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Realization of Contact Centers that Contribute to
Management by Cleverly Using External resources

When Contact Centers first started, they provided a range of
services, such as dealing with various customer enquiries and
introducing new products and services, but now the roles of the
centers are changing. Against a background of increased
customer demands, fiercer competition and the arrival of the
full-blown network era, an enterprise’s expectations of its
Contact Center — the contact point with customers — has
shifted to the building of “trust” with customers and the raising of
customer satisfaction. The role of the Contact Center has
changed to one of directly contributing to sales and profit as a non
face-to-face sales channel.

In this paper, we explain IBM’'s BTO CRM solutions in the
area of inbound and outbound contact centers. Based on IBM's
own transformation experience and know-how, the solutions
advance a client's CRM transformation and are designed to
contribute to the client's management.
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