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AgendaAgenda

THE BIG PICTURE:THE BIG PICTURE:
CRMCRM

WHAT DOES THIS WHAT DOES THIS 
MEAN FOR THE MEAN FOR THE 

CONTACT CENTER?CONTACT CENTER?

HOW CAN IBM HELP HOW CAN IBM HELP 
YOU MAKE THESE YOU MAKE THESE 

CHANGES?CHANGES?

THE CHANGING ROLE THE CHANGING ROLE 
OF CALL CENTERSOF CALL CENTERS
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The Changing Role of Call CentersThe Changing Role of Call Centers
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Changing roles of contact centers through Changing roles of contact centers through 
historyhistory

70s and 80s
telemarketing

Late 80s
customer service, automated self service option

90s
integrated sales, service, support

00s
relationship management, assistance for self-service and 
e-commerce
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A technology industry has emerged A technology industry has emerged 
around contact centersaround contact centers

Growth rates are estimated at around 45% per year
Meta Group predicts the market will grow to $4.7B by 2001, 
and $10B by 2001/2
Over the last 2-3 years, call center/CRM/front office 
technology companies have become a force in the 
marketplace, with publicly traded stock
Market consolidation is occurring at a rapid pace

May 97: Baan acquired Aurum for $250m
Oct 99: Peoplesoft acquired Vantive for $433m
Oct 99: Nortel acquired Clarify for $2.1B



1999 IBM Software Solutions e-CRM User Conference ~ November 7-10 ~ Orlando, Florida  USA

The Big Picture:  CRMThe Big Picture:  CRM
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Customer Relationship ManagementCustomer Relationship Management
encompasses the totality of encompasses the totality of 

business processes which an business processes which an 
organization performs toorganization performs to

identify, select, acquire, develop identify, select, acquire, develop 
and retain its customers.and retain its customers.
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Customer SupportCustomer Support

Sales ManagementSales Management

Customer Relationship Management ProcessCustomer Relationship Management Process

Market ManagementMarket Management

OpportunityOpportunity
 Management Management

Customer AcquisitionCustomer Acquisition

Customer DevelopmentCustomer Development

Customer RetentionCustomer Retention
Who are the profitable Who are the profitable 
customers?customers?

How do we attract them?How do we attract them?

How  do we deliver what How  do we deliver what 
the customer wants, how the customer wants, how 
they want it, when they they want it, when they 
want it?want it?

How  do we build and How  do we build and 
sustain customer loyalty?sustain customer loyalty?

CRM: THE competitive differentiatorCRM: THE competitive differentiator
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True Customer Relationship ManagementTrue Customer Relationship Management

At the core of At the core of 
successful businesses successful businesses 

are abundant loyal are abundant loyal 
and profitable and profitable 

customerscustomers

Continuous dialog Continuous dialog 
across all customer across all customer 
touch pointstouch points

Personalization of Personalization of 
products and services products and services 
based on customer needs based on customer needs 
and expectationsand expectations

Consistent userConsistent user
experience acrossexperience across aall ll 
contact points that the contact points that the 
customer choosescustomer chooses

Real-time Real-time 
access to all access to all 
customer customer 
information across information across 
the enterprisethe enterprise
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Meta CRM DefinitionMeta CRM Definition
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What is the key driver of change in CRM?What is the key driver of change in CRM?

Answer:  e-business.Answer:  e-business.



1999 IBM Software Solutions e-CRM User Conference ~ November 7-10 ~ Orlando, Florida  USA

An e-business is an organization 
that is transforming its interactions 
with customers, suppliers, business 
partners and employees using Web 
technologies, extending its reach to 

improve its performance
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How does this affect the Contact Center?How does this affect the Contact Center?

Expansion of customer contact methods to incorporate 
non-traditional electronic channels - web chat, web form, 
email.

Gartner predicts that companies will receive 25% of all 
contacts via email and web forms by 2001
Meta estimates that 35% of all customer contacts by 
2001/2 will use non-traditional electronic channels.
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Contact triggers have broadened...Contact triggers have broadened...
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Customers want to use different access Customers want to use different access 
methods to contact your organizationmethods to contact your organization

For example....For example....
1.1. Find best mortgage deal: Find best mortgage deal: internetinternet
2.2. Account balance: Account balance: interactive voice responseinteractive voice response
3.3. Mortgage application: Mortgage application: call center agentcall center agent
4.4. Mortgage contract: Mortgage contract: face-to-face meetingface-to-face meeting
5.5. Funds transfer: Funds transfer: internetinternet
6.6. Insurance: Insurance: call center agentcall center agent  

Customer Choice has a new dimensionCustomer Choice has a new dimension
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Branch OfficeBranch Office

$4.05$4.05

Face To FaceFace To Face
MeetingMeeting

$50+$50+

Telephony AgentTelephony Agent

$2.30$2.30

Telephony Agent with Telephony Agent with 
Call Processing (CTI)Call Processing (CTI)

$1.40$1.40

Robot Agent - IVRRobot Agent - IVR
(Voice Processing)(Voice Processing)

$0.25$0.25
InternetInternet
e-businesse-business

$0.20$0.20

Channel costsChannel costs

TowerGroup 5/99TowerGroup 5/99
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CHANGE:CHANGE:
BEYOND NEW CONTACT CHANNELSBEYOND NEW CONTACT CHANNELS

Blurring of lines between sales, service, marketing, 
support

cross-selling/upselling
technical support for self-service

Blurring of lines between prospects, customers, 
supply chain

what is common, what is unique?
New focus on importance of CRM to the bottom 
line...
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FlexibilityFlexibility

Speed of executionSpeed of execution

Ability to innovateAbility to innovate

Cost positionCost position

Investment in Investment in 
HRHR

Supplier Supplier 
relationshiprelationship

Brand image and equityBrand image and equity

00 0.10.1 0.20.2 0.30.3 0.40.4 0.50.5 0.60.6 0.70.7
Degree of Degree of 
ConsensusConsensus

CRM #1CRM #1
Establish & Maintain Customer RelationshipsEstablish & Maintain Customer Relationships

Transform Information Into Transform Information Into 
KnowledgeKnowledge

Quality & Continuous ImprovementQuality & Continuous Improvement

Mercer & Associates, 1998: Business Investment FocusMercer & Associates, 1998: Business Investment Focus
For Competitive Advantage Over Next 3 YearsFor Competitive Advantage Over Next 3 Years

CRM - A New Business Focus CRM - A New Business Focus 
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00 11 22 33 44 55 55 77

Cumulative EarningsCumulative Earnings
Profit from Price PremiumProfit from Price Premium

Profit from ReferralsProfit from Referrals

Profit from ReducedProfit from Reduced
Operating CostsOperating Costs

Profit from IncreasedProfit from Increased
PurchasesPurchases

Customer AcquisitionCustomer Acquisition
Cost

Base ProfitBase Profit

YEARYEAR

The Sources Of Loyalty ROIThe Sources Of Loyalty ROI
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WHAT DOES THIS MEAN FOR WHAT DOES THIS MEAN FOR 
THE CONTACT CENTER?THE CONTACT CENTER?



1999 IBM Software Solutions e-CRM User Conference ~ November 7-10 ~ Orlando, Florida  USA

The role of the Contact Center in a CRM The role of the Contact Center in a CRM 
"ecosystem""ecosystem"

Assistance for self service
complement to traditional voice and non-traditional 
electronic self-service mechanisms

Human interaction for complex sales and service situations
complaints, difficult explanations, emotional situations, 
exception handling
high end relationship selling
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Example:  Handspring launches the VisorExample:  Handspring launches the Visor
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What changes have to happen?What changes have to happen?

Enable new channels
implement the technology
maintain information flow for tracking

Impact on staffing and management issues
written as well as spoken
multiple service level requirements
human contact skewed towards complex, high end
business as well as technical
sales as well as service

Integration of new channels
universal queue
integrated customer data
consolidated tracking



1999 IBM Software Solutions e-CRM User Conference ~ November 7-10 ~ Orlando, Florida  USA

A call center becomes a contact centerA call center becomes a contact center

CallCall

Point of complaintsPoint of complaints

Product focusedProduct focused

Transaction drivenTransaction driven

Cost-minimizingCost-minimizing

FragmentedFragmented

CentralizedCentralized

InteractionInteraction

Point of communicationPoint of communication

Customer focusedCustomer focused

Relationship drivenRelationship driven

Profit-maximizingProfit-maximizing

IntegratedIntegrated

Virtual/NetworkedVirtual/Networked

Call CenterCall Center Contact CenterContact Center

- Voice- Voice -e-mail-e-mail
- Web- Web -Kiosk…-Kiosk…
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StartupStartup MassMass
ProductionProduction

ContinuousContinuous
ImprovementImprovement

One-to-OneOne-to-One
MarketingMarketing

1st Generation1st Generation 2nd Generation2nd Generation 3rd Generation3rd Generation 4th Generation4th Generation

Centralisation Economies Of Scale Process Optimisation Personal Service
Control Mass Production Improvement Differentiation
Cost Thru-put Quality Market Share
Single Process Multi Process Departmental Enterprise
PABX + IVR + CTI, Fax, e-mail + Business 

Intelligence
+e-Business

Part-time Hourly Salaried Empowered, 
commissioned 

Help desk Fulfillment Customer 
Management

Relationship Mgment 

DriverDriver
CultureCulture

MeasureMeasure
ProcessProcess

TechnologyTechnology

EmployeeEmployee

CapabilityCapability

Evolution of Contact CentersEvolution of Contact Centers



1999 IBM Software Solutions e-CRM User Conference ~ November 7-10 ~ Orlando, Florida  USA

How can IBM help you achieve this change?How can IBM help you achieve this change?
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Internet
Telephone
Kiosk/ATM
E-mail
Mail
Fax
Face to Face

Market 
Management

Portfolio 
Management

Prospects
Customers

Process 
Management

Customer  
Acquisition 

Customer
Development

Customer 
Retention

Self Servicing

 Intelligence
Management

Universal
Access

Field
Sales

Telemarketing
Telesales

Process-driven 
Model

Customer-centric
Integration

Sales Order
Management

Sales
Administration

Customer
Service

Product
Support

Field Service
& Dispatch

Campaign 
Management

Attributes:
     Personalized 
Interaction
     Common Experience
     Simple Experience

Assisted Self 
Servicing

Full Servicing

Cust Value
Management

CRM for e-businessCRM for e-business

Infrastructure Management

ERP/Legacy Integration
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IBM CRM for e-businessIBM CRM for e-business

Consulting

Methodologies
Tools

ICM
Experience

Services

Tools
Assets

Experience

Business 
transformation
Customer 
Relationship 
Management
Customer Value 
Management
Software
Customer 
service
Industry 
specific

Architecture & Products

Partners/Alliances

Systems 
Integration
Product Support 
Services

Operations - Outsourcing

Internet
Telephone
Kiosk/ATM
E-mail
Mail
Fax
Face to Face

Market Management

Portfolio Management

Infrastructure Management

Process Management

Customer  Acquisition 

Customer
Development

Customer Retention

Self Servicing

 Intelligence
Management

 Contact Management

Field
Sales

Telemarketing
Telesales

Process-driven Model

Customer-centric
Integration

Sales Order
Management

Sales
Administration

Customer
Service

Product
Support

Field Service
& Dispatch

Campaign Management

Attributes:
     Personalized Interaction
     Common Experience
     Simple Experience

Assisted Self Servicing

Full Servicing

Cust Value
Management

ERP/Legacy Integration

Industry Verticalization
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BIBI Rel.Rel.
Mgmt.Mgmt.

ContactContact
CenterCenter UAUA

Common Business ObjectsCommon Business Objects
Customer Address, Exchange Rate, VATCustomer Address, Exchange Rate, VAT

Foundation and Utilities LayerFoundation and Utilities Layer
Rules Mgmt, Content Mgmt, Workflow , Security, etc.Rules Mgmt, Content Mgmt, Workflow , Security, etc.

WebSphere, DominoWebSphere, Domino

Server Platforms (AIX, NT, OS/400, Solaris, OS/390)Server Platforms (AIX, NT, OS/400, Solaris, OS/390)

Business Business 
ComponentsComponents

SolutionSolution
PlatformPlatform

CustomizedCustomized
ApplicationsApplications

MQSeries, DB2, Visual AgeMQSeries, DB2, Visual Age

ISV, SI and Customer ApplicationsISV, SI and Customer Applications

CRM for e-business - CRM for e-business - Reusable ComponentsReusable Components
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CRM Services Offering FrameworkCRM Services Offering Framework

BUSINESS

IT

PLAN DESIGN IMPLEMENT RUNASSESS

Solutions (IBM &  Business Partners)

BPM/SO
CRM Services
Consulting

CRM Transformation 
Consulting

Billing & 
Collections
Fulfillment
Contact 
Management
Campaign 
Management
Customer 
Intelligence 
Management

IT Managed 
Operations

Market Management 
Consulting
CVM Strategy
Routes-to-Market 
Consulting

Customer Contact Vision 
& Strategy Consulting
Contact Ctr Business & 
Technology Assessment
Sales Force Automation 
Business & Technology 
Assessment

Customer Intelligence Mgt **
Customer Market & Campaign 
Mgt**
Customer Contact Management

Contact Ctr Enablement
Solution Design 
Package Selection and Impl
Telephony  Integration
Web Integration & Collaboration
Other Channel Intergration

Customer Information Access
Mobile Sales and Service 
Field Service & Dispatch (Future)

** Currently for CRM BPM only
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IBM Software Strategy ElementsIBM Software Strategy Elements

Provide Application Enabling Platform 
(not applications themselves)

EJB-based Component Layering
Supports realtime, dynamic process operations

rules and workflow-driven
Proven e-business infrastructure

Provide Universal Access Enablement and Management
Universal Contact Management
Universal Presentation
Dialogue Management
Sustained Dialogue
Speech Enablement
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IBM Software Strategy ElementsIBM Software Strategy Elements

Provide Core Relationship Management Components
Data Mining/Warehousing
CRM Analytics
Analytic/Operational CRM Reciprocal Environment

Provide Business Integration Middleware
Single View of Customer
Enterprise-wide, realtime integration
External (customer value chain) integration
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Application enabling frameworksApplication enabling frameworks

Visual Banker - e-CRM Enterprise Banking Solution
Corepoint Contact Center
"C4" - Corepoint Contact Center - Custom Edition
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e-CRM Enterprise Banking Solution:e-CRM Enterprise Banking Solution:
an e-Commerce Cross Channel Application Frameworkan e-Commerce Cross Channel Application Framework

Deployment Enabler Components Financial Business Components

Foundation Components

Call 
Center

Internet 
Banking

Branch 
Sales

Customer
Relationship

Contact 
History

Correspondence

Customer 
Information 

Management

Personal
Information

Distribution 
Mgmt

Service Marketing

Campaign 
Builder

Campaign 
Mgmt

Query

Sales 
Tracking

Sales

Product 
Fulfillment

Financial 
Calculators

Product 
Catalog

Product 
Presentation

Product 
Recommendation

Access Control

Commands
Constraints & Validation
Desktop
Electronic Journal
Encryption
Event Notification

Exception Logging
Formatting
Global Properties

Inference Engine
Internationalization
Logging
Non-repudiation

Persistence
Printing
Procedural Application Adptrs
Procedural Data Access
Profiles
RDB Adapters
Rules Framework

Scripting
Session Management

Store and Forward

Transaction Mapping Framework

Workflow

Information
Exchange

Self
Service

Devices
Cash Drawer 

Mgmt

CTI

MSR 
Readers

Passbook 
Printers

PIN Pads
Receipt 
Printers

Contact 
Center 
Mgmt

Interactive 
Scripting

Task 
Queuing

Work 
Management

Service 
Operations

Personali-
zation

Customer 
Profile

Chat

Network
Collabora-

tion

Contact 
Center

System Management

Channel Solutions

User Interface Components

Audit Log

Static Data Management

 Teller
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Infrastructure

Solution Components

Business Model

Sales Solution

Office Productivity Desktop
Calendar & Scheduling Client Search/Add
Client Demographics Needs & Objectives
Contact Management Agent Admin

Cross Sell Sales Tracking/Reporting
Product Presentation Product Catalog
Interactive Calculators
Agreement Origination Fulfillment

Institution Specific Customization

Call Center Channel Enablers

Call Context

Call Center
Desktop

Automated
Search -

CTI

Call Center Admin

Wrap-up

S
o

lu
ti

o
n

 C
o

m
p

o
n

en
ts

 a
n

d
 S

o
lu

ti
o

n
s

In
fr

as
tr

u
ct

u
re

Service Solution

Transaction Engine Electronic Journal
Sample Transactions Store/Forward

Key Client

Agent Status

Call Details
& Screen

Pop

Interactive
Scripting

On-Screen
Telephony

Campaign Management

Call Center Solution SampleCall Center Solution Sample
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Corepoint Contact CenterCorepoint Contact Center

Starter kit for a customized contact center 
application
Visual Basic components
Components include:

Contact center desktop
Product catalog
Broadcast
Queue and task management
CTI integration to CallPath
Legacy integration via MDp
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 Hub Functions to: Hub Functions to:

1. Add  New Contact Channels (e.g. Internet) 1. Add  New Contact Channels (e.g. Internet) 
to Current Contact Channels and Integrate to Current Contact Channels and Integrate 
them  them  
(New Channels, Channel Integration)(New Channels, Channel Integration)

2. Provide Framework to Collect, Analyze, 2. Provide Framework to Collect, Analyze, 
and Get 'Knowledge' from Customer DB  and Get 'Knowledge' from Customer DB  
Information, and Contribute to BusinessInformation, and Contribute to Business
(Business Intelligence (BI) Integration)(Business Intelligence (BI) Integration)

3. Link Customer Contact Information to     3. Link Customer Contact Information to     
Administrative/ Work Flow Process Administrative/ Work Flow Process 
SeamlesslySeamlessly
(WorkFlow Integration)(WorkFlow Integration)

4. Expand Single Business Application to 4. Expand Single Business Application to 
Multiple Business ApplicationsMultiple Business Applications

(Business Application Integration)(Business Application Integration)

WorkFlow

Integration

 Business Applications
 Integration

 Business Synergy Effect

      BI
  Integration

Business Hub

CRM Customer Center

New Contact Channels

Channel  Integration

"C4" "C4" avail. in Japan and Koreaavail. in Japan and Korea

Corepoint Contact Center - Custom EditionCorepoint Contact Center - Custom Edition

C4 ServerC4 Server

Low speed Low speed 
networknetwork

High speed High speed 
networknetwork

ClientClient DB ServerDB Server

Data Access
Data Process
Business Logic

GUI
Data Input/Output
Input Check
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PARTNER APPLICATIONSPARTNER APPLICATIONS



1999 IBM Software Solutions e-CRM User Conference ~ November 7-10 ~ Orlando, Florida  USA

THE ENDTHE END

ANY QUESTIONS?ANY QUESTIONS?
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