
Multimedia in the 

Contact Center



1. Context:

Å What was multimedia and the call center? 

Å What is multimedia today?  

2. What is multimedia becoming?  What are some key 
trends? 

3. How will trends and change impact the Contact Center?  

4. Summary, suggestions and guidelines for the future.

AGENDA: MULTIMEDIA IN CONTACT 
CENTERS



Multimedia - the basic motivations 
have not changed 

È Cost cutting / cost containment

È Improve client satisfaction & response times

È Accelerate & support adoption of self-service

È Personalize interactions with clients / ñserve them 

where theyôre most comfortableò



Other factors continue to evolve

È New generation, new communication habits & needs

È Customer perception has changed regarding self-service ï
desired & required

È Speed of service

È Personalize/customize interactions based on customer 
preference.



Context

éthe traditional model of call deflection that relies on IVR as 

the primary sorting tool was developed long before the web 

became available. 

Contact centers can no longer rely on customers 

following a straight and predictable pathway towards the 

voice call. 

Much of today's "self-service" happens outside the zone 

that companies can control. 

The days of siloed IVR and agent pools are gone.

éa unified field of information to customers.

- Frost & Sullivan ñMastering MultiChannel Self-Serviceò



Multimedia Trends



Contact Center Adoption ïNew 
Multimedia

SMS in the contact center ï13%

Video channel ï5%



Multimedia Trends



Examples ïñTraditionalò

Walgreens: 

ñWalgreens has saved more than $70,000 per 
year alone by eliminating the need to manually 
assign trouble tickets.ò (Remedy)

- Ross Talbot, Help Center Manager of System Support and 
Development, Walgreens



Harrah's Entertainment: 

Problem : Receiving 2,000 customer emails a 
day with 25 people responding to them.  Lucky 
if 500 emails a day were responded to .

Solution : Installed a system that provides 
Email Auto -Response and Email routing.

Business impact: Customer get email answers 
immediately (Within seconds).  Emails that are 
not auto - responded are routed to two full time 
agents.  Huge ROI and customer satisfaction 
increase. 

Examples ïñTraditionalò





What Expectations Are Becoming The Norm?



What Expectations Are Becoming The Norm?



Part Two 

What is Multimedia becoming?

What are some of the key trends?



A Good Theme for Today?

ñThe times they are a changin, and 

some traditional PC folks feel like 

their world is slipping away.  It is.ò

-Steve Jobs in a recent email exchange with a 

blogger  





Questions Worth Ponderingé

Where does the Contact Center need to be located 

today?

What does the Contact Center need to accomplish?

Do I need a Contact Centeré

or Contact Center functionality in my business?



Multimedia Trends
- Twitter -



Multimedia Trends
- Twitter -

Laser surgeon that allows and supports tweets  

éduring eye surgery



Multimedia Trends
- Facebook -



Nielson Online reports the largest growth on 

Facebook coming from the 35-49 age demographic.

According to the Cone Study, a staggering 93% of 

social media users expect companies to have a 

social media presence. This represents your current 

and future consumers.

Plain and simple, social media is here to stay. 

And your presence is required.

Lisa Wehr is CEO of digital marketing agency Oneupweb. 

Multimedia Trends
- Facebook and Beyond -

http://oneupweb.com/



