok e
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fr—yr— [ o] e ports more than 10,000 users, also enhances Live

:: e & 1tk . Communications Server 2005 and enables instant messaging

& wemow . 8§ A o] R users to do the following: manage presence-based call for-

Puam ieipatmadl W) 21 | g nsiren o [femmin warding; click to dial from their PC; view telephony presence

o i e L || o] | . U TTT . o “« » i

& st prashory e | ] — | with availability information visible to users on “buddy” lists;

:: i || 5N N I see a caller's name and contact details on their desktop at

3 rmicwmien | ——ry the moment a call arrives and answer the call with a single

j s - mouse click; dynamically “grab” calls going to desk phones

j St e and allow users to answer the calls from their current loca-
r e Tl

tion; and receive e-mail notification of missed calls, with

& v # Ars 8

Prmhnt Mt (2] % i accompanying caller contact details.

Frofmssissal Seoviors (210 F . . . .
L . The combln.ed pollaboratlon solution leveraging GIETS,
skes (017 . Live Communications Server 2005 and “Istanbul” will be

available in the first half of calendar year 2005.
http://www.genesys.com
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Speech

BeVocal Unveils New Voice Solution

BeVocal, a provider of managed call automation solutions to enterprises and service
providers, has unveiled The ARC Approach, a voice solution delivery model intended to
ensure that clients systematically achieve their desired customer care automation and caller
satisfaction results. ARC (Aligned Incentives, Results Guaranteed and Continuous
Improvement) enables customers to determine key performance metrics and goals, to
receive fast and frequent tuning cycles to achieve those goals, and to align pricing with

results.

Whereas customer premise equipment (CPE) vendors take their fees upfront, BeVocal's
fees are earned based on the system’s performance after deployment.

To ensure that customer automation goals
are met, BeVocal applies its “Continuous
Improvement Process” to each deployment.
This process has five distinct parts: high
impact improvement levers; results-driven
client teams; relevant KPIs and call statis-
tics; enhanced analytical and tuning tools;
and regular tune-ups.

The final component of ARC is “Results
Guaranteed.” BeVocal’s speech and perform-
ance monitoring expertise enables the compa-
ny to estimate an application’s achievable
automation rate, then utilize the appropriate
tools and techniques to ensure clients meet
their automation goals.

“This model provides for the continuous
design and performance optimization of
speech applications; in doing so, BeVocal’s
customers can dramatically improve call
deflection rates and customer service without
heavy upfront investment,” Daniel Hong,
Datamonitor voice business analyst, said.

http://www.bevocal.com

40 CUSTOMER INTER CTION Solutions®

March 2005

|s| Repeat Calls HE
Find Using Period Call Status
| By an1 =] |Last Waek = |all calls =| Update |
all Calls
Mot Successful
B0 ¥

P

e 48 %

r

C

E 36 %

n

t

24 %

C

a

I y2%

| 7

i i

- P
is K i S+u
Mumber of Calls

Apptera Introduces v-Business Solutions For The Enterprise

Apptera has announced the introduction of its v-Business Solutions for the worldwide
enterprise market. A new voice solutions approach for delivering a personalized, tailored
caller experience, v-Business combines elements of the Internet with campaign manage-
ment, caller profiling and personalization techniques, to allow customer transactions to be
conducted quickly and easily over the phone. Apptera’s v-Business solutions are intended
to help enterprises maximize their inbound phone channel to fully extract the needs and
interests of callers, leveraging that knowledge to create loyalty, to ensure service excellence
and to generate a profit from every customer. Apptera’s v-Business Solutions are available
for a range of industries, including financial services, retail and insurance markets. They
are available for both on-premise and hosted deployments on a variety of IVR and speech
applications.
http://www.apptera.com
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Speech

LumenVox Announces v5.5 Of Three Speech Tools

LumenVox has announced version 5.5 of its Speech Recognition Engine (SRE), LV
Speech Tuner and Speech Driven Information System (SDIS). The latest version of the SRE
offers improved performance, with the introduction of lattice-based confidence scores.
LumenVox has also introduced improved barge-in and/or End-of-Speech (EOS) detection,
which can detect when the caller has begun speaking, finished speaking or paused while
speaking. LumenVox allows developers to custom-design their own grammars on-the-fly,
filter out-of-vocabulary words and modify the engine and grammar performance at run-
time. Built-in grammars handle single digits, currency, natural numbers, and date and time.

Version 5.5 of the LV Speech Tuner (LVST) is a maintenance tool that allows end users,
value-added resellers and platform providers to perform tuning, transcription and testing of
any speech-driven application created on multiple ASR platforms. Version 5.5 of the LVST
enables speech application tuning, parameter testing, grammar testing, version upgrade
testing and transcription. With this GUI-based tool, companies developing speech applica-
tions on various ASR platforms can bring speech application tuning in-house and avoid
professional service fees.

The latest addition to the Speech Driven Information System (SDIS) is support for a VB
ActiveX exe interface. This interface can now allow developers to program their required
application logic with the programming language Visual Basic. Developers can utilize com-
mon prebuilt libraries to access databases and premade integration components. This gives
speech application developers the option to extend their SDIS projects with either C/C++ or
Visual Basic.

http://www.lumenvox.com

ATTENTION VENDORS!

Send your News and Product Releases via e-mail to
cispress @tmcnet.com.
Whenever possible, please include high-resolution
(minimum 266 dpi) color graphics (.BMP, .EPS, .TIF, or .JPG).

Edify Announces Speech Application For Consumer Electronics Centers

Edify Corporation has announced a new speech application for the consumer electronics
industry that uses natural language speech rather than repetitive touch-tone-based menus.
Consumer electronics companies often have high call center costs due to the investment in
trained product and technical specialists who need to answer questions about dozens, if
not hundreds, of products.

Built on the Edifys Voice Interaction Platform (EVIP), the solution is intended to drive
down operation costs for businesses while increasing customer satisfaction by lowering
call times by more than 50 percent.

With Edify’s CE Application, companies can automate the routing of calls through prod-
uct and problem identification; can collect name and address information; can determine
warranty status; and can process credit cards — all without a live agent.

Edify’s CE Application is intended to take minutes off each phone call through an auto-
mated self-service speech application.

The completely supported application has 12 modules, comes with a built-in persona,
can be quickly deployed, and can provide ROl in months.

hitp://www.edify.com
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Customer Experience Management

Verint Announces ULTRA Analytics To Optimize Customer-Focused

Operations

Verint Systems Inc., a provider of analytic software-based solutions for communications
interception, networked video security and business intelligence, has announced a new
analytics suite, ULTRA Analytics, for its ULTRA solution. ULTRA Analytics, powered by
Verint’s IntelliFind and IntelliMiner solutions, combines sophisticated voice and data analy-
sis to help enterprises identify, understand and resolve issues that impact the effectiveness
of their customer-focused operations. ULTRA Analytics enables businesses to understand
not only what is happening in their operations, but to also identify the underlying causes.
ULTRA Analytics provides actionable intelligence on such critical issues as to why agents
are underperforming, why customers are dissatisfied or why enterprise processes are inef-
fective.

Verint’s ULTRA solution and Analytics suite help drive quality by enabling organizations
of all sizes to more cost-effectively capture all customer interactions and extract actionable
intelligence from telephone, VolP, e-mail or chat. Easy access to all customer data through
ULTRA’s Web-based desktop portal enables enterprises to use what they learn from cus-
tomer contacts to optimize their processes, increase productivity, comply with risk man-
agement requirements and improve service to their customers.

http://www.verint.com

Outbound

Concerto Announces Availability Of Two Enterprise Suite Components
Concerto Software, a provider of contact center solutions, has announced that FirstPoint
Enterprise 10.0 and Conversations 6.0, two key components of the Concerto Enterprise
Suite, became generally available in December 2004. Designed for companies looking to
replace or add incremental functionality to an existing contact center, the Concerto
Enterprise Suite offers a “take-from-the-box” approach that allows organizations to select
the components that best fit their strategic customer contact requirements.
FirstPoint Enterprise 10.0, the first component, incorporates 1,200 new “discrete” fea-
tures and provides customers with capabilities for improving customer service by tracking
an individual’s complete contact history. The
BErs P et et il [T product now also provides systemwide monitor-
:'):_" S o M) iralaam -~ ing to manage components across single or mul-
ot e —— : - tisite FirstPoint Enterprise environments and cra-
dle-to-grave reporting capabilities for multiple

Command Post contact center sites.
"""" Conversations 6.0, an outbound campaign and

"y b Fmam Coad JCrme § (efee et oeey

Dafine Comtact Strategy agent management tool, incorporates numerous

e T features and includes system architecture
:‘::,'__ v el e b i 8 1 b changes designed to offer increased flexibility
i e R and reliability. This release enables extended real-
e cH- gk Blmee H e time upload methodologies, enhances record
L =i L L] . | .
management based on a standardized object-ori-
T g 128 [y ented structure, and removes dependence on a
ey sl gy (=) specific hardware platform. Users with multina-

i, widfh)

o L )« Vet o S (e A [ e tional operations also can now benefit from inter-
nationalized callback date/time formats and
agent/supervisor language preference setting fea-
tures. Conversations 6.0 now also offers cam-
paign quota management and reduced nuisance
g e rates features.

http://www.concerto.com
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Happenings

Teleservices Firm Raises Money For SE Asia Tsunami Victims

Synergy Solutions, an inbound and outbound teleservices firm located in Phoenix,
within a few days after the disaster launched an aggressive fund raising campaign within
the company for victims of the tsunami in Southeast Asia. The team called on everyone

from the top down.

“We agreed that the company would match dollar for dollar all donations made by our
employees nationwide,” Synergy President Lori Fentem said.

Between December 30 and January 14, the employees and the company raised over
$5,500, which was donated to MercyCorps and Doctors Without Borders, both charities
with a strong presence where the tsunami hit hardest.

The Synovation team at Synergy Solutions consists of 11 volunteer representatives
from every area of the company: operations, account management, IT, accounting and
sales. The team’s mission is to foster the company’s “Synovation Culture” by developing
community service projects and volunteer opportunities, as well as building team spirit

and camaraderie within the company.
http://www.synergysolutionsinc.com

Witness Systems Completes
Acquisition Of Blue Pumpkin

Witness Systems, a provider of per-
formance optimization software and
services, has announced the completion
of its acquisition of Blue Pumpkin
Software, Inc., a provider of enterprise
workforce management solutions. The
total purchase price of approximately $75
million consisted of $40 million in cash
and 2.1 million shares of Witness
Systems’ common stock. Solutions from
the combined company are intended to
offer customers a broader contact center
performance optimization capability to
include advanced workforce management
software. The acquisition expands
Witness Systems’ software and services
by adding forecasting, scheduling, adher-
ence and planning applications. Blue
Pumpkin’s solutions are intended to
extend the breadth and depth of Witness
Systems’ services offering in workforce
optimization.
A key asset and attraction of Blue
Pumpkin, it seems, was its employees.
As part of employment offers to join the
company, Witness Systems’ Board of
Director Compensation Committee has
approved an award of options to acquire
up to 800,000 shares of common stock.
These options will be awarded to approx-
imately 120 Blue Pumpkin employees.
The stock option awards will be made
“as promptly as possible following the
closing,” subject to those employees’
commencement of employment.
http://www.witness.com
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Quaero, BSCol Partner For Customer
Management Strategy Development
And Execution

Quaero, a provider of customer mar-
keting solutions, has announced a joint
marketing and service agreement with
Balanced Scorecard Collaborative
(BSCol), a provider of corporate strategy
and development.

The two companies’ joining is based
on a mutual belief that “customer man-
agement is a critical challenge for organi-
zations.” The two companies also share
the view that “achieving breakthrough
success requires activities ranging from
executive leadership and alignment, to
the development of the critical organiza-
tional and technological capabilities
required to support the transformation.”
http://www.quaero.com
http://www.bscol.com

LiveTime Service Desk Applications
Now Available For Novell NetWare
6.5

LiveTime Software, developer of J2EE
Service Desk applications, has
announced that LiveTime Support and
LiveTime Help Desk have been Novell
“YES CERTIFIED” on Novell NetWare 6.5.
NetWare users will now be able to deploy
and run the scalable Web-based applica-
tions previously only available to cus-
tomers running Linux/Solaris/MacOS and
Windows operating systems.
http://www.livetime.com
http://www.novell.com

VenturCom Changes Name,
Relocates Global Headquarters

VenturCom, a designer and developer
of software solutions that enhance the
control, dependability and management
of Windows operating systems, has
announced it has changed the company
name to Ardence and will market its flag-
ship software-streaming solutions under
the Ardence brand name. The name
change and rebranding coincided with
the opening of the company’s new global
headquarters in Waltham, MA, a reloca-
tion that is intended to accommodate the
steady growth fueled by Ardence, a suite
of software-streaming solutions that are
being deployed in enterprise environ-
ments worldwide.

http://www.vci.com

VoiceLog Offers Seven Years’ Of Free Recorder Storage

VoiceLog LLC, a provider of on-demand call recording and monitoring, has
announced that all VirtualLogger clients will receive seven years’ of free
RecordingWarehouse service. RecordingWarehouse from VoiceLog provides secure,
extended online, near-line and offline storage for audio and video records for any
recorder. Using the multiterabyte, 99.999 percent uptime VoiceLog platform,
RecordingWarehouse can provide online or archive storage for many years in a fortified

bunker.

Under the new program, VirtualLogger clients will continue to receive free online stor-
age for up to three months and continued offline storage for seven years. The new long-
term storage service is a value-added service offered at no additional cost as part of the

overall VirtualLogger package.
http://www.voicelog.com
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Happenings

EADS Adds NexWave, Gonnect-tek To Certified Partner Program

EADS TELECOM, a provider of IP telephony and contact center solutions, has
announced that NexWave Technologies, a provider of IP telephony, networking and con-
tact center solutions, is the newest company to join its Certified Partner program.

Partnering with NexWave Technologies can help to strengthen EADS’ channel as it
enters the Oklahoma and Midwest markets, reaching more than 200 new customer
prospects. As a value-added reseller for EADS, NexWave Technologies will offer Nexspan,
the company’s sixth-generation VolIP solution, Unified Communication Platform and
Centergy M7480 contact center solutions.

EADS also announced that Connect-tek, a provider of business communications tech-
nology, has also joined the EADS Certified Partner Program.

This addition to EADS’ channel further expands its presence in the marketplace, with
Connect-tek customers in the Pennsylvania area. As a value-added reseller for EADS,
Connect-tek will offer the company’s sixth-generation VolP solution (Nexspan), Unified
Communication Platform and Centergy Contact Center solutions to address the needs of
small to medium-sized enterprises delivering traditional PBX, converged systems or full

VolIP capability.
http://www.eadstelecom-na.com
http://www.nexwavetechnologies.com
http://www.goconnect.com

Cincom, VentureForward Form
Knowledge Partnership

Cincom Systems, Inc., a data access
and integration/process automation/man-
ufacturing solutions provider, and
VentureForward, LLC, a knowledge man-
agement/engineering systems provider,
have formed a partnership to combine
Cincom’s enterprise knowledge-based
development system with
VentureForward’s domain expertise in
knowledge gathering. The intended result
is to “fill a critical void for Fortune 500
companies in getting know-how out of
experts and into useable systems,” by
finding, keeping and using knowledge
present but difficult to locate within
organizations. Distinct from earlier
expert systems that mined old data, this
new partnership leverages Cincom’s
expert engines and VentureForward’s
processes to acquire and download new
expertise in a manageable way. The
Cincom-VentureForward partnership
solution will aggregate, stabilize and
make more readily available this critical
organizational knowledge and expertise.
http://www.cincom.com
http://www.wow2now.com
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Nuance, Angel.com Team To Deliver
Voice Automation To SMBs

Nuance, a provider of voice automation
solutions, and Angel.com, a provider of
Web-based, advanced telephony solu-
tions, have announced a strategic rela-
tionship to bring voice automation solu-
tions to the small to medium-sized busi-
ness (SMB) market. This alliance is
intended to address a problem the SMB
marketplace faces: how to provide supe-
rior customer service with minimal costs.

Angel.com’s offering is intended to
enable companies to quickly deploy low-
risk voice automation solutions to deliver
numerous benefits provided by large, cus-
tom voice applications, at a much lower
cost. Angel.com’s Web-based tools and
pay-per-use pricing model, combined with
Nuance’s voice technologies and platform,
is aimed to make these solutions accessi-
ble to businesses of all sizes.

As part of the alliance, Angel.com’s on-
demand, self-service speech solutions
will be made available on the Nuance
Voice Platform. The Nuance Voice
Platform supports VoiceXML 2.0.
Angel.com’s solutions will also leverage
Nuance’s text-to-speech engine, Nuance
Vocalizer, which converts text in a data-
base into spoken words.

Oracle, Convergys Announce Joint Solution For Genesis

Oracle, an enterprise software provider, and Convergys, an integrated billing, employee
care and customer care services provider, have announced they are supplying an
advanced business support systems solution to Genesis Communications, an independ-

ent business mobile service provider.

The solution comprises Oracle’s E-Business Suite and the Infinys software from
Convergys. Oracle and Convergys worked closely to streamline the integration of E-
Business Suite and Convergys’ Infinys application for rating and billing. The solution
enables Genesis Gommunications to build on its customer-focused strategy and to
broaden its product portfolio to include more value-added services.

The joint Oracle and Convergys solution automates key processes, such as order man-
agement and fulfillment, delivers sophisticated rating and billing, provides a single cus-
tomer view across all accounts and supports a multilanguage/multicurrency operation.
Such capabilities deliver full support for Genesis Communications’ mobile communica-
tions operation across the UK.

In addition, the solution is designed to transform back-office and front-office process-
es by automating previously manual activities, such as order management and fulfill-
ment, resulting in reduced overall transaction costs.

Sales and marketing are also enhanced through the convergent capabilities and flexi-
bility of Infinys. The solution provides a single customer view across all accounts with
flexible rating and discounting, as well as the ability to differentiate services and bring
them to market quickly.
http://www.oracle.com hitp:/www.convergys.com
http://www.genesis-communications.co.uk
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Happenings

Loquendo, Oration Sign VAR Agreement

Loquendo, a global speech technology company, has announced it has entered into an
agreement with Oration SA, a Greek speech solutions provider, establishing the latter as a
value added reseller for Loquendo’s telephony and multimedia Text To Speech and
Automatic Speech Recognition products in Europe.

Through this agreement, Oration will be offering its next-generation IVR solutions.
Further, Loquendo hopes its multimedia Text To Speech will open new markets for the
company through the provision of applications of such type for the disabled, museums,
information kiosks, etc.
hitp://www.loguendo.com
hitp://www.oration.gr

Edify Voice Banking Receives Microsoft SALT Verification

Edify Corporation, a voice and speech software provider, has announced that its Edify
Voice Banking application received formal SALT certification from Microsoft Corporation.
The application is a comprehensive, packaged speech solution.

A Microsoft Speech Partner for the past year, Edify is the first member to receive for-
mal certification for a financial services packaged application. The Edify Voice Banking
Application on SALT will be available in the second quarter timeframe.

http://www.edify.com
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Comdial, Tech Data U.S. Establish
Distribution Agreement

Comdial Corporation, a provider of
communications solutions for small and
midsized enterprises, and Tech Data
Corporation, a provider of IT products,
logistics management and other value-
added services, have announced their
establishment of a product distribution
agreement. The Agreement will expand
Comdial’s distribution and will extend
Tech Data’s telephony products offering,
allowing both companies to capitalize on
growth opportunities in the IP telephony
market.

Comdial products offered through the
new agreement with Tech Data are
intended to meet a variety of business
requirements: Comdial’s CONVERSip
MP1000 Media Platform is designed
exclusively for small and midsized enter-
prise VolP deployments.

Through its Telephony Specialized
Business Unit (SBU), Tech Data began
distributing the MP1000 and other
Comdial products to U.S. resellers last
month. The SBU is focused on support-
ing the needs of value-added resellers
targeting the telephony market.
http://www.comdial.com
http://www.techdata.com
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CRM For The SMB Market:

Five Considerations For Making A Smart Decision

Formerly reserved for the largest of enterprises, CRM has become a practical solution for small to medi-
um-sized businesses (SMBs) looking to boost sales and optimize performance by really managing — and
improving — the entire customer relationship.

Scanning recent trade magazine arti-
cles will show that vendors have realized
that SMBs represent an under-tapped
market and are targeting offerings to
meet the specific needs of this segment.
To do so, they are lowering prices and,
therefore, making solutions more afford-
able for these companies. Vendors also
have paid attention to SMB pain points,
building applications that offer more
functionality as well as easier configura-
tion and use. As a result, market fore-
casts indicate smaller companies are
responding positively to these changes
and are expected to increase their CRM
spending in the year ahead.

The issue for SMBs, then, is no
longer whether or not CRM is viable.
Rather, it has become, “How do I find
a cost-effective solution to match my
business requirements?” The first step
in a successful implementation that
delivers on its promised benefits is
understanding the different types of
products and what they offer in the
way of meeting the particular needs of
SMBs.

Different Technologies For Different
Requirements

Despite a growing number of prod-
ucts, there are really only three cate-
gories of offerings: client/server applica-
tions, self-hosted online applications
and vendor-hosted online applications.
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The traditional client/server applica-
tion is installed on the company’s server
on-site, giving the company complete
data control. With its rich, Windows-
based interface, this type of product is
familiar to users and requires little in
the way of training to get them up to
speed. This type of application may also
offer more complex modules, such as
call center management, to meet highly
specialized requirements.

The client/server model has disadvan-
tages, however. It doesn't allow remote
staff to access information from any
environment. Instead, it requires users to
work from a desktop PC or a laptop and
to synchronize information with the cor-
porate database. It can also be an expen-
sive choice, requiring hardware upgrades
or purchases, as well as a hefty software
investment. Finally, the client/server tool
requires specialized IT expertise for
administration and maintenance — which
can translate to a disadvantage for organi-
zations with limited IT staff and budgets.

Online applications, as the name
implies, are Web-based, so the database
can be accessed and updated anytime
and anywhere via an Internet connec-
tion. Distinct advantages of online
applications for SMBs are simplified

By Ed Dempsey
WiredContact Worldwide, Inc.

March 2005

deployment and management across the
enterprise, as well as ease-of-use for per-
sonnel. The initial cost is also lower, as
the company can leverage its existing
equipment to get up and running.

The two types of online solutions,
self-hosted and vendor-hosted, are
named based on the location of the
database — which is where purchasers
will find some significant differences.

In the self-hosted scenario, the data-
base resides securely on the company’s
server, giving the company both owner-
ship and control of its corporate intelli-
gence. This means the company can
ensure information security and can use
the database as it sees fit without incur-
ring vendor charges. Highly flexible, the
self-hosted online application is also
easy to customize, and its affordable,
one-time software cost is a plus for com-
panies with limited budgets.

With the vendor-hosted option, a
company can experience the same any-
time-and-anywhere Internet access, but
at a higher cost in terms of price and
data ownership. The software invest-
ment is generally more expensive
because there are monthly “rental” or
hosting fees to pay. And because the
vendor hosts the database, the informa-
tion resides within its facility, not the
company’s. Changes, updates and cus-
tomization are handled — sometimes at
a charge — by the vendor’s staff.
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Five Strategic Considerations

Because of the advantages they offer
SMBs, online CRM applications are
emerging as real contenders for those
looking to attain — and make the most
of — a complete, integrated view of the
customer relationship. Before making a
decision, however, companies need to
take a close look at their requirements
and compare them against what a prod-
uct offers. There are five essential areas
for consideration:

* Productivity;

« Simplicity;

« Affordability;

« Functionality; and

« Manageability.

Productivity

One of the main goals of CRM tech-
nology is to help sales, service and other
customer-facing employees work faster
and smarter. Some applications with
many bells and whistles are complex to
learn and utilize and can actually
impede productivity. Other CRM appli-
cations, however, offer powerful capabil-
ities yet are easy to become skilled at
and use, making them appropriate tools
for midmarket companies with limited
IT support in-house. There are several
features to consider:

« Essential sales functionality. Basic
contact, lead, sales and calendar man-
agement features should be complete yet
uncomplicated, helping salespeople do
their jobs more efficiently.

« Flexibility. The ability to easily tai-
lor the product to the organization’s
needs and best practices is mandatory to
ensure that everyone can use the tool to
full potential. Additionally, the product’s
adaptability allows it to grow and
change along with the company.

« Real-time information. When every-
one in an organization can easily enter
information anytime and from any-
where, they can work together more
effectively. They'll know their data are
accurate, complete and up-to-date for
better decision making.

 Automatic updating. If information
can be updated seamlessly throughout
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the database and readily available to
everyone, a company eliminates adminis-
tration hassles, reduces time demands on
employees and avoids system downtime.

Simplicity

With limited IT personnel and
resources, SMBs require a solution that
can be used without requiring special-
ized technical knowledge or extensive
training. Some online solutions meet
this challenge with the following capa-
bilities:

« Point-and-click operation. Simple
mouse-click operation of all features
reduces the learning curve and encour-
ages sales and business professionals to
leverage the full capabilities of the sys-
tem.

* A Web-based browser. This makes
the online product an SMB-friendly
choice. Even users who aren't technically
proficient, or who are accustomed to
another type of CRM product, can
access the Internet with ease. The sim-
plified navigation of the Web-based
browser promotes usage across the
enterprise.

* A clean, user-friendly interface.
Above all else, this makes it easy for
sales and other business professionals to
move around comfortably within the
product and to take advantage of its
capabilities.

* Customization. If the product can
be customized using standard HTML
language to accommodate company-spe-
cific fields or views, for instance, it elim-
inates the need for specialized 1T expert-
ise or consulting fees.

Affordability

Although CRM prices have dropped,
cost is still a factor, varying by type of
product:

« Client/server application. This type
tends to be more expensive than either
vendor- or self-hosted online solutions.
Typical start-up costs for software and
implementation for an installation of 25
users are about $2,400 to $5,400 per
user. Additionally, monthly maintenance
and support fees, as well as expenses for

March 2005

upgrading user and server hardware,
increase the bill.

* \endor-hosted online application.
With this model, customers can expect
to pay approximately $780 to $1,500
per user, per year in software costs.

« Self-hosted online application. The
self-hosted online solution generally
comes with a one-time charge of about
$300 per user. If the company requires
the services of a consultant for imple-
mentation, training and basic cus-
tomization help, it can add a one-time
$5,000 cost to the hill to avoid paying
monthly fees to a hosting vendor.

Functionality

Certain features are a must for the
SMB looking to automate its sales force.
All three product types offer basic levels
of customer management, although
with varying degrees of simplicity, utili-
ty and effectiveness. As part of its pur-
chase considerations, a company should
look for the following:

« Contact, lead and customer man-
agement. These capabilities help sales
professionals optimize their perform-
ance, providing them with the means to
do things such as track scheduled and
completed activities; analyze leads;
locate cross-selling opportunities; man-
age sales pipelines; manage daily, weekly
and monthly calendars; and collaborate
on documents.

* Reporting. The ability to quickly
and efficiently produce different types
of reports is valuable. Some offerings
have multiple report selects, so users can
create stock or customized documents as
needed. Some provide management
with the ability to access reports for
sales analysis and forecasting — again,
with a simple click of the mouse.

* Integrated communications. Some
tools make it easy to correspond more
effectively while maintaining the com-
pany’s brand and messaging, whether
using e-mail or print messages. Other
useful communications capabilities
include mail-merge templates, which
allow users to personalize mass mailing
messages, or tabs that allow them to
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The issue for SMBs, then,
is no longer whether or not
CRM is viable. Rather, it has
become, “How do | find a cost-
effective solution to match my
business
requirements?”

pre-assign attachments to a broadcast e-
mail with a mouse-click.

* Record retrieval. A product with user-
friendly scopes and filters allows sales-
people to immediately find the contacts
for which they're looking. They can drill
down and target contacts for phone calls,
reporting and marketing campaigns.

« Lead capture. This capability both
saves time and increases information
integrity and usefulness by automatically
gathering Web site visitor information
and integrating it into the database.

* Centralized database. An organiza-
tion gains peace of mind when it cap-
tures its data in a single database on-
site. The company — not the hosting
vendor — controls the security and use
of its own information. And because the
data do not reside on local hard drives
or PDAs, the organization holds on to
valuable information, even if employees
leave their positions.

« External database integration. Tight
integration with business-critical data-
bases, such as inventory control or
accounting systems, enhances productiv-
ity across the enterprise without the
need for IT experts on staff. It also pro-
vides a more complete overview of the
entire customer relationship.

Manageability

Convenience should be the operative
word when it comes to a CRM solution
for SMBs. From a technical standpoint,
it makes sense to find a product that
allows sales personnel to handle routine
tasks. From a business perspective, the
product should assist sales management
in doing its job more efficiently. Among
the considerations:

« Technical administration. Easy
administration is a huge advantage.

Subscribe FREE online at www.cismag.com

CUSTOMER RELATIONSHIP MANAGEMENT

Some online solutions require only a
Web browser to get started. There is no
need for hardware upgrades or replace-
ments, and no need for IT staff to han-
dle these tasks. Some also synchronize
data throughout the system automatical-
ly, eliminating the call for technical
intervention to update information.

« Flexible layouts. When salespeople
and businesspeople can easily change the
look, feel and workflow on the desktop
to suit their personal preferences or the
company’s sales process, they have a solu-
tion they’re more likely to actually use.

« Sales analysis. Some CRM products
allow management to analyze sales effec-
tiveness and to measure performance
based on quantifiable metrics. Some
allow users to report on all open sales
opportunities within a particular territo-
ry and to view them by different param-
eters: by user, expected close date, prob-
ability of closing or

These five considerations, while cer-
tainly not the only deciding factors in
the purchase decision, are valuable to
keep in mind. Using them as guidelines,
SMBs can select a CRM solution to
help them realize the benefits of the
technology as well as a return on their
investment. CIS

Ed Dempsey is president and CEO of
WiredContact Worldwide, Inc.
(http.//www.wiredcontact.com), a provider
of Web-based software tools designed to
meet the productivity challenges of sales,
marketing and other business profession-
als.

If you are interested in purchasing reprints of this arti-
cle (in either print or HTML format), please visit
Reprint Management Services online at
http://www.reprintbuyer.com or contact a representa-
tive via e-mail at reprints @tmcnet.com or by phone at
800-290-5460.

For information and subscriptions,
visit http://www.TMCnet.com or call 203-852-6800.

sales stage.

e Territory man-
agement. When sales
management can
define who sees what
based on criteria
such as team, group,
record owner or
record values, there’s
no need to slog
through large data-
bases to find specific
data. This feature
also allows salespeo-
ple to know that
their proprietary
data will be kept pri-
vate.

* Field-level secu-
rity. With this capa-
bility, sales manage-
ment can give per-
mission to see or edit
fields on a user-by-
user basis, enabling
enterprisewide access
to general informa-
tion while restricting
access to more sensi-
tive data.

Inbound and Outbound Services

CHharlton .

Partnering fo Connect
Clients and Customers

http://www.tcgcorp.net
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OUTSOURCING

CUSTOMER INTER@CTION Solutions® Magazine’s

Twentieth Annual Top 50 Outbound
Teleservices Agencies Ranking

This is the twentieth year Customer Inter@ction Solutions magazine brings you its “Top 50” Teleservices
Agencies Ranking. In this issue, we're presenting the “Top 50” outbound portion of the ranking. (The
inbound portion of the ranking will be highlighted in the April 2005 issue.) Since its inception in 1986, our
“Top 50” ranking has been used as the benchmark for choosing large-capacity/sized teleservices agencies.

Ranking Basis

Because the basis of our ranking is com-
pany size, Customer Inter@ction Solutions
uses a measurable, third-party-verifiable
aspect of teleservices to arrive at our list of
the “Top 50" agencies: the number of
minutes each agency was billed by each of
its phone companies for telephone service
for 12 months, encompassing November
2003 through October 2004. We have
found this to be an accurate and reliable
reflection of the amount of teleservices
each agency does, and therefore, pro-
vides a true reflection of its size.

Qualification Criteria
To qualify for inclusion in this year’s

“Top 50,” the agencies were required to
answer a questionnaire detailing the
nature of their business and listing their
number of billable minutes between
November 2003 and October 2004.
The questionnaire had to be verified

with the signature of each agency’s presi-

dent/CEO. In addition, each agency
had to submit a letter of verification
from each of its telephone service
providers certifying the number of min-
utes for which it billed the agency dur-
ing the designated period. (Our sincere
gratitude is extended to all the carriers
for their thorough and expeditious pro-
vision of these data.)
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Exceptions

Agencies that did not supply this
third-party verification were disquali-
fied, with the exception of three cir-
cumstances: 1) a client of the service
agency was billed directly for its tele-
phone service and would not provide a
letter of verification for anonymity rea-
sons; 2) part of the billable minutes
were with a foreign telecommunications
carrier that could not provide the data
by the deadline; 3) legitimate business
situations prevented an agency from

obtaining verification from certain of its

carriers or a certain carrier. For
each of these circumstances,
we allow the company to
certify a small portion
of the missing minutes
with a letter of expla-
nation and signed veri-
fication of billable
minutes pertaining to
the explanation from
the president/ CEO

of the agency. You

will find an asterisk
next to the names

of all “Top 50”
agencies that sup-
plied a portion of their verification

from their president/CEO due to one of

the three circumstances identified above.

March 2005
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In all cases, from the questionnaires
to the letters of verification, the agencies
were warned that should falsification be
detected, they would be disqualified
from this and all future “Top 50” rank-
ings. And indeed, Customer Inter@ction
Solutions magazine’s editorial staff care-
fully verified calculations, discrepancies
and other aspects of the supplied infor-
mation to ensure that this ranking is of
true value to you.

Understanding The Listings
You'll notice that for the first time, we
have included a ranking of
aggregate minutes, inbound
and outbound, domestic
and international, to
provide readers with a
picture of how the
largest teleservices
providers measure
against one another on a
global basis. This
ranking follows the
domestic and inter-
national outbound
lists and is marked
as Category C.
Second, as you
read through the list of outbound “Top
50" agencies, you will notice that we
have provided a numerical ranking of 1
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Go To Table of Contents | Go To Ad Index



through 39 (1 being the largest), but
have not revealed the number of billable
minutes used to arrive at this ordering.
This was done out of respect for the
confidential nature of this information
to the many agencies included here that
are privately held corporations. This
year, only 39 companies met with our
minimum criteria of billable minutes to
be included in the domectic outbound
ranking.

You will notice that the outbound
ranking has been divided into two cate-
gories: A and B. Category A is com-
posed of U.S. service agencies whose
primary business function is the provi-
sion of telemarketing services for out-
side firms. If you are considering an
international teleservices campaign,
Category B consists of international
teleservices agencies. Again this year we
have separated out all international tele-
services done by U.S. agencies and
ranked those companies’ international
minutes in the International category,
Category B. Domestic companies that
are also ranked in the International cat-
egory are marked with a dagger (T) in
their domestic ranking.

We hope you will use this “Top 50”
feature, both inbound and outbound
portions, for your outsourcing needs
throughout the year, and be sure to tell
the companies you found the informa-
tion in Customer Inter@ction Solutions.

Companies with enhanced listing are
regular advertisers in Customer
Inter@ction Solutions. €IS

For information and subscriptions,
visit http://www.TMCnet.com or call 203-852-6800.
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CATEGORY A 12. Teleperformance USA (part of the
SR. Teleperformance Group) * t
- . http://www.teleperformanceusa.com
1. Millennium Teleservices LLC T
http://http://www.mmtel.com 13. TCIM Services, Inc. * t
http://www.tcim.com
2. DialAmerica Marketing, Inc. *
http://www.dialamerica.com 14. NCO Customer Management Inc.,
(a division of NCO Group) * t
3. ICT Group, Inc. * 1 http://www.ncogroup.com
http://www.ictgroup.com
15. NOVO 1, Inc.
4. InfoCision Management Corp. (formerly Call_Solutions) *
Ph: 330-668-1400; http://www.novol.com
Fx: 330-668-1401
http://www.infocision.com 16. Influent Inc. 1
Year began providing teleservices: http://www.influentinc.com
1982
Size of projects accepted: 17. ChoicePoint Precision Marketing
Minimum 500 hours http://www.cp-pm.com
Type of calling:
B-to-B: 25%: B-to-C: 75% 18. Epixtar (formerly Innovative
Outbound: 83%; Inbound: 17%; Marketing Strategies, Inc.)
Interactive Inbound: 1% http:/www.epixtar.com
Specialization: non-profit and religious
fundraising, commercial sales and 19. Charlton
customer care, volunteer recruitment ~ http:/www.tcgcorp.net
5. Americall Group Inc. (part of the 20. The Heritage Gompany, Inc.
SR. Teleperformance Group) http://www.theheritagecompany.com
http://www.americallgroup.com , o
21. Technion Communications
6. APAC Customer Services, Inc. * 7 ﬁgrp/./ techni
http://www.apaccustomerservices.com Pt A LA OILEC
22. Synergy Solutions, Inc. *
7. SITEL Corp. * t )
htto://www sitel.com http://www.callsynergy.com
. 23. Teleservices Direct T
8. Convergys Corp. * f http:/www.teleservicesdirect.com
http://www.convergys.com
_ o _ 24. Cross Country Automotive
9. GC Services Limited Partnership * t gervices, Inc.
http://www.qcserv.com http:/www.crosscountry-auto.com
10. ClientLogic * t 25. LiveBridge, Inc. *
http://www.clientlogic.com http://www.livebridge.com
11. Access Direct 26. 0OKS Ameridial * 1
http://www.accdir.com http://www.oksameridial.com
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OUTSOURCING

27. Greative Marketing Services, Inc.
Ph: 856-384-111; Fx: 856-853-6859
http://www.cmsgrp.com

Year began providing teleservices:
2000

Size of projects accepted:

Minimum 250 hours

Type of calling:

B-to-B: 40%; B-to-C: 60%
Outbound: 85%; Inbound: 15%
Specialization: financial, telecommuni-
cations, insurance

28. Vision-X, Inc. *
http://www.vxiusa.com

29. MSA Solutions
http://www.msasolutions.com

30. TeleSpectrum, Inc. * 7
http://www.telespectrum.com

31. Advanced Data-Comm, Inc.

Ph: 800-582-9501;

Fx: 800-829-9780
http://www.advanced-data.com

Year began providing teleservices:
1988

Size of projects accepted:

Minimum 20 hours

Type of calling:

B-to-B: 71.5%; B-to-C: 28.5%
Outbound: 48.23%; Inbound: 51.77%:;
Interactive inbound: 5.76%
Specialization: third-party verification,
sales, publishing

32. Answernet Network
http://www.answernetnetwork.com

37. AFFINA - The Customer
Relationship Company *
http://www.affina.com

38. The Connection *
http://www.the-connection.com

39. Center Partners
http://www.centerpartners.com

CATEGORY B — INTERNATIONAL

1. SR. Teleperformance
http://www.srteleperformance.com

2. Msourck Corp. *
http://www.msource.net

3. NCO Customer Management Inc.,
(a division of NCO Group) *
http://www.ncogroup.com

4. SITEL Corp. *
http://www.sitel.com

5. Xentel DM Inc. *
http://www.xentel.com

6. ICT Group, Inc. *
http://www.ictgroup.com

7. TeleSpectrum Worldwide *
http://www.telespectrum.com

8. ClientLogic *
http://www.clientlogic.com

9. Convergys Corp. *
http://www.convergys.com

33. Merkafon International (part of the
SR. Teleperformance Group) T
http://www.merkafon.com

34. Greene & Associates, Inc.
http://www.greeneassoc.com

35. Microdyne Outsourcing, Inc. *
http://www.microdyne.com

*

36. Interactive Response Technologies
http://www.callcenter.com

10. eTelecare Global Solutions *
http://www.etelecare.com

11. Atesia S.p.A.
http://www.atesia.it

12. Teleperformance USA (part of the
SR. Teleperformance Group) *
http://www.teleperformanceusa.com

14. TCIM Services, Inc. *
http://www.tcim.com

15. GC Services Limited Partnership *
http://www.gcserv.com

16. Teleservices Direct
http://www.teleservicesdirect.com

17. Influent Inc.
http://www.influentinc.com

18. Millennium Teleservices LLC
http://www.mmtel.com

19. APAC Customer Services, Inc. *
http://www.apaccustomerservices.com

20. OKS Ameridial *
http://www.oksameridial.com

CATEGORY C — GLOBAL TOP 50
RANKING, AGGREGATE INBOUND &
OUTBOUND, DOMESTIC &
INTERNATIONAL

1. SR. Teleperformance
http://www.srteleperformance.com

2. Gonvergys Corp. *
http://www.convergys.com

3. SITEL Corp. *
http://www.sitel.com

4. ClientLogic *
http://www.clientlogic.com

5. NCO Customer Management Inc. *
http://www.ncogroup.com

6. GC Services Limited Partnership
http://www.gcserv.com

7. 1CT Group, Inc. *
http://www.ictgroup.com

8. APAC Customer Services, Inc. *
http://www.apaccustomerservices.com

13. PCCW Contact Center Business *
http://www.pccw.com/contactcenter

9. MsourcE Corp. *
http://www.msource.net
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Wireless Office Telephone System DW800

Sennheiser Communications has entered the field of wireless, with an excellent system offering great
flexibility and superb design. If you already enjoy the benefits of a Sennheiser Communications telecom
headset, the DW800 gives you the added freedom to move around the office while on the phone. The
telephone controlling interface TCI 01 completes the wireless package, conveniently enabling you to
answer calls and hang up again while away from your desk.

Gt EarsgI

.
Office and Contact Center Headsets
When you have to concentrate, and attention to
detail is important, Sennheiser headsets help you
to stay on top of the job. Light and comfortable to
wear, you are free to work without distraction. Five
brand new Office headsets (SH Series), and five
state-of-the-art Contact Center headsets (CC Series)
bring you top-quality performance and design.

2

CC520

[/ SENNHEISER

Sennheiser Electronic Corf)., 1 Enterprise Drive, Old Lyme, CT 06371 USA e Tel: 860-434-9190 * Fax: 860-434-1759
le, 03100 Mexico City D.F.-Mexico ¢ Telephone: 52-55-5639-0956 © Fax: 52-55-5639-9482
Canada: Tel: 514-426-3013 Fax: 514-426-3953

Sennheiser Latin America: Av. Xola 613 Ph.6, Col. del Va
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10. Millennium Teleservices
http://www.mmtel.com

11. LiveBridge, Inc. *
http://www.livebridge.com

12. DialAmerica Marketing Inc. *
http://www.dialamerica.com

13. eTelecare Global Solutions *
http://www.etelecare.com

14. InfoCision Management Corp.
Ph: 330-668-1400; Fx: 330-668-1401
http://www.infocision.com

Year began providing teleservices:
1982

Size of projects accepted:

Minimum 500 hours

Type of calling:

B-to-B: 25%; B-to-C: 75%
Outbound: 83%; Inbound: 17%;
Specialization: non-profit and religious
fundraising, commercial sales and
customer care, volunteer recruitment

15. Excell Services *
http://www.excellsvcs.com

16. Xentel DM Inc. *
http://www.xentel.com

17. TCIM Services, Inc. *
http://www.tcim.com

18. Technion Communications Corp. *
http://www.technion.com

19. PCCW Contact Center Business *
http://www.pccw.com/contact center

20. Telespectrum Inc. *
http://www.telespectrum.com

21. ATESIA S.p.a. *
http://www.atesia.it

22. Access Direct
http://www.accdir.com

23. Cross Country Automotive Services

http://www.crosscountry-auto.com

24. Influent, Inc.
http://www.influentinc.com

25. AFFINA *
http://www.affina.com

26. NOVO 1 (formerly Call_Solutions) *
http://www.novol.com

27. Archway Marketing Services
http://www.archway.com

28. The Connection *
http://www.the-connection.com

29. Vision-X Inc. *
http://www.vxiusa.com

30. Hispanic Teleservices Corp. *
http://www.htc.to

31. Teleservices Direct
http://www.teleservicesdirect.com

32. ChoicePoint Precision Marketing
http://www.cp-pm.com

33. Center Partners, Inc.
http://www.centerpartners.com

34. Interactive Response
Technologies *
http://www.callcenter.com

35. Epixtar (formerly Innovative
Marketing Strategies, Inc.)
http://www.epixtar.com

36. Telerx *
http://www.telerx.com

37. Synergy Solutions, Inc. *
http://www.callsynergy.com

38. Charlton
http://www.tcgcorp.net

39. OKS-Ameridial, Inc. *
http://www.oksameridial.com

40. Microdyne Outsourcing Inc. *
http://www.microdyne.com

41. Advanced Data-Comm, Inc.

Ph: 800-582-9501;

Fx: 800-829-9780
http://www.advanced-data.com

Year began providing teleservices:
1988

Size of projects accepted:

Minimum 20 hours

Type of calling:

B-to-B: 71.5%; B-to-C: 28.5%
Outbound: 48.23%; Inbound: 51.77%;
Interactive inbound: 5.76%
Specialization: third-party verification,
sales, publishing

42. The Heritage Company, Inc.
http://www.theheritagecompany.com

43. MSA Solutions
http://www.msasolutions.com

44. AnswerNet Network
http://www.answernetnetwork.com

45. Creative Marketing Services, Inc.
Ph: 856-384-111; Fx: 856-853-6859
http://www.cmsgrp.com

Year began providing teleservices:
2000

Size of projects accepted:

Minimum 250 hours

Type of calling:

B-to-B: 40%; B-to-C: 60%
Outbound: 85%; Inbound: 15%
Specialization: financial, telecommuni-
cations, insurance

46. InService America
http://www.inserviceamerica.com

47. Alert Communications *
http://www.alertcom.com

48. Hamilton Contact Center Services
http://www.hamiltontm.com

49. Global Response *
http://www.globalresponse.com

50. Greene & Associates, Inc.
http://www.greeneassoc.com
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Create your own

organizational masterpiece. W A

It's easier than you think. Because Monet gives you everything you need to manage up to
1,000 agents. At a price that makes sense for as few as 25.

You get the tools to accurately forecast call volume and timing. Confidently schedule
by agent skills and experience. Try ‘what-if’ scenarios. Manage seasonal volumes and
create schedules for special days or day parts. Develop customized shifts and schedules.
While you still have the flexibly to manage your team in real time.

Monet also seamlessly integrates with nearly every ACD, and is as easy to install as it
is to use. So easy, you'll be up and running in just a day or two. Which not only helps you
improve your team’s performance, but gets you started earning the fastest return on
investment around — as fast as three months.

Ready to be a creative genius? Find out how Monet can help you create an
organizational masterpiece. Visit www.monetmasterpiece.com to learn more. Or call
310-207-6800 and we'll create a customized online demo that will address your specific
forecasting, scheduling and call center management needs.

zf’m:““" m.;w
= The Art of Workforce Optimization™
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INNOVATIVE IDEAS FROM THE

TELESERVICES EXPERTS

A Special Editorial Series Sponsored by West Corporation

west

Extending In-House Call Capacity

With Home Agents

Companies in different industries experience temporary spikes in
call volume at different times and for different lengths of time. For
some, these spikes typically come during the holidays, lasting for
several days or weeks, while others may get most of their calls at
night and on weekends yearlong. How can these companies ensure
prompt and attentive customer service during peak call hours with-
out breaking the bank? It’s too expensive to hire extra contact cen-
ter agents and to outfit them with workstations and equipment that
may go unused the rest of the time. And if maintaining service lev-
els is a priority, offshore may not be the best solution either.

Home agents, a possible answer, are a cost-effective solution for
extending internal call capacity during high-volume call periods.
Because these agents work in their homes, a company can signifi-
cantly reduce overhead costs such as extra office space and comput-
er equipment.

Besides customer care cost savings, other reasons companies are
coming to West to extend their internal operations with home
agents rather than going with more traditional options include the
following:

« Higher-quality agents. The ability to work from home and set
one’s own schedule attracts a better-educated workforce. Eighty-
nine percent of West’s home agents have some college education. In
addition, West’s per-minute compensation structure and perform-
ance-based routing continuously incentivizes agents to both maxi-
mize upsells and provide superior service.

 Agents with specific industry skills. West’s Virtual ACD enables
agents to be based anywhere in the U.S. In fact, West has agents
working from home in all 50 states.

e Quicker ramp-up to meet unexpected call spikes. West has near-
ly two decades’ worth of data it uses to predict appropriate staffing
levels to meet client needs. However, should an unpredicted spike
in call volume occur, home agents can be ramped up and brought
online much faster than traditional brick and mortar agents can.

« Flexible cost structures. West at Home agents are primarily
compensated only for “talk time” — time spent on the phone serv-
ing customers — or for “wrap time” — time spent completing a
transaction after the call has ended. West’s infrastructure automati-
cally captures and records all of these data. For simple transactions,
home agents can be compensated on a per-minute basis, a model
that gives companies maximum flexibility to pay only for the serv-
ice they need. For more complex applications, a per-hour fee might
be in the company’s best interest. West can structure home agent
programs in a variety of ways.

« Ability to extend or expand existing customer care operations.
West offers both managed and hosted home-agent solutions. With
the managed model, West provides the technology and the agents,
and links them seamlessly with a client’s existing operation. In the
hosted model, West provides the technology for companies to use
with their own agent pool.

Linked with a company’s internal customer care operations and
databases, home agents are a cost-effective way for companies to
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augment internal resources with skilled customer care and sales rep-
resentatives based in the U.S. Best of all, these companies ensure
they are covered during both anticipated and unexpected call
spikes, virtually eliminating missed calls and long wait times.

For more information, please contact West Corporation at (800)
841-9000, or visit http.//www.west.com.

A Wallflower’s Perks: Selling
The Work-From-Home Concept
To Attain Higher-Quality Agents

For companies potentially considering home-based call cen-
ter agents, there are some convenience and lifestyle selling
points these companies should think about in order to persuade
high-quality agents who are skeptical to become virtual call cen-
ter agents.

Because they don't have to dress up to go to work, some have
been known to wear pajamas while walking customers through
service processes. They save on lack of car and gas expenses.
There is no one physically looking over their shoulder (except
maybe a child or the pet beagle); their calls can still be moni-
tored, and supervisors can watch the calls and observe the effec-
tiveness of the agents as they can at the traditional call center.
Further, sometimes a small portion of the home office’s expens-
es on taxes, as well as part of mortgage and rent, may be written
off (dependant upon contracts and company offering of space).

Also, neuraotic as it sounds, there are some agents who are
wallflowers when face-to-face with others but are superior at
their job over the phone or Internet, and so working alongside
other employees or having camaraderie with co-workers matters
none, making working at home both finer and more productive.

A significant benefit for these home-based agents lies in that,
often virtual contact center services providers allow their agents
to choose their own work hours. If you're an agent and you
have an important appointment midday, you don't have to take
a sick/personal vacation day; rather, go to your massage
appointment, and then take customer service calls in your liv-
ing room later in the evening.

It takes prodigious self-discipline and self-motivation on
behalf of the work-from-home agent to abide this work style
and make it work to the employer’s advantage, but with these
practical perks in mind to offer, companies should be able to
attain higher-quality employees with specific industry skills for
when these companies seek an alternative to traditional call cen-
ters or to sending work overseas.
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If This Is How Your Contact Center Rep Feels,
Think About Your Customer.

Help I Here.

We call it The Perfect
Interaction. Spend a few
minutes watching the
Jacada Fusion demon-

stration, and you'll see
how you can make
dramatic improvements
in CSR productivity and
the customer experience.
It's quick, simple, and
yields results that contact
center managers could
only dream about ...
until now.

b

Fidsram

Call today for a free demo CD
and white paper.

800-773-9574
www.perfectinteraction.com
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Customers Love
Online Interaction

Walk into any retail store or financial institution and you will typically hear, “May | help you?” at some
point shortly after you arrive. As consumers, we expect to be approached, even if we know what we want
and are only running into the store to pick up one item. If you were the owner of a store, would you let
hundreds of people walk through your doors and never ask them if they needed help? Of course you
wouldn't. You would be letting potential sales turn around and walk out the door, perhaps to the competi-

tion.

However, many online companies do
exactly that. They let their Web site visi-
tors wander around their sites without
ever offering assistance. Some sales are
consultative in nature and require some
expertise to help drive the process along;
think about car purchases in a physical
setting. No one walks onto a car lot
without being approached in fewer than
90 seconds. Other types of transactions
are more of rote, and just as some sales
in physical settings don't require assis-
tance, the same is true for some sales
transactions conducted over the
Internet.

All Purchases Are Not Greated Equal

There is a big difference between buy-
ing a loaf of bread and buying an auto-
mobile. Before a customer buys a car, he
or she asks many questions: “What is
my trade-in worth?”; “What kind of
financing do you offer?”; “Which fea-
tures are standard?”; “Which features are
options?” You probably don't ask a gro-
cery clerk any questions before you buy
a loaf of bread.

The same holds true in the online
world: people buying consultative goods
are going to have questions and will
need help. Commaodity products, such
as books or DVDs, naturally require lit-

60 CUSTOMER INTERCTION Solutions®

tle consultation, both in physical and
online arenas. People browsing
Amazon.com most likely know the titles
they want — or can at least easily find
the information they need about those
titles — and if they like the prices, they
add those titles to their shopping carts
and complete their transactions.
Consultative goods, on the other
hand, typically require a thorough
understanding of product features; the
customer has a need to compare similar
products and receive suggestions based
on his or her needs. This is true for
items such as mortgages, cars or insur-
ance policies. As with commodity prod-
ucts, consultative products always
require this level of attention and help,
regardless of whether the purchase is
happening in a physical setting or in an
online setting. It’s rarely difficult to get
attention and help in a physical loca-
tion. It is, however, difficult to receive
the same assistance in an online setting.
This is where live assistance can make a
huge difference by keeping transactions
moving forward. Companies that are
currently not providing this service are

By Cindy Curtin

Proficient Systems
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missing a large opportunity to lower
abandonment rates and increase transac-
tions.

Customers Still Need Help...
Even Online

The aforementioned example of a
browser purchasing books and DVDs
on Amazon.com illustrated an online
commodity purchase. Let’s examine an
online consultative purchase. For the
sake of illustration, let’s pretend you are
the president of Bank XYZ. A customer,
Stan, is looking for a mortgage and goes
to Bank XYZ’s Web site to do research.
He has compared interest rates and
terms and decides he would like to
apply for a mortgage with Bank XYZ.
However, Stan is confused by one part
of the mortgage application and has a
question. Where can he go online for
immediate help? If such help isn't
immediately available, Stan is likely to
become frustrated and abandon the
Web site.

Of course, Stan may also abandon the
site because he has not yet made up his
mind about applying for a mortgage
from Bank XYZ. He is researching and
comparing all of the different types of
mortgages, terms and conditions, and
he finds it all very confusing. Stan
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decides to leave and shop both else-
where and at another time because he is
overwhelmed and needs guidance.

As the president of the bank, you
should be concerned about three things:
that Stan abandoned your Web site,
why he abandoned it and what you
could have done to avoid losing the
opportunity to finance the home he
wants to buy. There are thousands of
Stans on your Web site every day. How
many of them leave and go to competi-
tors’ Web sites? Can you quantify that
lost opportunity?

Mortgages are consultative goods;
they are best sold by an expert. Not
many customers are self-sufficient
enough to buy a home mortgage with-
out assistance. If Stan walked into your
brick-and-mortar bank, you wouldn't let
him leave without answering his ques-
tions and trying as hard as possible to
obtain his business, so why do that with
your online bank? Without offering
help to the Stans of the world — those
who shop for and research consultative
goods online — your only option is to
hope they stick around and decide to
transact with your bank.

More and more companies are Seri-
ously asking themselves these questions,
bearing in mind the following statistics
from Forrester Research:

« In 2004, 67 percent of U.S. house-
holds had access to the Internet. The
number of online-enabled households is
expected to grow by 21 percent over the
next five years.

« In 2004, 21 million U.S. house-
holds paid bills online. Adoption is
expected to grow by almost 50 percent
to 31.2 million households in 2008.

« In 2002, 28 percent of households
that connected to the Internet applied
for a credit card online — by 2004 that
number had increased to 39 percent.

Clearly, people are becoming more
comfortable with researching and pur-
chasing complex products over the
Internet, to the extent that it’s almost a
prerequisite. Yet despite the availability
of technology to facilitate live online
assistance, to measure abandonment
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rates, to provide a clear picture of lost
opportunities and to generate more sales
and transactions, many companies have
yet to embrace Web-based service. They
may believe it’s difficult to implement,
it requires extensive training and main-
tenance and/or that customers will be
frustrated by it. In reality, it is easy to
both implement and maintain and is

not only cost-effective, but it generates
significant ROI for most companies.
Finally, customers absolutely love it.

The Fear Factor

There are reasons that companies are
hesitant to proactively approach their
Web site visitors. First, they are afraid of
irritating, and subsequently driving

Table 1

SAMPLE SURVEY for Company A,
a large mortgage and home equity loan provider

Thank you for your interest in Company A. Please take a moment to provide
us with feedback that will enable us to better serve your needs in the future.

1. Which statement best describes your customer experience after being engaged
by a loan consultant online?
__ Excellent
_ Very Good
Good
Fair
Poor

2. Which of the following features of this service were the most valuable to you?
(Check as many as appropriate.)
__ Asking specific questions directly of a home loan expert
Getting assistance finding home loan information on the Web site
Getting assistance understanding home loan offerings on the Web site
Learning about home loan options you had not considered before
Learning about other services or content on the Web site

3. Would you be interested in having assistance in accessing the relevant informa-

tion? In the future, if you again had the opportunity to engage a Company A loan

consultant while using the Web site, how likely would you be to use the service?
___ Definitely would use

Possibly would use

Not sure

Probably would not use

Definitely would not use

4. Does having the ability to interact directly online with a loan consultant make
you more likely to use Company A for your home loan needs?
__Yes, much more likely
Yes, somewhat more likely
Having the online interaction makes no difference
No, somewhat less likely
No, much less likely

5. Please feel free to provide additional feedback or comments in the space below.
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In the early days
of the Internet,
we all “surfed” alone,
and for many, that was
part of the appeal
of shopping or
transacting online.

away, their visitors. We call that “the
fear factor.” That fear is understandable.
In the early days of the Internet, we all
“surfed” alone, and for many, that was
part of the appeal of shopping or trans-
acting online. Many people were happy
to pay shipping charges to avoid mall
traffic, crowded banks and overzealous
salespeople.

The fear factor does not apply in a
physical setting, as companies are rarely
afraid to approach customers in physical
locations. They should not be afraid to
do so in online settings, either.
Customer surveys reveal that live assis-
tance can make a huge difference in
both customer satisfaction and revenue
generation because customers who are
offered live assistance are appreciative
and more often more willing to do
future business with the company that
provided them the assistance.

Want Proof? Ask The Customers

Companies that use an online collab-
oration technology are able to monitor
Web visitors and, if their solution
includes real-time data-mining capabili-
ties, can see which visitors are most like-
ly to welcome a chat and eventually
transact. This way, the agents or special-
ists are able to intelligently and oppor-
tunistically approach customers to offer
assistance. Once approached, the Web
site visitor may decline or accept the
invitation to chat. If the visitor accepts
the invitation, he or she interacts in a
manner similar to instant messaging, in
a private, secure, one-on-one chat.

Subscribe FREE online at www.cismag.com

At the close of the interaction, the
customer has an opportunity to fill out
a survey about the experience (see
Table 1 for a sample survey). It's very
important for companies to take
advantage of this chance to gather data
from customers, as they provide valu-
able insight into what they did and did
not like about the overall experience,
allowing companies to ascertain the
effectiveness of customer service
efforts.

Companies could also offer surveys
to customers who decline the invitation
for an online interaction, to better
understand their reluctance. Following
is an example of decline-survey results.
Customers were asked, “Why did you
choose not to use our live online chat
service today?” Of those who declined
the offer of assistance, 80 percent
declined because they were either not
ready to speak with an agent or they
wanted to but did not have time at
that moment.

CONTACT CENTER TECHNOLOGY

and convenience of researching or shop-
ping online, and having their questions
answered quickly, efficiently and in a
manner and time with which they are
comfortable. Companies that offer live
assistance earn customer loyalty and
repeat business, both of which translate
into top-line revenue growth. By not
providing this assistance to their Web
visitors, many companies are missing a
viable opportunity to generate sales,
earn customer loyalty and grow top-line
revenue. CIS

Cindy Curtin is the director of marketing for
Proficient Systems in Atlanta. She can be
reached at ccurtin@proficient.com.

If you are interested in purchasing reprints of this arti-
cle (in either print or HTML format), please visit
Reprint Management Services online at
http://www.reprintbuyer.com or contact a representa-
tive via e-mail at reprints@tmcnet.com or by phone at
800-290-5460.

For information and subscriptions,
visit http://www.TMCnet.com or call 203-852-6800.

I am concerned about privacy/security. 2%
I am not ready to speak with someone yet. 61%
| did not know the live chat service was free. 2%
I did not think it would be helpful. 4%
I did not understand the live chat offer. 1%
| wanted to, but did not have time to chat. 19%
I was not sure that the chat offer was from (company name). 2%
Other (please indicate below). 8%

Customers Do, In Fact, Want Online
Assistance

Increasingly, customers appreciate
both the offer of online assistance and
the improved visitor experience online
interaction provides, which results in an
increased affinity toward the provider.
In customers’ minds, it combines the
best of both worlds: the relative peace
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Saving Speech Recognition

Consider the following scenario: Jack, a customer of a large financial services organization, forgets to pay
his credit card bill on time. He knows he can pay it over the phone and avoid a late fee, so he calls cus-
tomer service and is routed into the company’s VR (define - news - alert) system. He listens to the long
list of menu options and finally hears one about billing. He chooses that option. Jack is then prompted to
use the company’s speech recognition system to indicate the reason for his call. After speaking the phrase,
“pay bill” several times, he is transferred to the company’s insurance department. Frustrated, Jack hits zero
to talk with an agent and is then put on hold for what he considers to be an unacceptably long period of
time. When Jack finally reaches the correct department, he is frustrated and angry. Furthermore, the cost
of serving this customer just rose dramatically because a live agent became involved.

In a recent Forrester study, 176
companies with revenues near the $500
million mark indicated they would
spend more money this year on a wide
range of customer experience categories.
These organizations realize that the IVR
(and similarly the Web site) is often the
“welcome mat” to their customers. For
many customers, navigating an IVR
feels like walking while wearing a blind-
fold. Customers can be easily confused

when the rules change from step to step.

In an ideal world, a customer would
enter an IVR system, tell it what the
desired task is, and it would route the
customer to the proper area of the
application. In reality, creating this per-
fect IVR is a very difficult endeavor.
On the flip side, organizations can
drastically cut costs by directing cus-
tomers to IVR systems in order to allow
them to self-serve. Each time someone
like Jack zeroes out to speak with a cus-
tomer service agent, it costs the compa-
ny anywhere from $5 to $15, according
to Forrester Research. Compare that
with self-service interactions that typi-
cally cost no more than a dollar or two
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per transaction and you see why compa-
nies are feeling the need to optimize
these systems, making them effective for
both company and customer. So what
are the methods companies can deploy
to help solve this problem?

Design Documentation

IVR design documentation allows
designers to see the ins and outs of your
speech or IVR system. Similar to a
schematic layout, which would allow
you to see how mechanical components
are positioned, design documentation
shows you the flow of your system, how
callers get from point A to point B and
what specific steps callers go through.

Design documentation addresses fine
details. For example, it will show the
number of digits the system allows after
the “enter your account number”
prompt and whether the customer has
to press the pound sign. Often, IVR sys-
tems are built by outside firms based on

By Michael Chavez
ClickFox

March 2005

the requirements given by the company,
so design documentation can be a good
way for customer service managers to
learn more about the customer’s experi-
ence within their IVR system. Design
documentation can be a good place to
start when developing an overall strate-
gy for improving customer experiences.

Logs Or Record Files

Logs and record files are generated as a
result of a customer’s interaction with a
specific application. For example, Jack’s
interaction with his bank’s IVR system
created a record that noted who he is,
what time he called and what specific set
of steps he went through. Speech system
log files can also include what the system
heard the caller say. In Jack’s case, his
spoken command of “pay bill” was
translated into text and matched up
with a set of grammar states which
unfortunately was interpreted by the
speech software as a request to be trans-
ferred to the insurance department.

Logs and record files are widely avail-
able as part of an organization’s IVR sys-
tem, but are not often utilized because
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they can be challenging to interpret. For
example, it would be difficult to reach
any solid conclusions regarding prob-
lems with your IVR system by looking
at a spreadsheet with log files on
100,000 calls. Additionally, logs and
record files don't tell the story of the
confused caller who gets stuck in an
error loop and can't get out. They can
be helpful in confirming specific issues,
but they do not provide a “big picture”
view of your IVR system.

Agent Interviews

Interviews with customer service
agents can be a great way to obtain sec-
ondhand information about the cus-
tomer’s experience. Agents might notice
that a higher-than-normal volume of
customers — six out of ten, for example
— are having problems paying bills
through the IVR system.

Agent interviews can be helpful to a
limited degree. These employees work
“on the front lines” every day, but their
input is anecdotal, as they can only relay
their personal experiences.

Often organizations will bring in a
consultant to interview agents or will
conduct usability studies. Usability stud-
ies involve direct observation of a cus-
tomer attempting to navigate the system.
This information can also be helpful, but

still is only a random sample and often
not representative of the larger issues.

Customer Surveys

More than 95 percent of the compa-
nies surveyed by Forrester indicated that
customer surveys were either “extremely
helpful” or “helpful” in their efforts to
improve the customer experience.
However, organizations need to recog-
nize that survey results can be heavily
impacted by the most recent experience
of a customer. A customer could experi-
ence a string of bad interactions with an
IVR system, then have one great experi-
ence that makes him or her forget about
previous interactions. Conversely, a cus-
tomer could have a fantastic call center
interaction, then one very poor experi-
ence, which could directly impact the
customer’s responses.

Customer Behavior Research

Among the companies surveyed in the
Forrester study, 40 percent said they
would spend more on customer behav-
ioral research, which can be a great way
to see the “big picture” of the IVR/
speech system. Analytics and similar
technologies that help organizations
learn more about customer behavior can
be deployed on current IVRs before they
move on with more complicated tech-

nologies such as speech applications.
This allows managers to look at existing
systems and gain an understanding of
current behavior and identify areas
where deployment of speech applications
would be most effective. For example, it
might make sense to deploy speech with-
in an application with low throughput
resulting from a complex set of steps.

If speech applications are already
deployed, the technology can specifically
help organizations understand how cus-
tomers are utilizing speech, highlighting
areas of suboptimal performance in dif-
ferent areas.

Best Practices

To achieve the most success in opti-
mizing and streamlining an IVR system,
organizations should consider deploying
a combination of all of these methods.
By leveraging a strategic combination of
customer service interviews, surveys,
logs and reporting, and customer behav-
ior research, organizations can reduce
customer frustration with IVR systems,
which will result in drastic savings, while
also improving customer satisfaction. €IS

Michael Chavez is vice president of client serv-
ices at ClickFox (http.//www.clickfox.com).

For information and subscriptions,
visit http://www.TMCnet.com or call 203-852-6800.
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IP CONTACT CENTERS

IP Contact Center Technology
Pioneer Award

As anyone who hasn't been living in a cave for the past several years knows, Internet protocol (IP) has
acted as a “super fertilizer” for the garden that is enterprise business communications. Perhaps one of the
hottest growth areas for IP is the contact center. Contact center applications, with the aid of IP, have
enabled anytime, anywhere, any way, always-on functionalities that allow companies to do things about
which they could only dream a short few years ago.

The call center market, analysts
remind us, is mature. The best way to
electrify an industry with slow and
steady growth rates is to introduce a
technology so necessary for competition
that everyone in the market place ulti-
mately “has to have it.” Not long ago,
it was computer-telephony integration
(CTI), which allowed breathtaking
improvements in cost efficiency and
labor usage. Later came CRM, a nebu-
lous acronym that may be fading in ter-
minology, though not in its basic neces-
sity. Up and coming are speech and
self-service, two intertwined concepts
whose potential for the customer serv-
ice arena knows no foreseeable bound-
aries.

Customer Inter@ctions Solutions real-
izes that technology is the key to the
success of any call center, as we have
been editorially covering call center
technology over two decades. We also
realize that with new products and new
categories of products in the call center
space, it can be strenuous and difficult
for our readers to knowledgably keep up
with the latest, greatest products and
services. This is why we are offering this
award program for the first time, so we
may judge the “best of the best” in IP
contact center technology, or compa-
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nies’ products that offer stand-out fea-
tures, functions or capabilities — setting
them apart from others in the space —
and then offer our findings to our read-
ers.

Each company that wished to partici-
pate was required to submit an
answered questionnaire regarding its tar-
get market, its product’s unique or dis-
tinctive features, its competitors,
and, of course, a list of cus-
tomer references of organi-
zations that have
deployed the solution.

The following is
the list of recipi-
ents of the IP
Contact Center
Technology
Pioneer Award.
Additionally, we
have provided
brief answers to 2}
the questions asked o
of them. They have
been edited down for
space, and some dialog
has been edited so that the
significant information may be
offered to our readers.

To all of the recipients, congratula-
tions.
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Amcat
http://www.amcat.com
Contact Center Suite '05,
IP & Softphone

Q: Would you please briefly describe
your product or service?

A: All communications (voice, e-mail,
fax, SMS, Web chat) are routed and
handled in a uniform fashion. Amcat
Contact Center Suite 2005 is a platform
that delivers converged communication
in any customer care setting.

For distributed call centers and
remote agents, the Amcat IP Call
Center solution brings true cost savings
and efficiencies. At the remote loca-
tion, the agent’s voice goes through a
head set plugged directly into the PC
to take advantage of VoIP and Amcat’s
SIP softphone implementation. IP
implementation and the softphone
eliminate the need to have a PBX on
site to distribute the calls and elimi-
nates the need to have a phone set on
the agent’s desk. Further dramatic cost
savings are realized through not having
to pay long-distance charges from the
location of the Amcat software engine
where calls are being placed or received
and the remote location. Only the cost
of the properly sized IP link is required
for this operation along with routers
on either end.

Aspect Communications
www.aspect.com
Uniphi Connect

Q: Would you please briefly describe
your product or service?

A: Aspect’s Uniphi Connect enables
businesses to operate a hybrid IP/PSTN
call center without the need for third-
party IP gateway hardware. Uniphi
Connect eliminates the need for a sepa-
rate IP gateway by including an IP card
within the ACD platform. In addition
to the IP card, Uniphi Connect
includes an agent desktop that allows
agents to be located anywhere there is
an IP connection, providing centralized

Subscribe FREE online at www.cismag.com

management, administration and
reporting for all PSTN- and IP-based
agents. With Aspect Uniphi Connect,
voice and routing requests can travel
over less expensive IP networks. Uniphi
Connect also works in conjunction
with another Aspect application, Aspect
IP Network InterQueue. This combina-
tion of products allows businesses to set
up one virtual contact center operation
regardless of where the physical sites are
located. IP Network InterQueue greatly
reduces the expense of routing calls
across multiple networked Aspect Call
Center systems by eliminating the need
for T1/E1 lines to link dispersed con-
tact center sites.

aveComm
http://www.avecomm.com
aveComm

Q: Would you please briefly describe
your product or service?

A: aveComm is a communication
and collaborative software suite
designed to enable innovative ways for
individuals to communicate via the
Internet. aveComm is truly flexible, as
it can be licensed in a variety of differ-
ent packages tailored to suit the needs
of every business, from small home
offices to Global 1000 corporations.
aveComm delivers a myriad of func-
tionality, highlighted with an integrated
and advanced audio conference bridge,
allowing users to host an unlimited
number of simultaneous audio confer-
ences with an unlimited number of par-
ticipants. aveComm is the only product
of our type to: be fully installable
behind the corporate firewall; be able to
scale to thousands of users in a single
conference or multiple concurrent con-
ferences; offer voice and visual in a sin-
gle interface from the same vendor
completely. It is device- and environ-
ment-independent. aveComm can
bridge telephone and PC-based users in
conference and can seamlessly integrate
with any application.
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BeVocal, Inc.
http://www.bevocal.com

BeVocal VoCare Managed Call Genter
Automation Solution

Q: Are there any unique or distinc-
tive features about your product or serv-
ice?

A: What’s unique is the breadth of
application modules offered to auto-
mate call centers across entire customer
lifecycle, including: suites in customer
acquisition; order management/track-
ing; billing and payment; account
management; outbound notification;
customer retention; and repair/service.
The ARC Approach is a unique voice
solution delivery model that ensures
that clients systematically achieve their
desired customer care automation and
caller satisfaction results. To ensure that
customer automation goals are met,
BeVocal applies its unique Continuous
Improvement Process to each deploy-
ment. This process has five distinct
parts: high impact improvement levers;
results-driven client teams; relevant
KPIs and call statistics; powerful ana-
Iytical & tuning tools; and regular
tune-ups.

Carrius Technologies, Inc.
http://www.carriustech.com
Compleat-200

Q: Would you please briefly describe
your product or service?

A: The Compleat-200 is an intelli-
gent IP media gateway that serves as
the telecom foundation for contact
center solutions. It combines media
gateway, signaling gateway and call
control functions in a single platform.
Contact center solution developers
integrate the Compleat-200 into their
solutions in order to get to market
more quickly with a more economic
solution that can simultaneously inter-
act with wireless, wireline, circuit and
packet networks.
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Cisco Systems, Inc.
http://www.cisco.com

IP Contact Genter (IPCC)
Enterprise Edition

Q: Would you please briefly describe
your product or service?

A: Cisco IP Contact Center (IPCC)
Enterprise Edition delivers intelligent
contact routing, call treatment, net-
work-to-desktop computer-telephony
integration (CTI), and multichannel
contact management over an IP infra-
structure. By combining multichannel
automatic call distributor (ACD) func-
tionality with IP telephony in a unified
solution, Cisco IPCC Enterprise (for-
merly Cisco IP Contact Center) enables
companies to rapidly deploy a distrib-
uted contact center infrastructure.
Distinctive features include the follow-
ing: single implementation for multi-
channel ACD, IVR, CTI and out-
bound; distributed architecture sup-
porting hundreds of locations; central-
ized management, scripting and report-
ing for multiple sites across the entire
enterprise; flexible queuing options,
including queuing and treatment at the
edge of the network; and a linear scal-
ing model to support thousands of
agents.

Convergys Corporation
hitp://www.convergys.com
Convergys Global IP Architecture

Q: Would you please briefly describe
your product or service?

A: A connection to Convergys’
Global IP Architecture provides low-
latency, high reliability and flexible
access seamlessly to any of Convergys’
global locations. Designed for high
reliability, connectivity is provided
using multicarrier, redundancy and
diverse routing to ensure greater relia-
bility than that which is available from
a single carrier. Also, consolidation of
the number of access points enhances
network security and minimizes the
need for customer-provided equipment
or services at each center. Hosting cen-
ters can act as back-ups to each other,
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providing yet another layer of redun-
dancy. Convergys’ Global IP
Architecture includes several unique
and distinctive features: experienced
staff; private IP network backbone;
centralized hosting centers; open stan-
dards-based; global standardization;
voice quality assurance; managed serv-
ice; and mitigation risk of network fail-
ures.

CosmoCom, Microsoft

(joint submission)
http://www.cosmocom.com and
http://www.microsoft.com
UniFrame

Q: Would you please briefly describe
your product or service?

A: Microsoft and CosmoCom have
collaborated to create UniFrame, an
integrated combination of Microsoft
Customer Care Framework (CCF) and
CosmocCall Universe. By creating
UniFrame, Microsoft and CosmoCom
have already done much of the work for
a modern call center. What remains is
mainly connecting CCF to the specific
line of business (LOB) applications in
the customer IT environment, connect-
ing CCF to the self-service Web portal
as required, and to incorporate the
hooks for UniFrame’s live Internet and
e-mail contact management into the
self-service Web portal. UniFrame facil-
itates inbound call screen-pops for
agents that are essentially the same for
telephone calls, live Internet sessions
and e-mail messages. Interaction history
of all channels is created automatically
and stored either in the LOB CRMs or
in Universe’s own interaction history
module, CosmoTracker offers the abili-
ty for outbound calls via any channel to
be launched with a single click on the
contact’s phone number, e-mail address
or SIP address. Historical data from the
contact center is fully mapped into the
CCF abstraction layer, providing a
source of unified reports that contact
center managers will find invaluable in
assessing the overall performance of
their operations.
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Five9
http://www.five9.com
Virtual Contact Genter (VGC)

Q: Would you please briefly describe
your product or service?

A: Five9 Virtual Contact Center is a
hosted contact center ASP with all of its
customers running VolP completely
independent of a traditional telecom
company and without any ties to a
PSTN-based infrastructure. Virtual
Contact Center is built from the ground
up to eliminate third-party license fees
and to ensure costs are kept low. Along
with its VoIP functionality, the Virtual
Contact Center offers the following:
ACD; predictive dialer; CRM; IVR;
CTI; remote agent capabilities; skills-
based routing; recording; silent moni-
toring; real-time reporting; chat; and
centralized management for multisite
and offshore contact centers.

Gryphon Networks
http://www.gryphonnetworks.com
Exemption Advisor

Q: Would you please briefly describe
your product or service?

A: Gryphon Networks Exemption
Advisor is the first technology to enter
the market that entirely automates the
exemption management process for the
calling agent. Exemption Advisor is a
powerful addition to the Gryphon
Networks Compliance Suite of out-
bound calling technologies. It signifi-
cantly increases the effectiveness of sales
campaigns while providing comprehen-
sive management of federal, state and
internal do-not-call lists. Gryphon
Networks Exemption Advisor automati-
cally identifies dialed numbers that
qualify as an exemption under state and
federal DNC rules, dramatically reduc-
ing the amount of time, resources and
expertise involved with checking mil-
lions of transactions against internal
customer data. Exemption Advisor
ensures that only lawful calls are placed
to numbers otherwise restricted by their
presence on state or federal do-not-call
lists.

Subscribe FREE online at www.cismag.com

Go To Table of Contents | Go To Ad Index


http://www.cisco.com
http://www.convergys.com
http://www.cosmocom.com
http://www.microsoft.com
http://www.five9.com
http://www.gryphonnetworks.com

Its distinct feature is that Gryphon
Exemption Advisor is the first technol-
ogy to enter the market that entirely
automates the exemption management
process for the calling agent through
the telephone.

Intelis, Inc.
http://www.intelis-inc.com
Intelis Call Center

Q: Would you please briefly describe
your product or service?

A: The Intelis Call Center applica-
tion, with its automatic call distribu-
tion (ACD) capabilities, supports live
and automated agent call center func-
tionality with integrated customer
billing, reporting and validation servic-
es. The call center features are specifi-
cally designed to support the unique
requirements of call center providers
that offer multiple product applica-
tions on a single platform. The ACD
application is the core of several appli-
cations that may run on top of the
Intelis Call Center Platform. The plat-
form supports numerous ancillary
applications, in addition to the core
ACD, including but not limited to
customer service, operator services,
directory assistance, answering service,
alarm monitoring center, proprietary
travel card, prepaid calling and various
call routing applications.

Interactive Intelligence Inc.
http://www.inin.com
Customer Interaction Center (CIC)

Q: Are there any unique or distinctive
features about your product or service?

A: From the ground up, CIC was
developed based on an interaction
engine that processes, on a single plat-
form, all types of interactions. Unlike
traditional solutions either requiring
multiple “boxes” to run multichannel
applications, or other supposed “bun-
dled” solutions assembled through
acquired products, CIC offers a truly
all-in-one multichannel solution for a
single point of administration, end-to-
end reporting, lower TCO and faster
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ROI. Also, CIC was one of the first
standards-based interaction manage-
ment software systems on the market
and offers the unique advantage of
interoperating with a wide range of
third-party hardware, switching plat-
forms and peripheral devices, thus
eliminating the type of vendor lock-in
associated with proprietary solutions.
CIC both offers a full range of multi-
channel contact center features and
can be extended to support the entire
enterprise by simply purchasing new
licenses rather than undergoing costly
forklift upgrades. It also offers seamless
call recording and predictive dialing,
as well as multisite support and scala-
bility.

LumenVox
http://www.lumenvox.com
ArtiSpeech

Q: Are there any unique or distinctive
features about your product or service?

A: LumenVox’s ArtiSpeech (LVAS)
integrates seamlessly with Vertical
Communication’s (Artisoft)
TeleVantage to speech-enable the name
directory, allowing all callers to have
hands-free and numeric-free phone
interactions. It allows for alternate
names, nicknames and various spellings
and pronunciations to be recognized.
In addition, this solution enables users
to retrieve, reply and manipulate e-
mail, navigate voice mail and access
IVR applications. New features in ver-
sion 2.0 include additional functionali-
ty in voice mail, e-mail and administra-
tive options. Users can utilize speech to
access and place an outbound call to
any of their TeleVantage personal or
company contacts. Also, TeleVantage
administrators can configure their data-
bases remotely for easier access.

Mitel Networks
http://www.mitel.com
Visual Architect with Call Center
Stimulator

Q: Are there any unique or distinctive
features about your product or service?
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A: With the Visual Architect and
Call Center Simulator, the challenging
task of managing a contact center
enterprise has been simplified. With
use of the Visual Architect, a drag-and-
drop “visio” interface is used to design
a network of contact centers for the
enterprise and for with Mitel’s XML
technology (MiXML), and it can be
implemented from a single desktop.
The Call Center Simulator can be used
to ensure that all service levels are
achieved or maintained for every ACD
Media Queue in the enterprise. This is
performed by using historical call
record information or preset values.
The Simulator will show information
such as calls waiting, answered call per-
centage, abandoned call percentage and
service levels. The Visual Architect can
be used to tweak the design of the con-
tact center until acceptable service lev-
els have been proven by the Simulator.
The Visual Architect can then be used
to program and implement the com-
plete enterprise of Mitel’s 3300 IP sys-
tems.

NetOffice
http://www.netoffice.com
NetOffice Suite

Q: Would you please briefly describe
your product or service?

A: NetOffice Suite 2005 can be
customized for small, medium, large
or government organizations. It
includes the following capabilities in
one system: unified messaging; a toll-
free number with follow-me; contact
management; data backup and man-
agement; detailed call reporting;
automatic e-mail campaign manage-
ment; e-fax; calendar sharing/collabo-
ration; task management; and mes-
sage handling. Distinctive features
include the following: integrated
computer telephony, fax and e-mail;
sharing and collaboration; unified
inbox; contacts; CRM,; files; calen-
dar; tasks; data backup; and automat-
ic e-mail marketing — all from one
place on the Web.
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Nexidia
http://www.nexidia.com
NEXminer Enterprise

Q: Are there any unique or distinctive
features about your product or service?

A: Nexidia’s technology features the
unique, patent-pending Phonetic Search
Engine, which is an open-vocabulary
retrieval system that greatly reduces the
time and increases the accuracy of
searches against large collections of
recorded speech. Unlike the other audio
search and analytics vendors, Nexidia
does not translate the audio file to text
in order to search. Because the technol-
ogy is based on phonemes (the most
basic unit of human speech),
NEXminer Enterprise can search/ana-
lyze blended words, proper names,
slang, industry terms, jargon and code
words, which are generally not found in
traditional dictionaries. NEXminer also
supports many more languages than its
competitors, including North American
English, Latin American Spanish,
German, Mandarin Chinese, Japanese,
Korean, Gulf States Arabic, Modern
Standard Arabic, Farsi and Iraqi.

NICE Systems
http://www.nice.com
NICE VolP

Q: Would you please briefly describe
your product or service?

A: NICE VoIP provides a full range
of recording applications, including
Total Recording, Selective Recording,
Recording-on-Demand, and Quality
Management Recording. The system
works seamlessly with blended (tradi-
tional and VoIP) environments and is
fully integrated with NICE’s Customer
Experience Management (CEM)
Platform. Organizations can record with
NICE VoIP across new communication
channels, while capturing and analyzing
interactions for compliance or quality
management. With NICE VoIP, every
interaction becomes an opportunity to
enhance customer experience in ways
that reduce liability and increase cus-
tomer satisfaction.
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Nortel
hitp://www.nortel.com
Nortel IP Contact Center

Q: Would you please briefly describe
your product or service?

A: By deploying IP with Nortel con-
tact center solutions, a company also
can increase savings and reduce operat-
ing costs. Rather than maintain separate
voice and data infrastructures, they can
be converged to operate more efficient-
ly and reduce staffing and training
costs. Nortel IP Contact Center solu-
tions include the following: Symposium
Call Center Server; Symposium Express
Call Center; Succession 1000; and
Symposium Web Center Portal. Nortel
IP Contact Center uniquely offers a
comprehensive range of multimedia
capabilities with the same reliability and
quality users have come to expect with
a TDM-based solution. Because Nortel
IP Contact Center solutions are infra-
structure-neutral, they do not require a
proprietary data network and they
function independent of network infra-
structure: IP, TDM or mixed.
Employees, agents, supervisors, man-
agers and administrators can all work
anywhere they have secure Internet
access, not just in locations on the com-
pany WAN, using softphones and
browser-based tools.

Nuance Communications, Inc.
http://www.nuance.com
Nuance Voice Platform 3.0

Q: Would you please briefly describe
your product or service?

A: Nuance Voice Platform 3.0 is the
industry’s first open, standards-based
VoiceXML platform that is optimized
for the deployment and operation of
voice automation solutions. Nuance
Voice Platform 3.0 allows enterprises
and telecommunications companies to
fully realize the cost savings, revenue
generating and customer satisfaction
potential of voice automation solutions.
Featuring a new application design and
deployment environment, it offers inte-
gration with Nuance’s latest speech tech-
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nologies, as well as broadened support
for a range of standards and operating
systems. Organizations also benefit
from the seamless migration between
on-premise and hosted environments.
A new, key component of the Nuance
Voice Platform is the Nuance
Application Environment, which helps
businesses overcome common barriers
to implementing speech solutions from
design through post-deployment.
Other key elements of the Nuance
Voice Platform 3.0 include Nuance
Conversation Server and Nuance
Management Station.

Nuasis Corporation
http://www.nuasis.com
Nuasis NuContact Center

Q: Are there any unique or distinc-
tive features about your product or
service?

A: The Nuasis NuContact Center is
a software-only, multimedia, single
network system for multisite routing
and multisite management that offers
companies all the familiar and required
functionality of traditional ACDs, with
improved multisite management capa-
bilities and dramatically lower acquisi-
tion and operating costs.

The unique technology behind the
NuContact Center is its patent-pend-
ing Enterprise Routing Architecture
(ERA). ERA allows companies to man-
age multiple contact centers as a single
center. The NuContact Center also
offers the following: best-agent routing
across the network; a single agent desk-
top for all media; lower operating
costs; CTI built in; unmatched scala-
bility; and the system is designed for
mission-critical operation (i.e., system
availability can be installed).

Parus Interactive
http://www.parusinteractive.com
Parus Interactive Retail Voice
Response Solutions
Q: Are there any unique or distinctive
features about your product or service?
A: Our products are speech-driven
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and hosted. We provide highly cus-
tomized application development. We
can host carrier-grade PSTN/VoIP
telecommunication services, and we
can port local numbers. Parus
Interactive has its own cost-efficient,
converged PSTN/VolP Media
Switching Platform, which we control
exclusively. Moreover, we have intelli-
gent routing technology, of which
our speech apps take full advantage.
Our multiple Web and voice tech-
nologies are keys in delivering the
high value marketing services to cus-
tomers in the retail market segment.
With our new, unique and propri-
etary voice application development
framework, we can design, develop,
maintain, customize and support
simple or complex packaged and cus-
tom speech applications significantly
faster and cheaper than most com-
petitors.

Plantronics, Inc.
http://www.plantronics.com
Plantronics CS50-USB Headset
System

Q: Would you please briefly describe
your product or service?

A: The Plantronics CS50 Wireless
Office Headset System brings the
ultimate in mobility and hands-free
conversations to your phone. The
CS50 gives you eight hours’ of talk
time and the wireless convenience to
roam up to 300 feet with secure con-
versations. And remotely taking or
ending a call is as simple as pressing a
button with the optional Plantronics
HL10 Lifter. Also, VoIP users gain
unprecedented mobility and wireless
freedom with the Plantronics CS50-
USB, the industry’s only wireless
USB headset system to deliver call
answer/end capability and remote
ring detection. Leveraging
Plantronics’ successful CS50 wireless
headset system for the office, the
CS50-USB allows users to roam up
to 200 feet from their PC softphones
without missing calls.
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Siemens Communications, Inc.
http://communications.usa.siemens.co
m/home.html

HiPath ProCenter Agile Version 6.0

Q: Are there any unique or distinctive
features about your product or service?

A: ProCenter Agile’s Agent desktop
has an innovative GUI design and pro-
vides presence and collaboration tools
for increased first-contact resolution.
Agile’s presence-enhanced tools include
a “Team List” and a “Team Bar” inte-
grated in the application’s desktop to
allow agents to visually monitor the
real-time availability of other agents,
managers and subject matter experts
across the enterprise. Additionally,
Agile’s Agent desktop is extremely cus-
tomizable with the following: “tear off
and park” toolbars; single “click” to
change Agent desktop language “on-
the-fly” to one of six languages; a
“compact mode” to reduce screen foot-
print to a system tray icon; streaming
real-time statistics and personal per-
formance data; softphone with a full
set of telephony tools; and automatic
screen-pop with customer and call
details, synchronized with the arrival of
each call at the desktop.

Sivox Technologies, Inc.
http://www.sivox.com
SIVOX RealCall 4.0 Enterprise

Q: Are there any unique or distinctive
features about your product or service?

A: In SIVOX RealCall 4.0
Enterprise, we've included remote
training access, connectivity to differ-
ent enterprise apps and support for IP
environments. SIVOX RealCall sup-
ports remote agents. Agents in the
field merely install the client software
from a CD or from a secure Web site,
enter their username and password,
and they are ready to begin their own
customized contact center training
program. The remote training module
supports all the features and functions
of the network-based SIVOX RealCall,
such as real-time coaching, voice
recording and agent grading and cen-
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tralized data reports. SIVOX RealCall
has also been re-engineered to provide
a solid platform for future training
suite applications.

Stealth Communications, Inc.
http://www.stealth.net
The Voice Peering Fabric

Q: Would you please briefly describe
your product or service?

A: The Voice Peering Fabric is a dis-
tributed Layer 2 Ethernet Fabric for

the purpose of exchanging VoIP traffic.

The service provides an economical
traffic exchange environment where
VoIP participants can directly connect
to each other, avoiding unnecessary
delays and relays. The VPF also incor-
porates free access to the VPF ENUM
Registry, allowing its members to send
and receive calls directly among one
another within the IP domain, bypass-
ing the PSTN and eliminating termi-
nation charges.

Stratasoft
http://www.stratasoft.com
StrataSIP Web Agent

Q: Would you please briefly describe
your product or service?

A: StrataSIP Web Agent is a VoIP-
enabled softphone that uses SIP for
use on the StrataDial.VC2 call center
software suite. StrataDial.VC2
includes full support of remote call
center agents for processing both
inbound and outbound (blended)
calls. Utilizing the latest advance-
ments in VoIP and SIP, remote agents
can be launched from anywhere in
the world. These remote call center
agents appear as seamless members of
the entire call center agent pool and
can be monitored, adjusted and acti-
vated exactly like agents working in
the call center — using only a
Windows-based PC, a high-speed
Internet connection and a USB head-
set. Remote center or home agents
can now be turned up without having
to ship hardware devices for conver-
sion from IP to analog.
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Strategic Computer Support
hitp://www.strategicinc.com
ASD Softswitch

Q: Are there any unique or distinctive
features about your product or service?

A: With a focus on contact center
needs and functionality at the heart of
our design, as well as an acute under-
standing for ROI, ASD Softswitch has
been designed to facilitate current and
anticipated future needs. Artificial intel-
ligence has been incorporated into our
products to learn from the existing
environment, allowing supervisors and
managers to focus on the activity of
supporting their agents. We deliver a
turnkey system, and many times our
installation is accomplished in one day.
Our philosophy is to offer all the func-
tionality needed for a call center
(inbound, outbound, blended calling,
VolP, IVR, digitized recordings,
video/audio monitoring, etc.) for one
low fee per agent. This allows our cus-
tomers to implement features and func-
tionality on their schedule as their busi-
ness needs grow. Further, as new fea-
tures are added to the system, cus-
tomers receive them at no added cost as
part of our maintenance package.

SupportSoft
http://www.supportsoft.com
ServiceVerify

Q: Are there any unique or distinctive
features about your product or service?

A: SupportSoft’s solution is able to
identify problems at the premises (or at
the computing endpoint) and within
the IP network — something unique to
only SupportSoft.

Telephony@Work, Inc.
http://www.telephonyatwork.com
CallCenter@nywhere

Q: Would you please briefly describe
your product or service?

A: CallCenter@where is an
“Integrated-by-Design” multimedia,
multisite IP contact center system. It is
deployed in both single- and multiple-
site contact centers and in mission-criti-
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cal networks for service providers. The
most common contact center applica-
tions — such as voice mail, IVR, quality
monitoring, e-mail, Web chat and col-
laboration, and outbound predictive
and preview dialing — are integral to
the design, resulting in greater function-
ality, increased productivity, and lower
acquisition and operating costs. Some of
its unique features are as follows: inte-
grated-by-design status; its adaptability;
mirrored hot standby redundancy; its
scalability; thin clients; site independ-
ence; its skills-based routing; outbound
campaign support; its multichannel data
store; and, finally, its multitenant capa-
bilities.

TeleTech Holdings, Inc.
http://www.teletech.com
TeleTech On Demand

Q: Would you please briefly describe
your product or service?

A: TeleTech On Demand services pro-
vide clients access to our technology
infrastructure on an as-needed basis.
This approach offers multiple benefits:
decreased capital expenses, availability of
new capabilities without investing in
infrastructure and the people to support
it. With TeleTech On Demand, technol-
ogy services are available anywhere,
24/7, enabling clients to deploy infra-
structure consistently across all facilities.
Clients can outsource their entire cus-
tomer management functionality to
TeleTech, or they can access services a la
carte while retaining existing staff. On
Demand products and services include
Intelligent Systems On Demand,
Performance Applications On Demand
and Dynamic Insights On Demand.

Toshiba American Information Systems
Inc. — Digital Solutions Division
http://www.telecom.toshiba.com
Toshiba Strata CIX

Q: Are there any unique or distinctive
features about your product or service?

A: All features to all users, no matter
where they are, as the system supports
IP phones, IP wireless handsets, both
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analog and digital telephones, IP soft-
phones on laptops and tablet PCs.
Because it is built on open standards,
the Strata CIX will also work with stan-
dards-based SIP telephones. The Strata
CIX FeatureFlex adaptability feature
allows users to customize their own
individual features to help them be
more efficient with their communica-
tions solution. Toshiba’s new system
administration tool, eManager, unifies
the programming of Toshiba’s Strata
CIX and the Stratagy ES Voice
Processing system, allowing technicians
and system administrators to program
both systems together. My Phone
Manager, a new personal administration
tool, gives control to end users, putting
personalization in the hands of individ-
ual users. Additional capabilities and
features include the following: multiple
(i.e., numerous; e.g., 250 +) applications
on a single system; pure IP or add digi-
tal TDM; and Toshiba’s legendary
migration path.

Utopy, Inc.
http://www.utopy.com
SpeechMiner

Q: Would you please briefly describe
your product or service?

A: Utopy SpeechMiner is a speech
analytics solution for contact centers
within enterprises, service providers and
outsourcers. Our patent-pending
Deliberate Listening voice data mining
technology transforms recorded cus-
tomer-agent telephone conversations
into mission-critical information,
reports and alerts that help managers
and executives improve customer satis-
faction and enhance agent productivity.
SpeechMiner can automatically listen to
thousands of calls and categorize them to
determine why customers are calling;
can identify best practices; can detect
callers’ churn behaviors; and can identify
call deflection call-types. SpeechMiner
can extract a wide range of hidden busi-
ness intelligence directly from customers
to help managers improve systems, pro-
cedures and people to deliver higher
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IP CONTACT CENTERS

quality products and services.

The SpeechMiner SMART is a wizard
that assists users in developing new
business event definitions. SMART
walks the user through a simple process
to define custom topics.

VoiceGenie Technologies Inc.
hitp://www.voicegenie.com
NeXusPoint

Q: Would you please briefly describe
your product or service?

A: NeXusPoint is a standards-based
software platform powering customer
contact solutions and next-generation
networks. VoiceXML 2.0 certified, it
delivers flexible, reliable and scalable
infrastructure for developing and deploy-
ing DTMF (touch-tone) or speech-
enabled applications. With a feature-
rich, robust and high-performance archi-
tecture, NeXusPoint facilitates speech
application deployment for any type or
size of business, whether you are deploy-
ing simple touch-tone IVR services for
customer self-service, improving internal
operations with automated attendants or
hosting sophisticated voice services for
high-impact revenue enhancements.
Version 6.4 includes the following new
features: broader operating support;
enhanced reporting and monitoring fea-
tures; improved standards support;
extended ASR/TTS support; and an
entirely open architecture. Platform per-
formance offerings: low latency; high
scalability; and high density.

VolIP, Inc.
http://www.voipinc.com
voiptrunking

Q: Would you please briefly describe
your product or service?

A: voiptrunking is a new offering
allowing new and existing IP-enabled
PBX operators to peer with the Public
Switched Telephone Network (PSTN) in
their native VoIP protocols. This appli-
cation allows subscribers to fully leverage
the power and functionality of their
next-gen systems, while finally reaping
the toll savings that contact center and
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enterprise customers expect from VoIP.
Unique features include these: native
VOIP interconnection to existing IP-PBX
operators; the ability to select and provi-
sion U.S. toll-free numbers from all
major U.S. markets in real time, via cus-
tomer Web portal; automatic disaster
recovery and overflow for inbound num-
bers; and the ability for calls to be routed
to customer-defined intercept message.

Witness Systems
http://www.witness.com
eQuality ContactStore for IP

Q: Would you please briefly describe
your product or service?

A: The eQuality ContactStore for IP
platform provides converged voice and
data networks with the high level of
sophistication and robust feature set
that has long been accepted as standard
in telephony recording. eQuality
ContactStore for IP offers the following:
scalable Web-based architecture; a single
URL administration point; a single view
of contacts across sites; extension man-
agement benefits; built-in business intel-
ligence tools; recording parameter con-
trol; the ability to record both sides of
conversations separately; unified data-
base; full integration; simple software
administration; and full support of the
market’s major switch vendors.

Xten Networks, Inc.
http://www.xten.com
eyebeam SDK vi.1

Q: Would you please briefly describe
your product or service?

A: This software development kit
(SDK) is used to build IP communica-
tions applications for VoIP, IP videocon-
ferencing, instant messaging and pres-
ence. By leveraging open standards and
exposing more than 28 APIs, true flexi-
bility and maximum control is obtained
through a rapid development process.
Operators interested in creating a dis-
tributed IP contact center quickly could
easily use the eyeBeam SDK to create
the perfect end point for their needs.

eyeBeam SDK 1.1 introduces the fol-

March 2005

lowing SIP-based instant messaging,
presence and storage management tech-
nologies: instant messaging; contact-list
management; privacy management;
peer-to-peer presence; server-based pres-
ence; server-managed contact lists; serv-
er-side contact list/privacy list; storage
using WebDAV or XCAP; server-side
contact list sharing, using XCAP; server-
side privacy management, using XCAP;
and automatic updates to contact
lists/privacy lists.

Zeacom, Inc.
http://www.zeacom.com
Zeacom ContactCenter

Q: Are there any unique or distinctive
features about your product or service?

A: Zeacom ContactCenter (formerly
Smart Connect, also known as Q-
Master) improves the routing and
reporting of all inbound and outbound
customer contacts, whether by voice, e-
mail, Web chat or fax. This solution is
unique in its class because of its unpar-
alleled depth of real-time reporting and
third-party integration capabilities, sin-
gle GUI administration across multiple
IP-PBX platforms and its multichannel
universal queuing engine. Further, its
integrated voice mail application offers
user/caller profiles, and visual agent
presence throughout the IP network and
with built-in Outlook Calendar integra-
tion. Other features and capabilities:
caller 1.D. of abandoned calls; real-time
call center metrics available to all agents
via desktop application; all multichannel
modules across multiple IP-PBX plat-
forms are managed from a single admin-
istration application; and Outlook
Calendar integration with messaging
application. CIS

If you are interested in purchasing reprints of this arti-
cle (in either print or HTML format), please visit
Reprint Management Services online at
http://www.reprintbuyer.com or contact a representa-
tive via e-mail at reprints @tmcnet.com or by phone at
800-290-5460.

For information and subscriptions,
visit http://www.TMCnet.com or call 203-852-6800.
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Know your caller before you answer.

With databases of 250 million consumers and 14 million businesses you know more information on a caller
than just a name and phone number. That means you can begin a real database marketing program.

a Enable call centers to display key information on agents’ screens before the call is answered.
0 Shorten data collection time by an average of 30 seconds per call or a savings of $.45 per call.
e Increase accuracy and eliminate data entry errors.

Q Allow agents to spend more time serving customers and closing sales.

9 Make it simple to implement, with no equipment to buy or hardware to set up.

PEOPLE PROFILE BUSINESS PROFILE

(925) 960-2368 (402) 571-1535

David T. Slater Artisan Woods Number of Employees: 1-4

635 Glade Fork Road 3377 N 88th Plaza Type of Business: CABINETS-

Crab Orchard, KY 40419-9738 Omaha, NE 68134-4751 MANUFACTURERS

Home Value: $145,000 Sales Volume: Less Than 500,000
Credit Rating Score: 92 (A) Excellent

USES & APPLICATIONS

e Customer Relationship Management: Your CRM system will be vastly improved through prospect
profiling and improved customer relationships.

e Call Routing: Direct the call to where it can best be served.

e Sales Order Entry: Reduce data collection time, freeing up your staff for better service and quicker
order processing.

e Marketing Enhancements: Add the enriched demographics to adjust your current campaign and
create future ones.

e Customer Profiling: Benefit your existing portfolio with more targeted marketing and
personalized service.

To get started, call Amit Khanna at 888-316-0237 or
email: license@infoUSA.com for a brief presentation on the service.

° ®
l nf' 0 l ]S Website: www.license.infoUSA.com

5711 S. 86th Circle

Sales Leads Omaha,NE 68127

Mailing Lists
Business Credit Reports
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NEXT-GEN CONTACT CENTER

IP Contact Center Technology:
What You Need To Know (Part |I)

Multisite Contact Center Technology Centralization:

Eliminating The Risks

Last month, we focused on how multisite organizations can
leverage IP contact center (define - news - alert) technology to
maximize productivity through more efficient routing while
dramatically reducing technology operating costs and increas-
ing the overall quality of their customer service delivery. We
also focused on a few core technological pitfalls that can be
easily avoided early on — but which inevitably lead to disaster
if they aren't addressed up front.

This month, we'll be focusing more on how software archi-
tectures can determinatively impact the political viability of
any technology centralization initiative; in other words, how
technology can overcome rather than reinforce the traditional
objections to technology centralization.

Technology Must Address Political Realities

In general, local managers can't be counted on to support a
technology centralization initiative that would place their site’s
operational efficiency (upon which their careers and compen-
sation are typically dependent) in the hands of a remote IT
department that is not accountable within their own local
reporting structure.

One option, of course, is to try to bulldoze over those
objections and gain approval for implementing shared infra-
structure anyway. Of course, even if you
did succeed in getting the job done over
local objections, the operational challenge
would remain — since local productivity
could ultimately be compromised by the
whims and competing obligations of a cen-
tralized IT staff. Of course, at that point,
the affected managers would already know
who to blame.

So What’s The Real Answer?

The answer lies in technology that is
designed-for-purpose to address the need
for segmented, decentralized control over
shared technology resources. In other
words, the answer to winning over the
opposition lies in technology that provides
local managers with even greater control
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Given the lack
of clarity in
current terminology,
caveat emptor
(“buyer beware”)
obviously applies.

over their proposed “virtual” infrastructure than they had
before with traditional premise-based systems.

“Multitenant” Technology

The term that our industry has most consistently applied to
solutions that empower companies to share centralized infra-
structure while maintaining local autonomy is “multitenant”
technology. Interestingly, this same term also applies to tech-
nology centralization solutions that don't provide any mecha-
nism for local autonomy. Given the lack of clarity in current
terminology, caveat emptor (“buyer beware™) obviously
applies.

Historical Context
Today, service providers such as MCI (quote - news - alert),
TELUS (news - alert), Siebel (quote - news - alert) (“Contact
On Demand”) and others offer hosted “multitenant” contact
center services as commercial alternatives to traditional prem-
ise-based systems — with “tenant autonomy” that is clearly
superior to what can be achieved with traditional premise-
based systems. Since companies planning to migrate to cen-
tralized infrastructures will inevitably have to address the same
show-stopping issues that plagued early service provider
deployments, an understanding of their
early challenges is important.

Lessons Learned From Commercial
Service Providers

“Multitenancy” within shared infra-
structure is a concept that grew out of the
ambitions of large telephone companies
and other service providers to extend their
brands into “hosted” or “virtual” commu-
nications infrastructure services. Their
mission was (and still is) to compete
directly with traditional premise-based sys-
tem vendors by eliminating the need for
companies to deploy their own systems
and IT staff at any corporate location.

Initially, some service providers tried
hosting dedicated systems on behalf of
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EXPERTS

CALL CENTER & E-CONTACT TECHNOLOGY MADE EASY

subscriber clients; this “managed services” approach delivered
little end-user value beyond a marginal labor arbitrage. Its
inherent inefficiency also made early service provider offerings
too expensive to capture any significant market share. It soon
became clear that the missing ingredient was economies of
scale — which needed to be passed on to the corporate con-
sumer in the form of lower prices. It also became apparent
that in the next-generation offering, all subscriber companies
would have to be serviced from a common centralized plat-
form.

The first deployments of multitenant technology were
rushed to market and relied on retro-fitted solutions based on
older, premise-based technologies. As a result, they relied on a
single set of software executables to govern all “tenants”;
meaning that the business logic of all locations had to be
intertwined in common customized software. At that time,

Subscribe FREE online at www.cismag.com

“multitenancy” referred only to data segmentation — where
only the proprietary data of each tenant was segmented and
kept separate. This approach accomplished the objective of
enabling tenant locations to share common licenses, hardware
and phone lines — but it also required local autonomy to be
entirely sacrificed.

The retro-fitted approach was also rife with other chal-
lenges. Since all tenant companies shared common back-end
software processes, provisioning new campaigns or modifying
old ones for any individual tenant carried with it the risk that
new bugs would be introduced for all tenants. Carriers called
this the “new bugs for old tenants” problem, and it effectively
prevented service providers from scaling their businesses.
Multitenancy couldn't deliver economies of scale if you were
afraid of adding new tenants; and customer satisfaction suf-
fered as service providers feared the technology stability conse-
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quences of being responsive to their legacy subscriber tenants.

For a while after this phase, the momentum toward hosted
services stagnated. While “traditional” vendors largely shied
away from making any significant investments in multitenant
technology, it was left to a few rebel engineers to leave the
security of their traditional vendor roots and start their own
companies in order to develop an entirely new breed of hosted
services technology.

The Call Center Uncentered

In the contact center industry, we're used to old termi-
nology falling by the wayside to make room for new ter-
minology. We're a technology-driven industry, and tech-
nology is subject to change at a pace that is only exceed-
ed by that of the fashion industry. We've seen a lot of
ideas, terms and acronyms come and go in the call center
industry, including the replacement of “call center” to
“contact center.” What we may never have expected to
consign to the bin of old terminology is the word “cen-
ter” itself.

Is a call center still a call center when its agents are dis-
tributed around the state, around the country or around
the world? Are a collection of home agents, some special-
ists on call, one salesman on the road, an outsourced
help desk and a small call center in a foreign country col-
lectively still considered “a call center”? Can we continue
to use the term when, increasingly, a single centralized
location to which communications are routed doesn’t
actually exist anymore?

Technologies, especially those that are Web-based and
IP-enabled, have forced us to start rearranging how we
think of our business environments. \We're the generation
that’s having to make the largest adjustment: those of us
who grew up with a single Bakelite dial phone on a table
in the hallway and who understood that a long-distance
phone call meant someone was dead, have had to make
the mental transition to anytime, anywhere communica-
tions. Younger people in their teens and twenties, and
those who are children today, won't need to make this
transition: telecommunications for them will always have
been fluid, flexible and always-on.

Consider that when we make a phone call, we still
refer to it as “dialing,” even though the dials disappeared
off phones more than 25 years ago. Perhaps “call center”
is a term that we can keep as it passes from a literal place
to a virtual organization, which leaves us free to worry
about only next season’s hemlines and colors.

By Tracey Schelmetic
Editorial Director
Customer Interaction Solutions
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Soon a new service provider technology paradigm emerged
that addressed all of the prior limitations and empowered the
delivery of hosted contact center services at scale. Part of this
new paradigm involved the ability to run separate software
processes for each tenant while sharing common hardware,
licenses and phone lines. This enabled tenants to enjoy
autonomous control over their own technology-driven busi-
ness processes without jeopardizing the stability of the central-
ized infrastructure or sacrificing any economies of scale.
Segmented software processes also offered the added benefit of
enabling an unlimited number of tenant-specific custom inte-
grations to take place with different third-party products
without resulting in “code bloat.”

This new paradigm also introduced the concept of “integra-
tion-by-design”; so the diverse contact center technologies
that previously had to be cobbled together by integrators
could now be easily provisioned and modified on demand
from browser menus. These menus mirrored traditional needs
analysis approaches in order to eliminate the need for sacri-
fice. Of course, Web services also had to be provided to
empower both nonstandard deployments and local integra-
tions with third-party client software.

That was five years ago. Service provider technology has
matured greatly over the last five years — with carriers and
service providers around the world now delivering or launch-
ing hosted contact center services at scale to their customers.

The benefit to subscriber companies arising from this
unique menu-driven approach turned out to be enormous as
well. It empowers tenant managers to provision their own
multimedia campaigns on demand — and “fix” their own
strained business processes in real time at even the most gran-
ular levels. As you might expect, companies that can address
such issues quickly make more money. Not surprisingly, that
intuitively obvious conclusion has also been supported by aca-
demic research.

In Short

Companies considering deploying centralized infrastructure
would do well to closely examine the architectural underpin-
nings of their proposed solutions from the historical perspec-
tive of the commercial service provider experience. Hosted
services technology, originally developed for commercial host-
ing, has really become the enabler for successful “corporate
hosting” of IP contact center technology across geographically
dispersed sites.

Eli Borodow is the CEO of Telephony@Work, the leading provider of
adaptive, multitenant IP contact center technology for service
providers and multimedia contact centers. Kevin Hayden is the
Director of Integrated Contact Centre Solutions at TELUS
Communications Inc., a tier-1 telecommunications carrier in
Canada. TELUS offers Telephony@Work’s CallCenterAnywhere
solution to Canadian companies on a hosted basis and is the
Canadian leader in hosted contact center services.
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One In Five Customers Bypass The Human Touch

As Poor Service Drives Self-Service Calls

Growing customer dissatisfaction with contact center service levels is boosting the use
of interactive voice response (IVR) as 20 percent of customers opt for self-service channels
over agent-handled calls, reveals a new report from IT solutions and services company
Dimension Data. The seventh Merchants Global Contact Center Benchmarking Report
states that the trend toward self-service is set to continue as speech recognition technolo-
gy is predicted to grow by almost 180 percent, with six percent currently using the technol-
ogy and a further 17 percent planning to install it over the next 12 months. The growth of
self-service channels can be explained by the report’s conclusion that customers’ calls are
more likely to be resolved through self-service channels (76 percent resolution) than
through assisted service that requires an agent to initially handle the call (50 percent). This
trend toward self-service is also being driven by contact centers’ cost reduction targets,
which are included in almost 60 percent of all business strategies. However, it is important
to note that a lack of agent service (13.3 percent of calls are abandoned before they are
even answered) should not be the driver for IVR and self-service initiatives.

Andrew Briggs, CEO of Dimension Data’s Customer Interactive Solutions, comments:
“Self-service technology has seen considerable growth over the last 12 to 18 months as
speech technologies seem to finally have come of age. User-centered design and improved
functionality of speech recognition means self-service has become an accepted and even
preferred choice for customers.”

The report also reveals encouraging signs that the contact center industry is beginning
to realize the benefits from Internet protocol (IP)-based architectures. One in five centers
(20 percent) has capitalized on the flexibility and feature-rich applications that are available
through IP. This represents a significant increase from the six percent who were using IP
technology in 2003, while an additional five percent of respondents plan to deploy IP-based
contact centers over the next 12 months.
hitp://www.didata.com

Definition Du Jour

Pronunciation Lexicon Specification

Speech is an
arrangement
of notes that
will never be
played again.

— F. Scott Fitzgerald (1896-1940),

from The Great Gatsby

(PLS) Version 1.0 LumenVox And Vocalocity Announce Solution Availability
PLS is a developing standard of the LumenVox, a developer of speech recognition technologies, and Vocalocity, a provider of

W3C to cover recognition and syn-
thesis of words with which the sys-

standards-enabling software components and tools, announced a co-marketing initiative
and the general availability of their integrated product solution. Vocalocity’s application-
ready Voice Browsers are VoiceXML 2.0-compliant and include packaged integrations to

tem is not familiar and th,e default several speech and telephony resources. OEM and channel partners can extend and cus-
!eXlCOﬂ cannot cope (for instance, tomize the Voice Browsers to match unique deployment requirements. LumenVox’s Speech
IN-uncommon names or proper Recognition Engine (SRE) is a world-class, low-level API available on both Windows and
nouns). It helps the text-to-speech Linux platforms, is SRGS-compliant and is designed to slip into any application. The inte-
engine pronounce difficult, unrec- gration of the Vocalocity and LumenVox products opens the door for speech developers to
ognized words in a natural-sound- cost-effectively create high-performance VoiceXML applications.

ing voice. A pronunciation lexicon
is a collection of words or phrases
together with their pronunciations

“This combined Vocalocity and LumenVox offering can be integrated within complete
speech solutions very easily and cost-effectively, and we believe it will trigger further accel-
eration in the adoption of speech and industry standards, like VoiceXML,” said John Hibel,
Vocalocity’s vice president of marketing. Numerous companies have signed on to deploy

SpeCIIer.d using an appropriate pro- applications based on the LumenVox/Vocalocity solution.

nunciation alphabet. “The interest in this solution has exceeded our expectations,” stated Edward Miller, pres-
ident of LumenVox. “We consider this solution a windfall for VoiceXML, speech recognition
and the general marketplace, as companies are requesting and requiring speech-enabled

applications.”

The LumenVox and Vocalocity solution is available from Vocalocity and Vocalocity VARS,
including Newfound Communications (http://www.newfoundcomm.net).
hitp://www.lumenvox.com and http://www.vocalocity.com
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Half The Equation:

Open Standards Are A First Step Toward Speech Automation

Today, well-engineered speech recognition (define - news - alert) systems achieve high customer satisfac-
tion and high returns on investment in many customer service areas, including stock trading, flight infor-
mation, catalog ordering and directory assistance. Although speech automation’s potential has become
widely recognized, few IT organizations have had the means to build or maintain speech systems, relying
instead on expensive services from speech engine vendors or specialist system integrators. One major
impediment to speech development efforts was removed when the industry adopted open standards and
Web technologies familiar to mainstream IT organizations. However, a larger obstacle still remains: speech
development methodologies and tools must improve to address the unique demands of voice user inter-
faces before mainstream enterprises can reliably deliver high quality speech systems at a reasonable cost.

The First Step: Open Speech
Standards

The earliest development approaches
required programming in the applica-
tion program interface (API) specific to
each speech recognition engine. This
approach burdened developers with low-
level, recognition engine-specific details
such as exception handling and resource
management. Moreover, the proprietary
nature of these APIs restricted the flexi-
bility with which enterprises could
deploy applications. Most software com-
ponents had to be sourced from a single
vendor and had to be deployed in a sin-
gle location, and the resulting applica-
tions could not be easily ported to other
platforms.

The advent of voice languages such as
VoiceXML and SALT (define - news -
alert) contributed to a Web-based devel-
opment process. These languages allow a
distribution of responsibilities in a
speech system between a voice browser,
which performs the speech recognition
function, and a server application, which
contains the application logic and user
interface behavior (expressed in the

86 CUSTOMER INTERCTION Solutions®

voice language). As a result, application
developers no longer concern themselves
with speech engine API calls, but
instead are responsible for generating
documents that can be executed by the
voice browser.

VoiceXML (define - news - alert)
(Voice Extensible Markup Language) is
a standard endorsed by the World Wide
Web Consortium (W3C) for speech
application development. The first spec-
ification was released in March 2000 by
the VoiceXML Forum
(http://www.voicexml.org/), an industry
body that now has 375 member compa-
nies, including IBM (quote - news -
alert), Nuance, Motorola (quote -
news - alert) and AT&T (quote - news
- alert). The latest version, VoiceXML
2.0, became a W3C recommendation in
March 2004. VoiceXML voice browsers
are already available through dozens of
vendors; in all, a hundred or so vendors
provide compliant products.

By Patrick Nguyen
Voxify

March 2005

Commercial VoiceXML deployments
have been estimated in the thousands.

SALT is a newer standard, proposed
by the SALT Forum (http://www.saltfo-
rum.org/), and is somewhat competitive
with VoiceXML. The intent of SALT is
to facilitate multimodal applications,
allowing spoken interfaces to be used in
conjunction with a keyboard and a dis-
play screen, so that Web pages can be
accessed by different client devices.
However, SALT can also be used to
build voice-only applications, and one
of its targets is to simplify speech appli-
cation development. The major propo-
nent of SALT is Microsoft, but many
companies support both SALT and
VoiceXML, including Intel, Cisco, HP
and ScanSoft. Only a few SALT voice
browsers are currently available. The
most prominent is Microsoft’s Speech
Server, which has attracted developer
interest due to its integration with
Microsoft’s .NET framework. To date,
SALT has few publicly announced com-
mercial deployments.

VoiceXML is a larger language that
contains its own procedural and trans-
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port elements. In contrast, SALT is a
lightweight extension to existing
markup languages, most notably
HTML and XHTML. SALT tags are
embedded within the HTML DOM
(document object model) event and
scripting environment, a model familiar
to Web developers. Dialog flow is man-
aged by combining SALT elements with
DOM object properties, methods and
events. This programming approach is
well-suited to multimodal applications
because visual and speech elements on a
Web document are peers. VoiceXML,
on the other hand, has constructs
designed specifically for speech-only
interfaces, such as dialogs with prede-
fined execution flows.

Despite the competition, SALT sup-
ports various W3C standards associated
with the VoiceXML standard, including
SRGS, the W3C speech recognition
grammar specification; SSML, the W3C
language for controlling TTS (text-to-
speech) pronunciation, emphasis and
intonation; and ECMAScript, the
scripting language specification.
Moreover, SALT has been submitted to
the W3C'’s Voice Browser working
group, and some of its concepts may be
incorporated into the next VoiceXML
standard.

VoiceXML and SALT are both pres-
entation layer languages that deliver a
number of benefits. First, they are
associated with a Web development
model familiar to most programmers.
Second, they support flexible deploy-
ment architectures — the voice brows-
er and server application can be co-
located or separated, and can be man-
aged by the same or different entities.
Third, they offer the prospect of appli-
cation portability across different ven-
dor platforms.

Much More Is Needed For
High Usability

Despite these benefits, developing
speech applications remains a complex
undertaking. Industry estimates for
delivering a customer-facing speech
application of moderate complexity

88 CUSTOMER INTERCTION Solutions®

range from 3,000 to 6,000 person hours
(including requirements analysis, dialog
design, coding, source system integra-
tion, audio processing, testing and tun-
ing), and first-time efforts can be con-
siderably longer.

Building a highly usable speech sys-
tem with existing VoiceXML and SALT
tools is costly, slow and difficult. Most
tools implement a development model
similar to that used for creating a work-
flow application or a touch-tone menu
tree. The developer is provided a palette
of dialog components and a canvas on
which these components can be
sequenced with some transitional logic.
The dialog components encapsulate all
of the prompts, grammars and presenta-
tion code (VoiceXML or SALT)
required to collect a particular type of
data item, such as a date, dollar amount
or credit card number.

Unfortunately, dialog components
are usually too atomic — they process
a single question and answer contain-
ing a single data item. To implement
an application of any sophistication,
the developer has to manually write
new components to handle more com-
plex responses (such as user utterances
that contain multiple pieces of infor-
mation), as well as code the logic for
any “off-topic” response; that is, a
response that does not directly answer
the question posed. For example, con-
sider the following conversation
whereby a caller attempts to reconfirm
his or her flight details with a human
agent:

Agent: Do you have your confirma-
tion number?

Caller: Um, no, but I'm flying out of
Dallas on Friday.

[The caller does not provide the con-
firmation number as requested, but
rather gives some details about the
flight.]

Agent: OK, departing from Dallas.
Are you leaving on Friday, January
28th or Friday, February 4th?

[The agent passively confirms the rec-
ognized departure airport and then
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Building a highly
usable speech
system with
existing VoiceXML
and SALT tools
is costly, slow
and difficult.

attempts to clarify the actual depar-
ture date.]

Caller: | think my wife made the
reservation for the fourth.

Agent: OK, Friday, February 4th.
And around what time is the flight?
[The agent realizes that the date alone
is not sufficient to retrieve the reserva-
tion and asks for the approximate
time.]

Caller: 10:30

Agent: Is that a.m. or p.m.?

[The caller response is incomplete, so
the agent asks a follow-up question.]

The above example illustrates that
user responses in a speech application
are much more varied and less struc-
tured than in a visual application.
Callers may respond in many different
ways due to differences in their objec-
tives, the information they have at
hand, their level of understanding and
their interaction style. To achieve high
usability, a speech application must be
able to guide callers toward a desired
outcome while allowing them latitude
in their responses, such as the following
elements:

« Callers may provide information in
an arbitrary order of their own
choosing;

e Callers may use superfluous words
in their responses;

« Callers may provide multiple pieces
of information in a single spoken
utterance;

e Callers may provide — in a single
utterance — only a subset of infor-
mation requested by the application;

« Callers may clarify or correct the
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application’s interpretation of infor-
mation they have provided; and

e Callers may modify earlier responses

in subsequent utterances.

Speech applications present a new
user interaction model — one signifi-
cantly distinct from the graphical user
interface (GUI) model well known to all
computer users. A voice user interface
(VUI) requires specialized design and
implementation expertise. An effective
interface is critical for success in any
speech application and call center sys-
tem. Inexperienced callers must find the
VUI intuitive. The VUI should employ
natural and flexible strategies to accept
information and to guide callers along
the call. It should collect information in
a fast and efficient manner by avoiding
repetitive or lengthy prompts.

For any customer service call, there
might be a straightforward path the

developer hopes callers will take. In real-
ity, there are a multitude of different
paths callers will actually take, because
callers have different goals, different
information at hand, different levels of
comprehension, or different interaction
styles. At each point in the conversation,
the caller may answer the current ques-
tion, or may stray from the direct path
by reviewing previous responses, starting
another train of thought or jumping to
another part of the application. As a
result, the richer the desired user experi-
ence, the more paths the developer must
provide.

Current development tools facilitate
the construction of a call path, but still
require each path to be manually
designed and configured. This approach
is not practical for anything more than
the simplest interactions, as the number
of paths quickly becomes unmanage-

able. Furthermore, to improve usability,
the developer must add, alter or remove
paths by hand, which is untenable from
a maintenance perspective.

Changing The Equation:

A New Approach To Speech
Development

A better approach is to drive applica-
tion development at the conversation
level, which shields the programmer
from the complexity of designing and
implementing every possible call path.
In this approach, the development tool
would provide a set of services that
model the conversation skills common-
ly encountered in customer service
calls, and would construct the call
paths accordingly.

For example, a conversation skill is
disambiguation, which is the act of
determining a single interpretation
among two or more plausible interpre-
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tations derived from the caller’s
response. Using current tools, disam-
biguation would be manually imple-
mented by inserting after each existing
dialog an additional dialog that asks
the caller to select one value among a
set of ambiguous results. By contrast,
a tool that understands the concept of
disambiguation could automatically
generate the disambiguation call path
whenever multiple interpretations
arise. A more complex conversation
skill is goal-seeking behavior, the abili-
ty to process the caller’s response in
the context of the objectives of the
conversation. In the previous flight
reconfirmation example, this skill
allowed the agent to understand the
caller’s departure airport and date even
though the question asked was actual-
ly a request for a confirmation num-
ber. A development tool that is aware

T

of goal-seeking behavior could auto-
matically construct the numerous pos-
sible call paths when preconfigured
with an objective, such as obtaining a
flight itinerary.

By recognizing and codifying these
and many other common conversation
skills, a speech development tool would
allow developers to implement rich and
natural conversations with minimal
effort. This approach achieves great
savings in development cost and com-
plexity for demanding customer-facing
systems.

Open standards such as VoiceXML
and SALT are necessary components
for the mainstream adoption of speech
automation systems. These standards
offer a Web-based development model
that is already familiar to IT organiza-
tions. However, they are not suffi-
cient. Current speech development
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For any customer
service call, there
might be a straight-
forward path the
developer hopes
callers will take. In
reality, there are a
multitude of differ-
ent paths callers will
actually take.

tools still leave too much of the hard
work to the developer: conversation
skills and other elements of the voice
interface paradigm, such as goal-seek-
ing behavior, flexible recognition, nav-
igation, clarification and correction,
must be reinvented and implemented
for every speech system. Given the rel-
ative newness of the speech paradigm,
these requirements can prove over-
whelming to the developer. Speech
tools and platforms will have to better
facilitate the implementation of high
usability capabilities before enterprises
can consistently deliver high-quality
customer service through their speech
systems. CIS

Patrick Nguyen is the chief technology offi-
cer of Voxify, which creates automated
agents with the ability to handle advanced
customer service calls for call centers. He
began his software development career at
Australia’s Telstra Research Labs. Patrick
has also worked for McKinsey & Company,
and he has an MBA from MIT’s Sloan
School and a B.S. in Electrical Engineering
from the University of Melbourne.
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By Tracey E. Schelmetic

Editorial Director, Customer Inter@ction Solutions

IVRs Gone Wild

I have nothing against IVRs. Most of the time, they're helpful. | appreciate that
companies use them to offload common questions and encourage people to find
their own answers. It's the IVRs that seem to acquire a personality of their own,

desperately trying to trick the consumer off the line, that seriously irritate me.

You've probably experienced one of these.

IVR: Welcome to the Cybersweater Factory. We have one live
agent. We plan on doing our best to not let you talk to her.
Press 1 if you're calling about an existing order, press 2 if you're
calling about billing, press 3 if youd like returns information,
press 4 if youd like to update your account information, press 5
to register concern for the environment, or press 6 if you're
confused and need a moment to regroup. If you press “zero” for
an operator, your phone will spontaneously combust.

Customer: [Presses 1]

IVR: If you're calling about an existing order, please enter

your order number.

Customer: But | don't have my order number.

IVR: I'm waiting.

Customer: [Presses 4]

IVR: If youd like to update your account information, please

enter your account number.

Customer: | have no idea what my account number is.

IVR: If youd like to update your account information, please

enter your account number. Even better, please get the hell

off the phone and go to our Web site.

Customer: [Presses the * key]

IVR: I'm sorry, that is not an available option. Would you

please just go to the Web site?

Customer: [Presses 1]

IVR: I'm sorry, that is not a valid account number. If youd

like to return to the previous menu, press #. But it would be

much better for both of us if you simply went to the Web site.

Customer: #

IVR: Welcome to the Cybersweater Factory. Look, haven't we

been through this before? Why don't you just give up?

IVRs are like foreign films: we’ll accept that we have to tra-
verse a few layers to get the message, but when the village of
Lithuanian dwarves in ceremonial robes starts seeing visions of
green horses in scenes that go on for 30 minutes with no dia-
logue, we toss the movie out of the DVD player and put in The
Terminator. My usual rule with accepting an IVR is three layers.
If 1 have to go three branches down into the menu tree and my
problem still hasn't been solved, | had better be able to “zero
out” at that point and get a human.

More important, | expect the company I'm dealing with to
recognize the fact that I've gone three branches into the IVR and
am still on the phone, indicating | have an unresolved issue.

Perhaps you've had this happen to you before:

IVR: Welcome to the Marmoset Health Supply Store. Please

press one for English.

Customer: [Presses 1]

IVR: Please press 1 for billing, 2 for ordering, 3 for a catalog

and 4 for membership information from the Marmoset
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Appreciation Society.

Customer: [Presses 2]

IVR: Please press 1 for vitamins, 2 for medications, 3 for toys

and 4 for books.

Customer: But I'm looking for a bed for my marmoset! That

doesnt fit into any of those categories. [Presses 0]

IVR: I'm sorry, that is not a valid option.

Customer: [Presses *]

IVR: I’'m sorry, that is not a valid option.

Customer: [Presses #]

IVR: I'm sorry, that is not a valid option. Good-bye! [Dial tone]

The first time an VR cut me off at the final dead end of the
menu tree, | was stunned.

Please, call center managers, supervisors and executives: if
you're ever tempted to pull this trick on your IVR, go one step
further and place these words in large red letters on your home
page: CUSTOMERS, PLEASE GO AWAY. HERE'S THE
WEB ADDRESS AND PHONE NUMBER OF OUR
COMPETITION, MURRAY’'S MARMOSET MART. HAVE
A NICE DAY. In the long run, youd be doing your customers
a favor. (If you don't sell marmoset supplies, you can leave off
that bit.)

My other problem is that frequently, once I've finally gotten
out of the menu tree and into a holding pattern for an agent, |
get this: “Your call is important to us. Please hold on, and an
agent will be with you momentarily.” I've been on hold for
nearly 30 minutes in some cases, and heard that message, on
average, twice a minute. That’s 60 repetitions of the informa-
tion that an agent will be with me “momentarily.” Now, I'm
not sure what anyone else’s definition of “momentarily” is, but
mine falls in somewhere under a minute. Maybe two. Please be
honest. “Your call is not really important to us, but we'll take it
anyway, in case you want to give us money. Please hold on,
though we'd prefer you didn't, and your call will be answered
sometime before Thursday.”

And why are messages of this sort always accompanied by a
repetitive, scratchy, thumping background reverberation, as if
someone’s repeatedly scraping a cantaloupe with fine-grade
sandpaper? Modern technology has given us noise canceling
phones, headset microphones and recording devices and sound-
proof call centers, so why must “on-hold” messages always
sound like they were taped under a bridge during demolition
work?

Please don't scrap your 1VRs. They're useful pieces of equip-
ment, and used well, they make customers’ lives easier. Just
remember the old adage, “IVRs don't frustrate people, people
frustrate people.” CIS

The author may be contacted at tschelmetic@tmcnet.com.
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