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Five Key Transitions: Customer Care



Service Quality Key to Customer Loyalty

Service

Quality Features Price

Source: Harvard Business Review, 2004; Monitor Group (Rayport, Jaworski)



Which list would CEOs prefer to be on?
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Customer Service Really Does Matter
Service perception is correlated with stock performance.
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Most Don’t Know the Damage They’re Doing

There is a wide gap between what companies think they
are delivering and what customers think they are getting.

100%
80%
60%
0%  72% Gap
20%
0% : : :
Companies that believe they Companies whose
are providing superior customers agree

customer experience

Source: James Allen, Bain & Company, October 2005
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One Culprit: Silos in the Contact Center
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Five Key Transitions: Customer Care

Increased visibility of service quality by CEO



IP Past the Tipping Point for Enterprise
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Source: Gartner (2006), Synergy Research (2006) IP Contact Center (Seats)




Five Key Transitions: Customer Care

Increased visibility of service quality by CEO

Migration from TDM to IP for voice
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SOA: Little Impact on Contact Center Today

Unified Application Infrastructure Business
(WebSphere, WebLogic, .NET) Rules

Messaging Infrastructure Data
(Tibco, MQ Series, XML Data Feeds) Access
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Application Convergence in Contact Center

Next
Generation
Call Center

Applications

Unified Application Infrastructure
(WebSphere, WebLogic, .NET)

Messaging Infrastructure
(Tibco, MQ Series, XML Data Feeds)

SeeS
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Standards Adoption in Self Service
Voice portal shipments overtake traditional ports by 2007.
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Architectural Revolution (not Evolution)
The contact center will look very different in a few years.

Scripting Proprietary VXML, CCXML

Call Control ACD, PBX CCXML, SIP

“Agent” Availability ACD Presence Server

Voice / Data Alignment CTI VolP (SIP)

SOA-based
business rules

Portal-based,
personalized

Routing Logic Proprietary

“Agent” Desktop Proprietary, fat client

Reporting Proprietary Enterprise Bl suites
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Five Key Transitions: Customer Care

Increased visibility of service quality by CEO
Migration from TDM to IP for voice

Adoption of SOA for enterprise applications
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Customer Driven Care
|dentify Relate Engage Predict
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Five Key Transitions: Customer Care

Increased visibility of service quality by CEO
Migration from TDM to IP for voice

Adoption of SOA for enterprise applications

Web 2.0: Changing usage patterns
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New Generations Defined By Disruptive
Applications and Delivery Models

1960s 1970s 1980s 1990s 2000s

Web 2.0 Services
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Mainframe Computing

Batch processing of pre-written instruction code is the birth of application computing

IEM il el Honeywell

Each generation characterized by a disruptive new class of applications
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