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Key Issues for Enterprise Contact Centers, 2007
G artner

“The traditional view of the contact 
center will end.  F rom  a technolog y  
p ers p ective,  the contact center is  
dead already .  The contact center as  
we k now it ( that is ,  ag ents
centraliz ed in a b u ilding  and tied to 
ag ent tu rrets )  evolved from  
technolog y  and m anag em ent p roces s  
lim itations .”

“The nex t g eneration of com m u nication 
ap p lications  ( u nified com m u nications )  
has  the p otential to enab le 
every b ody ,  no m atter where they  are 
in the enterp ris e,  to s u p p ort cu s tom er 
interactions  b as ed on b u s ines s  ru les  
and their p res ence and availab ility . ”

“The enterprise itself will become the new contact center”
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C om m u n i t i es ,  Not  J u s t  C om p an i es :
Business Processes Extending Beyond the Enterprise
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Temporary
W ork er

Need for secure, inter-com p a ny  col l a b ora tion driv en b y
g l ob a l iz a tion, free a g ency , custom er intim a cy
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