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Why contact center need to be virtual

“need to leverage local (contact center) presence with
central enterprise resources to drive sales, improve
customer experience”

“need to link call to expert out of the call center”

“saving the IT infrastructure cost using Virtual
machine”




Silos in Contact Center

Outbound
Dialer
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Why contact center need to be virtual

= Geographic silo

Dispersed locations, for example, nation wide support, around
the globe, follow the sun strategy

Compliance to regulation

= Organizational silo
Non-traditional agent, Expert agent

= Location limitation
Limited space
Unexpected close of building

= [T Management : Virtualization and Consolidation

© 2007 Cisco Systems, Inc. All rights reserved.




What other people say about virtual contact
center ?

= A virtual contact center provides all the Customer Relationship
Management (CRM) services that a traditional call center provides,
but without a physical brick-and-mortar location. In fact, instead of
featuring rows of cubicles equipped with desks and telephones, the
virtual contact center is built on technology to link customers to

service agents, such as Voice over Internet Protocol (VoIP).

= There are certain challenges to operating a virtual contact center,
though. The most obvious is employee management simply
because agents are out of sight. For this reason, quality control is
vital, either by monitoring calls or frequent performance spot-
checks. In addition, remote workers must have a means of
immediate communication with supervisors for support, either
through e-mail, phone, or instant messaging.
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What other people say about virtual contact
center ?

Today, many of the UC deployments are triggered by the need for system
consolidation in a single site, even though branches would make
extensive use of the solution. The use of IP communications opens up the
possibility of managing failovers in a distributed environment. The need for
efficient use of back-end resources will drive enterprises to use
virtualization and consolidation for contact center and enterprise
communications. This could make it easier for enterprises to have a
unified contact center.

complexities in products and quicker product launches mean that contact
centers rely more and more on LOB and subject matter experts within the
enterprise to address queries

Today, ACD manages agent state within the contact center. However,
when a unified contact center is deployed as a SOA implementation,
presence server will manage the presence of the agent and the experts

IDC: Blurring lines between the Contact Center and the Enterprise. Sep 08
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What to be virtual
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Virtual Center

= Drive productivity and service level improvements by

leveraging centralized routing to direct calls to a virtual
agent pool

= Make the multi-site contact center working virtually as

one

= Key consideration
Agent license cost
WAN requirement and cost
Redundancy of servers, link, gateways, etc
Call flow — inter and intra locations
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