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Agenda
� Why contact center need to be virtual
� What to be virtual
� C is co I nternal C ontact C enter
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W h y  c o nt ac t  c ent er  need t o  b e v i r t u al
“need to leverag e local ( contact center)  p res ence with 
c e n tr a l  e n te r p r is e  r e s o u r c e s  to  d r iv e  s a l e s ,  im p r o v e  

c u s to m e r  e x p e r ie n c e ”
“n e e d  to  s m o o th the  p e a k  ho u r  a n d  im p r o v e  A S A ”
“n e e d  to  l in k  c a l l  to  e x p e r t o u t o f  the  c a l l  c e n te r ”

“r e d u c e  o p e r a tio n  c o s t f o r  a g e n t”
“s a v in g  the  I T  in f r a s tr u c tu r e  c o s t u s in g  V ir tu a l  

m a c hin e ”
“r e s p o n s e  to  u n e x p e c te d  s itu a tio n ”
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S i l o s  i n C o nt ac t  C ent er
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W h y  c o nt ac t  c ent er  need t o  b e v i r t u al
� G eog rap hic s ilo 

Dispersed locations, for example, nation wide support, around 
th e g lob e, follow th e sun strateg y
C ompliance to reg ulation

� O rg aniz ational s ilo
N on-traditional ag ent, E xpert ag ent

� L ocation lim itation
L imited space
U nexpected close of b uilding

� I T  M anag em ent :  V irtualiz ation and C ons olidation
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W h at o th e r p e o p le  s ay  ab o ut v irtual c o ntac t 
c e nte r ?

� A  v irtual contact center prov ides all th e C ustomer R elationsh ip 
M anag ement (C R M )  serv ices th at a traditional call center prov ides, 
b ut with out a ph y sical b rick -and-mortar location.  I n fact, instead of 
featuring  rows of cub icles eq uipped with  desk s and teleph ones, th e 
v irtual contact center is b uilt on tech nolog y  to link  customers to 
serv ice ag ents, such  as V oice ov er I nternet P rotocol (V oI P ) .  

� T h ere are certain ch alleng es to operating  a v irtual contact center, 
th oug h .  T h e most ob v ious is employ ee manag ement simply  
b ecause ag ents are out of sig h t.  F or th is reason, q uality  control is 
v ital, eith er b y  monitoring  calls or freq uent performance spot-
ch eck s.  I n addition, remote work ers must h av e a means of 
immediate communication with  superv isors for support, eith er 
th roug h  e-mail, ph one, or instant messag ing .  
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W h at o th e r p e o p le  s ay  ab o ut v irtual c o ntac t 
c e nte r ?
� Today, many of the UC deployments are triggered by the need for system 
c onsolidation in a single site, ev en thou gh branc hes w ou ld mak e 
ex tensiv e u se of the solu tion.  The u se of I P  c ommu nic ations opens u p the 
possibility of managing failov ers in a distribu ted env ironment.  The need for 
effic ient u se of bac k -end resou rc es w ill driv e enterprises to u se 
v irtu aliz ation and c onsolidation for c ontac t c enter and enterprise 
c ommu nic ations.  This c ou ld mak e it easier for enterprises to hav e a 
u nified c ontac t c enter.

� c omplex ities in produ c ts and q u ic k er produ c t lau nc hes mean that c ontac t 
c enters rely more and more on L O B  and su bj ec t matter ex perts w ithin the 
enterprise to address q u eries

� Today, A CD  manages agent state w ithin the c ontac t c enter.  H ow ev er, 
w hen a u nified c ontac t c enter is deployed as a S O A  implementation, 
presenc e serv er w ill manage the presenc e of the agent and the ex perts

I D C:  B lu rring lines betw een the Contac t Center and the E nterprise.  S ep 0 8
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What to be virtual
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V i r t u al  C ent er
� D rive p roductivity and s ervice level im p rovem ents  by 
leverag ing  centraliz ed routing  to direct calls  to a virtual 
ag ent p ool

� M ak e the m ulti-s ite contact center w ork ing  virtually as  
one

� K ey cons ideration
A g ent license cost
W A N  req uirement and cost
R edundancy  of serv ers, link , g ateway s, etc
C all flow – inter and intra locations




