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Key Issues for Enterprise Contact Centers, 2007
Gartner

“The traditional view of the contact “The next generation of communication
center will end. From a technology applications (unified communications)
perspective, the contact center is has the potential to enable
dead already. The contact center as everybody, no matter where they are
we know it (that is, agents in the enterprise, to support customer
centralized in a building and tied to interactions based on business rules
agent turrets) evolved from and their presence and availability.”
technology and management process
limitations.”

“The enterprise itself will become the new contact center”
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Business Processes Extending Beyond the Enterprise

Need for secure, inter-company collaboration driven by
globalization, free agency, customer intimacy
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