Cicero in Today's Contact Center

The rapid evolution of today's contact center from a back-office cost burden to a profit-generating, front-line point of contact between the company and its customers has dramatically changed the way these mission critical organizations are measured, managed and rewarded.  As a contact center manager or line-of-business executive, you know that senior management, shareholders, your demanding customers, regulatory mandates and growing business pressures require you to find better ways to:

Cut Costs - Reduce staff turnover, improve ROI for technology and training investments while spending less, reduce error rates and costly rework. 

Improve Customer Satisfaction - and do it at lower cost, get more calls "done in one" while leveraging your people, processes, information and technology resources to improve customer loyalty and per-customer revenue, and help grow the bottom line faster in today's challenging global economy.

Integrate applications, systems, business processes and people into a seamless, efficient and cost effective operation, and do it faster, at less cost - without inhibiting your ability to rapidly implement new technologies such as CRM for middle markets, Web Services, wireless, virtual agents, and other solutions in the future.

Gather the right information - Enable your contact center agents to quickly access and update all the information they need to satisfy your customers no matter where it's hosted, at the time they are on the phone or online as they handle the rising volume of customer calls.

Comply with New Legislation and Regulatory Mandates - Whether it's "Do Not Call" or customer data privacy, domestic legislative trends, complex international privacy and security mandates require heightened levels of training, supervision and executive management attention, with serious civil and even criminal penalties for non-compliance.  Meeting this multi-faceted challenge is even more difficult because of the disparate systems, applications, data formats, staff skills and operational processes that have evolved in the contact center environment in the last few years.

Automate and script complex, unfamiliar and fast-changing workflows so that your agents can focus on serving your customers, and not struggle with overly-complicated technologies, endless and inefficient training, and complex, volatile business processes.

Transform technology portfolios, investments in business processes, and people into a cost effective, highly adaptable, fully integrated and useful business solution - and do it faster, easier and at less cost than before.

How can Cicero help you solve these challenges?

Cicero increases contact center agent productivity, simplifies complex application integration challenges, reduces operational costs and extends the useful life of your investments in technology (legacy, current, new and even solutions you haven't even thought you need yet) - and Cicero does it faster, better, and at lower cost than anything else available.  Cicero delivers:

Efficiency - Eliminate redundant data entry, reduce agent errors, streamline navigation of dissimilar applications and automatically share the right information, at the right time, across all your applications, regardless of host platform or location.  Call and wait times decrease (usually by 50% or more), error rates decline dramatically, and agent productivity quickly improves.

Customer Satisfaction - Profitable, best-in-class contact centers deliver better customer service and higher bottom line results by focusing on the customer, not technology.  Cicero enables your agents to access information quickly and reduces the need to transfer calls from one "specialist" or department to another.  Cicero cuts customer hold times because they no longer have to wait impatiently while your agent gathers information from a variety of disparate sources.  Cicero largely eliminates the need to ask customers to repeat personal and call-related information over and over again as agents transfer calls or update data files. 

Cost Savings - Cicero reduces staff turnover, training and communications expenses.  Fewer errors means less rework, reduced referrals and minimal callbacks.  "Done-in-One" rates increase dramatically and ROI for both Cicero and many other investments in the contact center are measured in weeks and months, not years.

Investment Protection - Cicero does much more than put a "new face" on all your applications.  It significantly extends their useful lifespan, increases technology ROI and enables you to deploy new technologies faster, with less cost and complexity.  Cicero opens the door to fully integrated, multi-channel access without the need for expensive, time-consuming re-engineering of your current software.  Cicero rapidly delivers the kind of application integration that costly CRM solutions promise.

Rapid Compliance with Mandates - Whether you're facing "Do Not Call" requirements, HIPAA standards, data security and "Safe Harbor," or other regulatory mandates, Cicero's unique ability to rapidly enable all your applications and business processes to "look and feel as if they were all created by a single, skilled hand" will help you meet strict privacy, security, and other regulatory mandates faster and at a lower cost that your risk of non-compliance is much less than with alternatives.

Quick Results - Avoid lengthy and expensive back-end integration and risky application software modifications.  Cicero's non-invasive implementation process takes weeks, not months, and doesn't require access to source code.  Cicero enables you to incorporate legacy applications in state-of-the-art Web Services faster than alternatives, maximizing ROI while giving you the IT and operational flexibility you need in today's fast-changing business environment.

Cicero solutions and professional services are designed to fit the needs, budget, and size of your contact center: from a rapidly deployable 50-seat small call center package to the largest global, multi-site contact centers. And, unlike internally developed solutions, portals and complex middleware, Cicero is quickly implemented, demonstrably cost effective and a proven solution in daily, mission-critical use worldwide.  

