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Fact Finding in Contact Center Study

• Too long waiting on hold
• Inconsistent information experience 

across all channels
• Being asked to repeat information 

that already given
• Being Transferred because agent 

does not have info or authority 
enough

• Do not provide agents with a 360°
customer view.

• Unable to access to all relevant 
corporate information

• Involve complex workflows that 
span several different systems. 

• No easy way to handle procedural 
changes. 
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Customer Behaviors Are Changing

Information 
Exposes All

Customer Value 
Drivers Segment

Mega Retailers Break 
the Boundaries

Partnering Becomes 
Pervasive

“Value Network ”

Gatekeepers Become 
More Guarded

“Five Megatrends”
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Service

Driving Sales 
with Service 

Offerings

Streamlining 
Operations

Driving Top 
and Bottom 
Line Results

Service organizations provide post-
sales customer support

Limited view of customer and their 
needs

Focus tends to be on managing costs / 
reacting to customer requests 
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Proactive service and support drive 
customer experience

Deliver exceptional one-and-done service 

Service orgs partner with sales / 
marketing to attract, support and retain 
customers

Service Delivery Requires Extensive  
Collaboration Across the Organization
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Customer Experience Builds Loyalty & Profitability

Source: Bain Consulting (Frederick Reichheld, "The Loyalty Effect", Harvard Business School Press).

Industry 
Average

Loyalty 
Leader

“Boosts Revenue And Cost Savings”

VS.
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Business User’s Perspective
Customer
Services 

Sales & 
Marketing

Information 
Technology
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Solution Framework
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TELEPRO

Foundation Functionalities

CUSTOMER IDENTIFICATION & AUTHENTICATION

Integration

360’ CUSTOMER VIEW/PROFILE

Security & Access Control, Product Mgmt, Knowledge Based Mgmt, Code Book Mgmt, 

Message Broadcast, Audit Trail, Business Workflow, Holiday/ Scheduling Mgmt 

Legacy Supply ChainHRFinancial

Analytics
(Customer, Services, Sales, Marketing)

Services:
• Consulting Hist.
• Services Request
• Activities
• Agreement Mgmt

Sales:
• Lead Mgmt
• Opportunity 
• Call Reports
• Order Mgmt

Marketing:
• Campaign 
• List Mgmt
• Offering
• Survey

Loyalty:
• Member
• Tiers
• Point
• Rewards
• Promotions

Customer Self 
Services:
• Registration
• E‐Services
• E‐Commerce

Customer  System 

Database
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