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Nové trendy v kontaktnich centrech

* Hlas prestava byt jedinym kanalem

= zakaznici pozaduji alternativni formy
komunikace

= rozlozeni zateze v kontaktnim centru

= |epsSi vyuziti zdroju — zvlasteé lidskych
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Pozn.: Index vychazi z roku 1997, kdy objem pFichozich a odchozich kontaktu tvori 100%
Zdroj: Forrester Research, Inc. Leden 1999
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Nové trendy v kontaktnich centrech

* Novi hraci na trhu
= pronikani firem z IT sveta
= novy pohled na veéec

= konfrontace dvou svétu
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Nové trendy v kontaktnich centrech

* Integrace CC do podnikovych
systému

= kontaktni centrum je integralni
soucasti firmy

= CRM
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Solidus eCare 2.1

* multimedialni kontaktni centrum

* vsechny kanaly smerovany podle
stejnych pravidel

» operatori obsluhuji vSechny
pozadavky stejnym zpusobem
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Zamereno na multimeédia
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™ Marketing - Message _ (O] %]

E_mail Meszage Heply |

Sender: Jahn

Subject; Request for product infarmation

Sent: 924,00 10:54 Pk

Beply:

Mo problem. The information iz attached. -

M arketing Suppart

e Orginal Mezzage -----

» From: Johkin
» Sent 92400 10:54 PM
» Subject Request for product infarmation ;I
Attachments:
products\Product nfo. pdf Add...
Hemowve
Delete Reject | |I""Hepl ]  Cance Help
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£ Ericszon Cuztomer Support [KATHY] - Seszion b =] E
Fi

le  GeneralYiews Yiew Window Help

"
E-mail

M ame Type Statusz CuztomerM ame [Statuz]
F.athy Haolmes CSR Busy Procezsing 1
Wirtual Agent [B) Agent Busy StewelC?] [Battenes] F.athy Holmes(Owe)

i Converszation Monitor with Steve M=l E3
C h at Steve: | need zome info on the T28 *I

Kathy Holmes: The T28z iz glim, zmart and stylizh. 1t iz the first

Set Shatus | CErer | £z [[E ricsson mobile phone ta come with & range of intelligent accessories
= — = llor the new 3 valt platform. hittp: A, Ericezon-

mobilez. com. auderniczzondencezon. nal/Phones /T 282 open

Steve: What iz the expected standby time*?

A afhe Hodmer: Thae ae mage Snee of gavme Eneroe Asiasss
PR o e st S Satansr @ oot s
e sy, franstve seiee oo @ St adadne e
g aF e fe oAy avas A s e, B e e s’ s By
diana A anafRAids A g sasaty S s D sl S s
SN 0 covsey AR A ST

B e OOt O o e B e e R X e AN
=Fatans

—
-

| -
LRL I Ernwserl

Wirtual Agent Beply
’7'!” Automatic ¢ wWhizper  Dizabled 'Wait IEI zeconds

Azl Mame | Werify M ame | Call by Ehnne...lElient ﬂistu:ury..llilient Dgtails..l

Running | [127.0.0.1 i
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SCCEsaonas Thal Wi carry

LB TSI a0a > Eri & R0 0iTer awide
range of penune acoessomes. Diffeen
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A& S poap N SslEching e SsCoassony Tanpe

Sy puihageg oody Era
oy The Encagon saman
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3 Web Callback Request - Microsoft Internet Explorer

E-maill Web Callback

Thatid: ywou for selecting our call-back service,

C h t Pleaze fill ity oy details below, specifiring when and on what omber you

wiold like one of our customer service representatives to call you back,

Customer Id First Mame (Required) LastMName (Required)

A | o |
Web CO'brOWS|ng IPh'mE (Required) iﬁ,maﬂ

P annufnentj - - :I
Pozadavek na zpdtne volani -
Contact Time

I diately r

Diate |1E'|
Time [16 2] ;|25 =]

CallMe Back | Reset | Exit |

-
4| | v
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— E-mall
Chat
Web Co-browsing

Pozadavek na zpetné volani

— Automaticky E-mail
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¥ Info on TZ28 - Mezszage [Rich Text)] _ (O] %]

File Edit Wiew Insert Format Tools Ackions Help |
_End|H§|J{.E|%Uﬂ|E¢|! n|r|'F Ogtinns...|@,
Abpuss=iEFs

|
J.ﬂ.rial -1 =

i
I

L |

I
Tl
"
Tt
"

To,.. Salesi@Eric, com

Subjeck:  |Infoon TZE

Flease provide me with some information regarding the T28 mobile phone. =)
WWhat 1= the standby time?

What accessories are available?
Where can | buy ane?

Best regards, Steve
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™ Email - Meszage

Meszage Reply |

Sender: ISkeve Sith

Subject: IInfl:u on T23

Sent: |B£4HEIEI 10:56 AM

Beply:
Hi Steve

| v

Please see below for my answers o pour questions

AK.athy

[plzasze provide me with zome information regarding the £22 mobile phone]

The T28= iz zlim, zmart and stylizh. [t iz the firzt Erczzon mobile phone o
come with a range of inteligent acceszones on the new 3 volt platform.

hittp: A A, eniczzon-mobilez. com, audencezondencs zon. el Phones /T 28: 70
pEn

[what iz the standby time?]

There are many types of genuing Ernicszon battenes available on the market,
Different batteries are compatible with different phones, therefore when
chioozing a battery pleaze enzure that it iz the corect ane for your phone,
and that the talk. and ztand by times are suitable for your needs. Qur web
page will azzigt vau in choozsing the carrect batten.

hittp: A fvava enicszon-mobiles. com. audencssondencsson. nsf/pages/acoesson
ez fopentt.ey=H attenes

Attachments:
Add...
Eemoye |
Delete Reject Feply Cancel | Help |
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'A Holmes, K.athy -

i do & &

@ﬁ

el ™ Email - Message

Meszage Reply |

[Steve Smit]

Sender:
P ¥ Enal 001155 el S
Subject: Info on T28 Subject: Ilnf':' on T28

Sent |a;4xun 10:56 Ak

RBeply:

[Pleaze provide me with some information regarding the t28 mobile phone] 4

The T28z iz slim, smart and stylish. [t is the first Eniczzon mobile phone to

come with a range of inteligent accessones on the new 3 valt platform, 2 Monitor A =]
http: A, ericzzon-mobiles. com. audenczsondencezon. nsf/Phones/T23: 70
pen
[what is the standby time?]
g4 Service Group Statistics - On-Line ] ] ] ] Listomert ame [Status)
R There are many tpes of genuine Ericzzon batteries available on the market. | ocessing
- Different batteries are compatible with different phones, therefore when e AR
E mail Support Sur choozing a battery please ensure that it is the comect ane for vour phone, ’
141 01 0. and that the talk and stand by times are suitable for your needs. Our web
100[%] 100[%] 100 page will assist you in choosing the comect batterny.
100 http: /Ao, eniczzon-mabiles. com. audenicssondencsson. nsf/pages/accesson
0 ez fopentkep=B atteries
0 oo |0 000 |0
1:00 iI [what acceszones are available?)] | CSRs W MotReady W Ildle W Busy

Ericzzon have a wide range of mobile phones available for purchase in the

[ Idle B Busy Ml Busp Other O astralian market. The current platform of phones are the 600 series, 700

- - - series, 800 zeries, T senies, and the & series; all using the best technology to
Service Group I Hueue I " ait I Service L. I Idle I- make yourzelf heard. Ta find out more about these phones, please visit our ;I
Email 1] .00 100.0 1
Support 0 000 1000 0 (el

Survey 1] 0:00 1000 0

1]

ddd...
Eemove |

Delete Reject Reply Cancel | Help |

L

Rurining [127.0.0.1




™ RE: Info on T28 - Mezzage [Plain Text]

JEiIe Edit Wew Insert Format Tools Actions Help

Jﬂqﬂﬁeply | 54 Reply to Al | W Forward |§ | w ||:Eir > | > - W - £| @ o

J . - Hlale £ m|EE=EE e —.
From: necAutorespond Sent: Fri 84,00 10:54 4M

To:

e

subject: RE: Info on 728

[please prowvide me with some information regarding the tZ28 mobile phone)

The TZS8s i=s slim, smart and stylish. It is the first Ericsson wmobile phone
to come with a range of intelligent accessories oh the new 3 wolt
platform.

http://wuv.ericsson-mobiles. com.aufericsson/ericsson. nsf/ Phones/ T28s0pen

[what is the standby time?]

There are many types of genuine Ericsson batteries available on the
warket. Different hatteries are compatible with different phones,
therefore when choosing a battery please ensure that it iz the correct one
for wour phone, and that the talk and stand by times are suitable for your
needs. our web page will assist wou in choosing the correct battery.
http://wuw.ericsson-

mobhiles.com.aufericsson/ericason. neff pages/accessories?opensey=EBatteries

[what accessories are availabhle?]

Eries=son have & wide range of mobile phones swvailable for purchase in the
hAustralian market. The current platform of phones are the 600 series, 700
series, 800 serie=s, T series, and the L series; all using the best
technology to make yourself heard. To find out more about these phones,
please wisit our webh site.

http://wyw.ericsson-

mobilea.com.aw ericssondericsson. nsf/ Pagea/ 77EFADTO29037EE34AZ56655001915E

Alopen
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— E-mail

Chat

Web Co-browsing

Pozadavek na zpetné volani

— Automaticky E-mail

— Virtualni agent
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Jde o komunikaci mezi lidmi,
zbytek je technologie.
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