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The customer experience mattersé

Traditional Marketing Effectiveness Is Declining

Reduced direct customer contact and influence

Individual consumer satisfaction matters more

And so more than everé

The contact center is central to your business

of defecting customers cite 

a poor contact center 

experience as the sole reason

would do business with a 

company based on a great 

call center experience

say contact center agents have a 

significant influence on their 

opinion of a company

Source: Genesys Research 
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But Today . . . 

Customers Are Left Waiting

ÁTo be treated consistently 
regardless of how they contact you

ÁTo be known and get personalized 
customer service

ÁFor products and services that will 
enhance their lives

ÁTo resolve their issues and get on 
with their busy schedules

Customers are waiting
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Traditional Telephony has Chained Up 

the Customer Service Operation

ÁProprietary Vendor Lockin

ÁLack of interoperability

ÁPremise-based Infrastructure

ÁDisparate Networks

ÁChained to brick and 
mortar locations
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Multiple Forces Driving Change

Cost Reduction

Enterprise Wide

Customer Service

Blended 

Outsourcing

VoIP

SIP

TCP/IP

Open Standards
Presence

MPLS

Business 

Process

Routing

Soft Switch

Customer Centric Enterprise
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SIP OPENS NEW 

POSSIBILITIES 
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SIP Opens New Possibilities

ÁGo.Beyond the contact center 

ÁConsolidate contact center infrastructure

ÁEnable the Customer Centric Organization
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Going beyond the Contact Center

8
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Branch and remote workers 

previously lacked the 

required infrastructure to be 

integrated into a customer 

service strategy

Go.Beyond the Contact Center

Traditional 

CC Agents

Over time 

migrate to IP 

Agents

Branch 

Office

Outsourced 

Agent

Home Based 

Agent

Managed service 

agent for excess 

capacity

Expert 

Contact

Managed 

Service

IP Brings New Resources into the 
Customer Service Operation
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Next Generation Customer Service 

Architecture

PBX

ACD

IVRs

Outsourcer

Remote Center

Branch Office ExpertHome

Main Call Center IP/SIP phone

Digital Set

Digital Set

Call 

Recording

Location specific systems are removed to data center ï
reduced complexity at agent location

ACD    IVR    WFM    VMail    PBX    CRM    QM

Legacy Contact Center

IP  Based Architecture

Data Center
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Different but Converging paths

ÁCommon goals for infrastructure
ÅSeparation of applications and 

infrastructure

ÅVirtualized contact center

ÁCustomer service - unique 
for each enterprise 



All rights reserved © 2006, Genesys Telecommunications Laboratories, Inc.

VoIP

The IP Road Leads to a 

Customer Centric Organization

OutsourcerRemote 

Center

Branch 

Office
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Call Center (s)
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TDM VoIP


