Customer Relationship Management in the Internet Age

A White Paper from CosmoCom

By Stephen Kowarsky, EVP

What does “customer contact” mean today, in an environment where the technology of communication is making the most basic form of human contact -- personal, physical, face-to-face presence -- less and less frequent, and less and less significant as a part of doing business?  Much of business today is conducted between people who have never met before and are likely never to meet again, and who experience each other only as disembodied telephone voices.  

Beginning with the development of Interactive Voice Response systems and specialized kiosks (mainly ATMs) as a means of self-service, and continuing now with the tremendous growth of Web-based self-service, there is a movement toward business without any live personal communication at all.  What does the phrase “customer relationship” mean in this kind of a world?

DEFINING THE TERMS

Let’s define the customer relationship as the sum total of a customer’s experience and interaction within the new customer contact zone, which today is becoming more virtual than physical.  

The three main elements of this new, virtual customer contact zone are:  

[image: image1.wmf]CosmoCall

Computer Associates Example

Web 

Access

Call 

Tracking

Knowledge 

Base

IVR

Phone

ACD

CA

Cosmo

Com

CTI

Middle-

ware

Web

Multimedia

ACD

Paradigm / Advanced Help Desk

CosmoCall

Out

of

the

Box

•

 Two Partnering Vendors

•

 Out-of-the-Box Integration

•

 All Computer Technology

AMD

Voice &

E-mail 


· The customer care applications which provide the repository of information about a customer, and allow the business to perform transactions with that customer.

· The Call Center provides the means to create live, real-time connections between customers and the customer service representatives who use the customer care applications.

· The Web provides a whole new zone of customer contact, and increasingly, options for self-service business transactions.
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It is immediately clear that, ideally, these three elements should create an integrated whole that offers the customer a consistent, positive experience.  It’s easy to say, and it’s easy to draw.  But it’s not at all an easy thing to do.

TODAY’S BEST CASE IS NOT THE IDEAL

If we look at the customer care situation today, the best implementations have achieved only a portion of this ideal integration. 

Using IVR and CTI Middleware, some companies can now provide personalized call routing and even offer call-answering by CSRs who already know who is calling, and in some cases, why.  But this remains a relatively rare and pleasantly surprising experience for the customer.  We can all testify that it’s much more common for the CSR to ask you who you are, even if you’ve already entered your account number when the recorded message asked you for it.
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There is also a tremendous amount of system development activity linking Web sites with customer care applications to allow Web site visitors to view personal information such as account balances, billing detail, service options, etc., as well as engage in actual transactions.  These links are accomplished via a wide range of CGI techniques and Web to back-end interface products.

But looking at this picture, we can see two important things: 

First, any business that has achieved all of this has probably done so by investing tremendous amounts of time, effort, and expense with half a dozen suppliers or more, plus a system integrator or two putting it all together.  Second, there is still no link between the Web and the live personal interaction provided by the Call Center.

THE COMPLETE SOLUTION

CosmoCall provides a real alternative to this situation.  The CosmoCall Center is an open, computer-based, software oriented alternative to traditional call center technology.  One of the advantages of this new technology is its ability to integrate with the two other computer-based elements we have been discussing as illustrated in the diagram below.  
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For systems integrators, CosmoCall is a technology that both reduces the cost and risk of solution development and implementation, and increases the value of the solution delivered.

For developers of customer care applications, who are increasingly providing their own, integrated Web front-ends, CosmoCall provides the missing piece that can make possible a complete computer-based solution with out-of-the-box integration.

COMPUTER ASSOCIATES EXAMPLE
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One example of such a partnership is the relationship between CosmoCom and Computer Associates.  CA and CosmoCom have integrated CA’s flagship customer care application for help desks -- Paradigm, (a/k/a the Advanced Help Desk option of Unicenter), and CosmoCall.

As the diagram at the right shows, the CA application provides the main functions of many Customer Care applications:

1. Call tracking, with caller history and other relevant customer information.

2. Knowledge-base management, support problem-solving.  

In addition, CA provides a very complete web access capability, both for customers and for CSRs.  Thus, the CA software contributes two of the three elements we have identified in the modern customer contact zone. 

In the past, that third element, the call center, was left to telephone system providers and their system integrators, whose best efforts only achieved part of what CosmoCall provides.  As you have seen, CosmoCall provides the heart of any call center, the telephone ACD, along with a fully integrated IVR capability.  The IVR/ACD integration is the functional equivalent of a CTI Middleware package.  

In addition to these capabilities -- equivalent to the best of today’s call centers, CosmoCall provides live access from the web, and automatic distribution of messages (AMD) as well as calls.

The result of this integration is a total solution that fully achieves the ideal state pictured on the previous page with just two explicitly partnering vendors.  It is an integration that is built into both products and works out-of-the-box -- without costly CTI investments.  Instead of  “computer-telephone integration,” we have an all-computer technology base that solves the same problems traditionally addressed by telephone call center technology, and much more besides.
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