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I. CURRENT SITUATION

½ Circuit switching (TDM), based on a 3 piece system: 
PABX(TDM switching), ACD(distribution without 
business rules) and CTI(call flow control and call 
routing by implementing business rules)

½ Two networks to maintain, Voice and Data

½ How does the traditional architecture respond to these 
challenges ?
¾ Video (show me how you are, show me what you 

mean, explain with multimedia)

¾ Instant Messaging

¾ Presence (busy, not available, etc.)

¾ IP communication systems with SIP protocol

¾ Fast creation and services deployment

¾ REAL Interoperability between modules of different 
manufacturers (audio and video recorder, IVVR, etc.)



II. SOLUTION ?

½Communications Enabled Business Processes: 
«The Next Generation IP Contact Center»

3



Contact Center Evolution

1st generation call centers

PBX, ACD, Dialler

2nd generation

Simple front-ends, CTI

3rd generation ïCRM, 

distribution

4th generation ï

Multi-channel

5th generation ï
Communications Enabled 
IP Contact Center



Contact Center Generations
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Head-to-Head, 5 rounds



Head to Head ς
Contact Center Generations

½Round 1 : Multimedia Contact Centers
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NextGenerationCC
ω3G video

ωVideoPhones

ωVideoIVR (IVVR)

ωEmails, Instant Messaging

Old Generation CC

ωNo video

http://www.gettyimages.com/detail/80087707/Retrofile-RF


Head to Head ς
Contact Center Generations

½Round 2 : Inbound Algorithms (Intelligent  Multimedia Routing)
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NextGenerationCC
ωUniversal Queuewith

optimizedSOA

ωLastAgentRouting

ωSkillsBasedRoutingwith
integratedE-Learningengine

ωScriptingin Visio

Old Generation CC

ωStandard IVR

ωCascade Routing

ωProprietary Scripting


