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Interesting title, couple of questions:

Why are we in a position to answer this question?

Why is answering  this question important?

How Do You Know It’s Time to Update 
Your Contact Center’s Technology?
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16 years experience leading contact centers or providing 
performance improvement consulting to the contact center industry.
Specialty for past six (6) years has been optimizing contact center 
technology in client operations.  

Scott M. Casson, Principal at CCIS Consulting, Inc.

13 years of experience in contact center market, with a variety of 
roles including, solution design, project management, business 
consulting.
5 years at Interactive Intelligence Inc (ININ).
Before joining ININ, deployed multiple contact center technologies, 
from many different vendors, including ININ.

Andy Phillips, Technical Consultant at Interactive Intelligence, Inc..
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The most frequent projects / opportunities completed 
by contact center consultants today are those that 
quickly (a) reduce expense, (b) improve revenue, and 
(c) improve customer satisfaction (“C‐Sat”). 
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Hot Topics in 
Contact Center 
Technology

Most Frequently  Requested Projects:

Topic / Project

IVR Optimization Expense reduction, improved C‐Sat

Call Ro

Typical Benefits

uting (Skills, Intelligent, etc.) Higher First Call Resolution (“FCR”), revenue gen.

Multi‐Media Blending (Calls, emails, etc.) Operational efficiency, expense reduction

Outbound Dialing Increased sales, customer retention

Consolidated Reporting Agent productivity, expense reduction

Work from Home / VoIP Expense reduction, center consolidation

Knowledge Management / SME Support Expense reduction, increased FCR…
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Many contact center consulting clients today share a common 
set of pitfalls when it comes to their technology:
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Many organizations have 
invested significantly in 
their contact center 

technology and already 
possess the tools needed 
to significantly improve 
their operations, they 
just “don’t know what 
they don’t know” about 

its capabilities.

What are my current 
capabilities?

The world of contact 
center technology has 
changed / improved 

significantly in the past 
five (5) years – Due to the 
rapid change and the 
technology evolution, 

clients are not sure what is 
on the market today that 
can be purchased, or 

added on to their existing 
tools, that can quickly 

help meet their objectives.

What’s “out there” that 
can help me?

When selecting new 
technologies (either a new 
platform or adding‐on a 
specific component), 

clients do not understand 
that in many cases “All‐In‐
One” solutions are now 
available that provide 

superior functionality at 
a fraction of the cost.

“All‐In‐One” or 
“Best‐of‐Breed”
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Interesting title, couple of questions:

Why are we in a position to answer this question?

Why is answering  this question important?

How Do You Know It’s Time to Update 
Your Contact Center’s Technology?

Because improving any one of the areas to be discussed 
on the slides to follow can result in 3­5x savings within 
three (3) months of deployment.
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Are you using an IVR system today?
What is your IVR abandonment rate, zero /error‐out rates?
What is your customer self‐service rate?
Can “MACs” and design changes be made without a developer?

…Interactive Voice Response (“IVR”) System?

Are you using an CTI application today?
What is your “screen‐pop” percentage  / accuracy?
Does your “screen‐pop” provide navigation history to agents?
Are “hot buttons” presented for next‐screen navigation?

…Computer Telephony Integration (“CTI”) Application?
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Are you using an ACD (skills based / intelligent) today?
Is your IVR /ACD aligned to provide optimal routing accuracy?
How flexible and easy to maintain are your business rules?
What are your call routing accuracy percentages?

…Automatic Call Distributor (“ACD”) / Call Routing Application?

Are you using an Automated Dialer today?
Can you “blend” inbound and outbound voice calls?
Are you using multiple dialing modes?
Does your current functionality allow for Outbound IVR?

…Automated Dialer?
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Does your technology allow “Work from Home” today?
How flexible are your desktop options?
Does your technology enable appropriate real‐time management?
Can your system answer real‐time agent requests?

…Work from Home Capabilities / VoIP?

Do you have Knowledge Management or SME support today?
Where does your “knowledge” reside today?
Are there SME contact lists available at “conversation speed”?
How accurate and consistent are the answers being provided?

…Knowledge Management / SME Support Facilities?



CCIS

CCIS, Inc., All Rights Reserved. 10

Does your center handle emails, chats, faxes, or white‐mail?
Are these “other media types” blended together or separate?
Can supervisors obtain a “holistic” view of what agents do?
Is skills‐based routing being used on other media types?

…Media‐Blending Functionality?



How Do You Know that it's Time to 
Update your Contact Center's 
Technology
Andy Phillips – Solutions Marketing
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• Work at Home Staff
• Extending the reach of your contact center into the 

Enterprise
• Seamlessly blend media types
• Self Service Made Easy
• ACD the next generation

What you need to know
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• Retain skilled operatives
• Both agent level and management

• Reduce cost of office space
• Expand physical presence without opening new offices.
• Increase time zone coverage
• Great aid to disaster recovery plans

Why Home Agents?
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• Flexible agent 
desktop options

• Support for Citrix or 
Terminal Services

What is required for the Agent?
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• Flexible agent 
desktop options

• Support for Citrix or 
Terminal Services

• Web Based agent 
desktop

• Flexible choice of 
voice path

• Flexible Presence 
Management

• Real Time Schedule 
Adherence

• Remote Assistance 
Requests

What is required for the Agent?
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• If also remote, the 
same options as the 
agent as well as…

• Real Time 
Supervisory tools 
with the ability to:

What will Management need?
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• If also remote, the 
same options as the 
agent as well as…

• Real Time 
Supervisory tools 
with the ability to:

• Display real time 
statistics across all 
your applications, 
inc. Feedback, 
Dialer, WFM, 
Inbound Multimedia 
queues

What will Management need?
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• Real Time Alerts 
about a breached 
statistic
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Real Time Supervision Cont.

• Real Time Alerts 
about a breached 
statistic

• Including Alerts for 
Presence 
Management 
System

• Answer Remote 
Assistance 
Requests

• Listen, Coach, Join 
or Chat with agent
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• Strong Historical 
Reporting, including 
reports on Presence 
Management, and 
Real Time 
Adherence

• AdHoc report Wizard 
to get you the 
statistics you want 
with out IT 
involvement

Management Requirements Cont.
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• Subject matter experts are often in the Enterprise
• Increase your 1st call resolutions by engaging with them

• Helps with Disaster Recovery plan
• In the event of large scale sickness

Why extend you Contact Center into the 
Enterprise



Innovation • Experience • Value www.inin.com
©2009 Interactive Intelligence, Inc.

What technologies help?

• Extend Presence 
Management into 
Enterprise

• Including Find me 
Follow me for 
executives
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What technologies help?

• Extend Presence 
Management into 
Enterprise

• Including Find me 
Follow me for 
executives

• Use directories to 
segregate skills for 
easier search

• Includes external 
data sources, such 
as ODBC, LDAP, 
etc.
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• Putting all contact 
information at the 
hands of the agent

• And the ability to 
drag and drop 
transfer to any of 
these numbers

Technologies Extended
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• Agents can use the same desktop application to manage all 
media types

• Agents can deal with more than one media type at a time, 
increasing efficiency

• ACD knows everything they are doing, so won’t try to pass 
too many interactions to one agent

• Supervisor has holistic view of all media types going 
through queue, from one interface

• Skills updated for one media type automatically updated for 
all media types

Media Blending
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• Supervisor gets view 
of everything in the 
queue

Supervisor View
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• The ability to 
make adds 
moves and 
changes to your 
IVR without the 
need for a 
developer on 
staff

• Intuitive GUI 
with drag and 
drop functions

Self Service Made Easy
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Self Service Cont.
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• Use the same 
interface for both 
Inbound and 
Outbound IVR 
applications

• And even email 
routing

Self Service Cont.
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ANYBODY!!!

All Customer 
Service within 10 

minutes

Technical Support 
within 3 minutes

Andy Phillips 
within 20 seconds

Next Generation ACD – Bullseye Routing
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INTERACTIVE INTELLIGENCE
DELIBERATELY INNOVATIVE

Scott Michael Casson
Cell: 859-445-9497
Email: scasson@ccis-consulting.com

Andy Phillips
Office: 317-872-3000  
Email: info@inin.com

Contact Details

mailto:scasson@ccis-consulting.com
mailto:andy.phillips@inin.com
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