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The significant cost savings made possible by the Web are quickly evolving traditional call centers into customer self-service “contact centers”.  A quick glance at the graphic below shows why companies are converting.


What does this mean for NetManage?  New sales opportunities, of course!  This transition to the web not only drives the need to quickly integrate and bring existing host applications to the web, it also highlights the advantages of NetManage’s Host Access Platform strategy.

Here are some things you should know about call centers.

The Traditional Call Center 
· Originally viewed as a necessary evil (support needed to sell product)

· Considered as a cost center

· Key contact: Director or Manager of Call Center

· Call center manager’s key problems:

· How to handle the caller in the least expensive way.

· How to increase worker productivity, minimize “handle” time.

· How to retain customer service reps more than a few months.

· How to shorten training times for new customer service reps.

· Current strategies

· Outsource the function to lower costs.

· Answer calls in the order received (regardless of value).

· Connect caller to the next available agent (regardless of agent skill).

What is the business imperative?  Turn the call center from a cost center to a profit center.
What problems must be solved to achieve this? – Two perspectives

On a strategic level, the VP of Customer Service must figure out how to:
· Segment customers.

· Estimate lifetime value.

· Establish propensity to purchase.

· Leverage cross-sell and up-sell opportunities.

· Personalize services.

· Handle customers based upon who they are.

On a tactical level, the Director or Call Center Manager must figure out how to increase customer service reps productivity by:

· Creating more customer self-service options through additional communication options / channels.

· Capture needed customer information before the agent comes on line.

The need to solve both sets of issues is driving the creation of the Internet-enabled call center or “Contact Center”.

Why?  Only through an integrated contact center can customer information be consolidated, shared, and analyzed properly for maximum leverage.  Here’s a quick comparison of the differences.

Call Center vs. Contact Center

	Call Center
	Contact Center

	Single Media (voice calls)
	Multi-media (voice, chat, web)

	Cost Reduction focus
	Profitability / Retention focus

	Handle time focus
	Process focus

	First In, First Out queuing
	Value based routing

	Next available agent
	Best available agent

	Customer service skills
	Customer service and selling skills


What the Contact Center trend means:

· Your contact level, strategic importance, and value to the customer just rose – As a profit center, you’ll need to engage a line of business manager, like the VP of Customer Service.

· All operational applications – email, automated voice response, document management, customer relationship management, supply chain, enterprise resource planning functions, and host applications - need to be integrated and accessible by customers, partners, and employees alike.

· Products that share common components and services – like our Host Access Platform – are needed to:

· Minimize and simplify integration issues

· Increase business agility

· Address the continuum of changing needs as companies migrate from traditional ways of accessing host applications to more cost effective, flexible, efficient, and ultimately more satisfying methods for providing customer satisfaction.

Some sample Call Center HAP opportunities to look out for:

· Providing host information to automatic call routing systems.

· Presenting host information to handheld devices.

· Providing a Web-front end to existing call center systems.

· Reducing the number of keystrokes when accessing several host systems and applications simultaneously.

· Reducing training costs through shared macros, scripts.

· Consolidating host information from multiple screens.

· Consolidating host information from multiple systems.

· Empowering home-based Customer Service Reps access to customer information stored on host systems.

Want to see your name in lights? Shoot me an email or voicemail with your Sales QuickTip!
Good Selling,
Mark Ouyang
Sr. Manager, Sales Enablement
Phone: 408-342-7116
