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“From a perspective, the contact center

IS . The contact center as we know it
(that Is, agents centralized in a building and tied to

Agent turrets) evolved from technology and
management process limitations.”

“The will be the new contact center”

Key Issues for Enterprise Contact Centers, 2007

Gartner




“A customer experience Is the sum of all conscious
Interactions a customer has with a supplier”

“During the past five years, a new role has emerged--the
vice president () of . More than
100 of the now have a VP’

Key Issues for Customer Experience Management, 2009

Gartner




ARz P 18%2.0?
KPI =% Pk ia 3




Back-Qffice
i




BIERN AR, #AZ AR
WP T2 PR P TS

HEIRZEHERG

BB ]

L EWIAS 2. 3 '3¢ﬁ%ﬁu_4%FW&&Wsrf S e R, T

i), W ﬁ?%“HEEEMNﬁ foEREEE iy Eong L AR T L

SIRMLRME GRS | R R : PO
: E e ] - = :




At R R U7 5 B A5 S BB H . FH SR B
Il FLEBRAS L 27 i S FF SOA

Communication-Enabled Business Processes Communication-Enabled Applications
ERP CRM Etc

Administration Call Routing Queuing ‘ CTI ‘ CCMM ‘

Nortel Contact Center Management Server

3rd Party SIP Microsoft
Nortel SIP
CS1000 CS2x00
Based CC Call Server OCS
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http://shop.lenovo.com/SEUILibrary/controller/e/web/LenovoPortal/en_US/special-
offers.workflow:ShowPromo?LandingPage=/All/US/Sitelets/eL ounge/launch#top

& http:ishop.lenovo.comSEUILbrary/contraller fe) f soPortalfen_| cial-offers. workflow: ShowPromo?LandingP age=/Allf feLoungeflaunch#top

|_|E-|‘|{:n,.'o:)Q‘-_‘|_(:pl,j|'|ge—|—'3"'3"~"'3l recommends Windows Vista®

Business for business computing.
Lenovo recommends Windows Vista®
Home Premium for personal computing.
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http://shop.lenovo.com/SEUILibrary/controller/e/web/LenovoPortal/en_US/special
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/_Nortel HSA 1300 ntex35 baab / 1-meg hsa modem - Windows Internet Explorer provided by CCMM LAB

CL1 A |n1’1. hitbg: {fvaven  dsldzpot, com/item, aspPid=608desc=nortel-hsa-1 300-nkex3s hallhe SR l /B SRAH | -
v
W o |EH ~ of Hortel Modems HSA 1300 nke... | ofi Norkel HSA 1300 rtex3S .., X i | - i - |k Page ~ {0} Took ~
]
Call TollFreel!
1-BEB.654-3376
D) LoeroT.cOM
Main Page : . Contact Us Poidicie : G DSL information
My Account (Al tems) —> Morel Modems IM Mottel - Conversation
You are not logged in.
Login or Create Account Nortel HSA 1300 ntex35 baab / 1-meg hsa modem
T Purchase Information
i i == RIS Our Price: $99.99 The Myl @ Enda Dooley
! Lo 2 3 providd
: Condition: Refurbished and 32 M Morkel

- | status: In Stock Wob - jm—

2Wire Quantity: 1 | and wfl Enda Dooley [13:56]:

3Com N Add fo Cart Nortel§ + my Mortel modem doesn't waork can you help me?

Alcatel Modems =) Send an [nstant Message I MNortel [13:56]:

Arescom Modems Shipping Estimates | Call + Welcome o the contact cenire - IM Contact: 792 has
Cayman Modems Please enter ZIP code / select Country, and press ¢ @  Start a Yiden Call been queued to agent.

Cisco Modems shipping estim ates =3 Send an E-Mai Message

Copper Mountain Modems | ZIP: || Unted states vI( ™

Creative Modems ”

NLink Bodams 1y send aEjle...

M — Last message received on 14/01/2008 at 13:56,

Fujitsu Modems Yieve Contack Card

intel Modems G A
Linksys

Lucent Modems Tag For Status Changs Al Qg
Het Modems Change Level of Access -
Network Adapters

Hortel Modems =)

Paradyne Modems _ [

Rerwave From Group Deleke
SN e, |
Madems Rermove from Contact List Shift-+Delete vt

[ & Internet

Bl offic... 7~ Cort... /= hktpei, o hktpe... = Motk... [ new ... ol - 2 g ."_;. PO iﬂﬂ 13:54
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2 % £ = T_I..It:fe LDFal Remote | Activity Code
‘j..;; - e d EMail Ackive Confer... | :
o Release Originake I Transfer ConfErance Ready Logged In | | i
a Q § ol g Wi alth IM Conversation
Busy On A Contact N St okl
Customer | ; ; al  [v] Available [#]B ] Do Mok Disturb 2 it o At
Details : Show: [ — s — i & Padraic Walsh Bugy On A Contact padraivwal@ccmmla...
@ Mame Apvailabiliby Address | It Martel Aevailable IM_Mortel@Ecemml...
L Manomme M Nortel [14:09]
Customer : ; by Martel modem dogsn't work. can you help me’?
Search Fyan Jos Aywailable riEtcommlab. dew Padraic Walsh [14:09]
Can you describe the trouble wou are having?
& Metwork Support IM Mortel [14:10]
== It doezn't work: - my modem iz a Morkel HSA 1300 ntex35 baab 4 1-meg hsa modem
Conkack
e . Peter Flannem Buzy pflan@ccmmlab dewy Badraic Walsh [14:10]
) What operating system are you using’?
;‘;6 Hardware Support b4 Martel [14:10]
b 4 | windows 92
I G hickey Jos Sovailable o m e
F__\r] Send an Instant Message
¢ &l cal z|
=
;.
LhZ
rESEMNCE,
User
Settings ‘
o | [ Send ] [ Cloze
Help
I o i [ Attach Message
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Multimedia
Conferencing

Contact Center Self Service

Unified :
Messaging Recognition

Web 2.0 Apps FEELEEEL Video Self Service

Web/Email : & Third Party

Web/Click to

Common Tools
Call

Service Unified Universal Unified
Creation Reporting Licensing OA&M
Common Media Services
(Media Processing)

5PBXTEk . I bR tE
SIP . SOA . Web 2.0

Applications
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Telephone

SMS/Mobile

Web/Email

Web/Call me
Now

IM/Video

Presence

Integrated
with Desktop

Applications
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Email: jinfenghu@nortel.com

} 3k http://www.nortel.com.cn



mailto:jinfenghu@nortel.com
http://www.nortel.com.cn

Thank you!




