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Make Your Contact Center more 
Effective  

How to Design the Mission Critical 
Operation with Flexible & 
Comprehensive Features  

Experience in CRM Consulting Services 
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Locus : Professional Service Offering  

Collaborative CRM 
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Contact Center Internet 
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Make Your Contact Center more Effective  

What your Customer want 

I want them to know who am I and what I need 
without saying 

Call Center Agent persuade different items time 
after time whenever I called 

I want to receive a good service from Company 
as I contribute  

Yesterday I consulted with the staff at Service 
/ŜƴǘŜǊΦ .ǳǘ ǘƻŘŀȅ L Ŏŀƭƭ ǘƻ Ŏŀƭƭ ŎŜƴǘŜǊΣ ǘƘŜȅ ŘƻƴΩǘ 
seem to know well about yesterday, I had to talk 
same thing for several times 
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Make Your Contact Center more Effective  

What Do you want 

LŦ ŘƻƴΩǘ ƪƴƻǿ ǿƘŀǘ ƛǎ ǘƘŜ ŎǳǎǘƻƳŜǊ ŎƘŀǊŀŎǘŜǊƛǎǘƛŎΦΦ ²Ƙŀǘ 
ƛǎ ǘƘŜ ŦƛǘǘŜǎǘ ƛǘŜƳǎ ŀƴŘ ǎŜǊǾƛŎŜ ŦƻǊ ŎǳǎǘƻƳŜǊΧ ǿƛǘƘƻǳǘ 
ǎŜŀǊŎƘƛƴƎ ŦƻǊ Ƴŀƴȅ ǎŎǊŜŜƴǎΧ L ǿŀƴǘ ǘƻ ŦƛƎǳǊŜ ƻǳǘ ŀƭƭ ǘƘŜ 
information  

I know that customer relationship management is so 
ƛƳǇƻǊǘŀƴǘ Σ ōǳǘ L ŘƻƴΩǘ ƪƴƻǿ ŜȄŀŎǘƭȅ ǿƘŀǘ L Řƻ ŀƴŘ ǿƘŀǘ 
I tell them 

9ǾŜƴ ƛŦ LΩŘ ƭƛƪŜ ǘƻ ƎƛǾŜ ŀ ǾŀǊƛŜǘȅ ƻŦ ǇǊƻŘǳŎǘ ƛƴŦƻǊƳŀǘƛƻƴΣ 
frequently, it takes a lot of time to make material and 
send 

I want to do the proper marketing activity for VIP 
ŎǳǎǘƻƳŜǊΣ L ǘƘƛƴƪ ǘƘŜǊŜ ƛǎ ŀ ƭƛǘǘƭŜ Řŀǘŀ ŀƴŘ ƛŦ ƛǘ ƛǎΣ L ŘƻƴΩǘ 
know how to do. 
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Make Your Contact Center more Effective  

Customer Information  
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Make Your Contact Center more Effective  

Customer Character and Needs 

With analysis information , we able 
to show Customer Characteristic  

Recommend Product and Promotion 
to Customer  
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Make Your Contact Center more Effective  

Customer Contact history 

Customer Contact history in every Channel Marketing history Activity  
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Make Your Contact Center more Effective  

Integration 

Channel 

Analysis 

Operation 
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Make Your Contact Center more Effective  

Mapping you Business Request with System Function 
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Understand Business  and  Understand System function 

Solution /System  
ÅBusiness Function  
ÅOpen Architecture / 
integration 
ÅSystem Reliability 

Business Needs Base on 
Industry 
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Make Your Contact Center more Effective  

Understand Business  and  Understand System function 
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Live Agent 

Self ςService 

Customer Services 
- Customer Information and Contact 

History in every channel 
- Offer the right Services / Product 
- SLA, Services Status and Owner  

- IVR Menu should not more than 3 
Level 

- VIP Customer  Call directly to Live 
Agent  

- Total Recording for financial Service 
and Random Recording for QA  

Tele-Marketing 
- Customer information  and product 

offering  
- Sale Script  
- Ordering Process 

- Automatic Dialing for Save time on 
dialing , busy and incorrect number 

- Total Recording or Record on Demand 

Information Center 
- Detail Product information  
- Integration Channel for receive and 

send Service/product information 
(Email, Web, FAX, SMS) 

- IVR for automatic Information  
- FAX on Demand  
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Make Your Contact Center more 
Effective  

How to Design the Mission Critical 
Operation with Flexible & 
Comprehensive Features  

Experience in CRM Consulting Services 
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How to Design the Mission Critical Operation with Flexible & 
Comprehensive Features  

Design Factor 

Services 
ÅOperation Service  Time : 24x7 , 5x8 
ÅType of Services : Live agent , Automatic  
ÅPriority of Services    

Sizing/Location 
ÅHuge Contact Center ( >1000 Agents) :Multi-Site Operation  
ÅMid Contact Center ( 500 Agents): DR Site, Multi-Site  
ÅSmall Contact Center (< 100 Agents) : DR Site, Hosting 

Costing  
Å Own Operation  
Å Hosted Model  
Å Outsourcing  
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