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Customer Relationship Management systems

Developer of service management 
solutions, Vertical Solutions, Inc. 
(VSI), Cincinnati, OH, early this year 
rolled out VContactCentre, a cloud-
based CRM contact centre manage-
ment solution. Designed specifically 
for customer service applications, 
VContactCentre addresses the needs 
of internal contact centres, external/
outsourced contact centres, and 
hybrid contact centres that require 
tight integration and seamless inter-
action among groups. 

VContactCentre is available 
in both public and private cloud 
options, enabling companies 
to take advantage of the rapid 
implementation and reduced 
management costs of cloud-
based computing while offering 
the security and data migration 
capabilities of installed software. 
The powerful workflow engine 
is said to enable contact centre 

managers to develop, implement, and 
update business processes across all 
channels – phone, email, and Web-
based support – quickly and easily, 
with no IT intervention or costly 
customization.

“Today’s contact centres are at the 
core of a business, driving revenue 
and building customer relationships,” 
says Vertical Solutions CEO Ron Weg-
mann, Sr. “We designed VContact-
Centre from the ground up to make 
it easy for contact centre managers 
to streamline every interaction, from 
commonplace to complex, and to 
grow with the company. VContact-
Centre looks easy on the surface, 
offering contact centre managers 
drag-and-drop functionality for cre-
ating business processes, delivering 
consistent multi-channel operations, 
and segmenting data. But behind the 
scenes, its platform-level technology 
performs complex functions swiftly 

and seamlessly, without expensive 
customization or IT intervention.”

Key differentiators of 
VContactCentre include:

Multi-channel operations. •	
VContactCentre enables 
companies to easily deploy 
proven CRM support processes 
consistently across every channel, 
from phone calls, chat, and emails 
to self-help, forums, and social 
networking venues.
Public and private cloud •	
options. Contact centres can 
benefit from the rapid deployment 
and reduced management costs 
of public cloud computing, or can 
deploy VContactCentre in the 
private cloud to increase security 
and data migration. Companies 
may easily switch from public 
to private cloud options as their 
businesses change or grow. 
Workflow management. •	
VContactCentre’s cloud-based 
technology platform enables 

business users to streamline 
business process management, 
and integrate multiple, adjacent 
tasks and incidents. A simple 
and intuitive drag-and-drop 
interface gives business users 
a visual tool to design, test, 
implement, and document 
their business processes 
simultaneously. Workflows 
integrate seamlessly with multiple 

TechExcel, Inc., Lafayette, CA, 
provider of Application Lifecycle 
Management (ALM), IT Service 
Management (ITSM) and Customer 
Relationship Management (CRM) 
software solutions, earlier this 
year released ServiceWise 8.5 and 
CustomerWise 8.5.  They include both 
new features and enhancements 
designed to increase visibility and 
provide intelligence for all customer 
support business processes and 
deliver a solution that supports the 
growing number of applications, 
devices, and mobility of today's 
workforce. 

Also included is an updated 
project planning tool, TechExcel 
ProjectPlan, that provides integrated 
project planning and resource 
management for IT managers and 
service teams. ProjectPlan is said to 
give managers complete control over 
project information, scheduling, and 
resource management through its 
real-time integration.

“In today’s harsh economic climate 
it is vitally important that enterprise 
systems deliver outstanding 

value and features such as time 
and cost tracking are essential in 
managing a successful business.” 
says Tieren Zhou, CEO and chief 
software architect at TechExcel.  
“The enhancements we’ve added 
improve usability and an improved 
project planning tool, new automatic 
customer satisfaction surveys, and 
the ability to manage assets and 
knowledge externally through an 
API interface add great value.  The 
new features in ServiceWise and 
CustomerWise elevate the ability of 
support teams to accommodate the 
needs of modern IT organizations and 
keep their customers informed every 
step of the way.”

TechExcel is dedicated to 
developing software solutions with 
built-in business intelligence that 
can be easily configured by users to 
optimize their business processes. By 
providing integrated CRM, help desk, 
defect tracking and test management 
applications, TechExcel integrates 
Web, wireless, and client/server 
technologies to provide companies 
with the flexibility needed to better 

manage their business.
TechExcel ServiceWise is a flexible 

IT service and support solution with 
powerful process management 
and workflow capabilities. Using 
ServiceWise, organizations may 
optimize all IT support processes 
including: user request tracking, 
management of incidents, handling 
problems and changes, controlling 
the asset lifecycle, and managing 
valuable company knowledge. Some 
of the major feature enhancements 
in ServiceWise 8.5 and CustomerWise 
8.5 include:

New API for managing knowledge •	
and asset information
New incident time-tracking and •	
time roll-up feature
New administration reports•	
New customer surveys and Web •	
forms
New Incident linking capabilities •	
for email and automatic closure 
options
Improved email notification •	
settings
New software asset management •	
features 

TechExcel releases new versions of ServiceWise, CustomerWise

 Tieren Zhou, CEO and chief 
software architect at TechExcel, says 
new features in ServiceWise and 
CustomerWise elevate the ability of 
support teams to accommodate the 
needs of modern IT organizations.

Multi-channel, cloud-based system
is designed for customer service

 Vertical Solutions CEO Ron 
Wegmann, Sr., says VContactCentre 
was designed from the ground up 
to make it easy for contact centre 
managers to streamline every 
interaction, from commonplace to 
complex

Software Solutions
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Global purveyor of enterprise 
communications systems, software 
and services, Avaya, Basking 
Ridge, NJ, has introduced its 
next-generation of contact centre 
solutions to meet the real-time 
demands of a rapidly evolving 
customer service environment. 
The new solutions -- which include 
innovations in multimedia work 
assignment, workforce optimization 
and outbound self-service -- can help 
businesses more effectively manage 
customer experiences in an always-
on world. These advancements 
drive improvements in customer 
satisfaction, agent productivity, and 
cost-savings throughout contact 
centre operations.

Central to the new offerings 
is Avaya Aura Contact Centre, 
a multimedia work assignment 
application for mid-size contact 
centres that connects customers and 

their information to the right agent or 
expert via any communications mode 
(i.e. voice, video, email, chat). It uses 
the Session Initiation Protocol (SIP)-
based collaborative session model of 
Avaya Aura -- the company's business 
communications applications 
platform -- to enhance the 
efficiency and quality of customer 
service. Avaya Aura Contact Centre 
complements the large enterprise 
solutions of Avaya Aura Call Centre 
Elite, and will serve as its multimedia 
extension.

Avaya Aura Contact Centre's 
collaboration capabilities help 
a business understand the full 
context of a customer interaction 
-- including the customer's mode of 
communications, history and present 
needs. The solution also brings 
collaborative sessions to customer 
service, eliminating the process of 
having customers repeat information 

to several people as they progress 
through a call. 

By bringing the customer, agent 
and expert into a session to share 
information, a company can reduce 
customer frustrations, increase 
first-contact resolution and enhance 
experiences. Through this approach, 
Avaya Aura Contact Centre can 
improve customer satisfaction by up 
to 50 percent.

Customer experiences are critical, 
yet most businesses are not aware 
of the disconnect they have with 
their own customers. A study by 
Webtorials Editorial shows that 80 
percent of companies believe they 
provide a good or superior customer 
experience, while only 20 percent 
of consumers agree. Additionally, 
82 percent of consumers say their 
experience with the contact centre is 
important or very important in their 

Today’s small and mid-sized 
organizations are seeking top-line 
functionality and ease of use when 
deploying business intelligence (BI) 
software. Commence Corporation, 
provider of on-premise and cloud-
based hosted Customer Relationship 
Management software, is said to 
recognize the need for fast and 
reliable business process tools that 
identify the most profitable sales 

prospects and provide insight into 
customers’ buying habits as well as 
their communications preferences. 

Commence CRM software is 
specifically built to address three 
specific business challenges: the 
capture, management and sharing 
of vital customer and prospect 
information; the best methods 
for improving sales and delivery 
of products and services to the 
market; and the ability to provide top 
customer service.

Commence has recently released 
Commence RM Version 4.0, an 
upgraded version of its on-premise 
CRM solution. The software has 
a significantly enhanced user 
interface and integration capability, 
incorporating several new features 
designed for enhanced BI. Commence 
RM 4.0 boasts an aggregated 
dashboard view, providing users with 
immediate access to information 
such as email, calendars, tasks, 
project status and more. 

The redesigned interface is based 
on the Microsoft Office Ribbon 
functionality. By doing so, Commence 

RM 4.0 emulates the look and feel 
of Microsoft desktop applications 
such as Outlook, Word and Excel. The 
outcome is a precise mix of seamless 
interaction, efficiency, and simplicity 
not previously available on such 
software. Through its corresponding 
Mobilelink software, Commence RM 
4.0 includes integration with Google 
applications and allows users to 
extend the functionality and share 
contacts and calendar items with 
Google. 

Other enhancements include 
support for Microsoft Office 2010, 
and recently announced mobile 
devices.

“Efficient, effective and 
personalized customer service are 
key characteristics of a successful 
call centre,” notes Larry Caretsky, 
CEO of Commence Corporation. 
“By leveraging Commence RM 4.0 
with existing technologies, call 
centres can achieve better customer 
communication and service and 
develop an operational flexibility that 
allows for immediate and accurate 
responses to customer needs.”

 Commence CEO Larry Caretsky 
says  by leveraging Commence RM 
4.0 with existing technologies, call 
centres can achieve better customer 
communication and service.

Software Solutions

Business Intelligence Software
Commence RM 4.0 boasts aggregated dashboard viewdatabases to calculate service-

level agreements based on a 
variety of factors, eliminating 
costly, error-prone manual 
processes. Web-based libraries 
of processes, including plug-
and-play integrations to external 
applications such as ERP systems, 
offer tremendous time savings for 
dynamic businesses.
Data segmentation.•	  
VContactCentre offers a robust 
data segmentation function that 
enables contact centres to create 
partitions of data for individual 
clients or for various business 
units, each with their own 
workflow and business processes.
Knowledge management. •	
VContactCentre streamlines 
the steps involved in connecting 
agents with the right information. 
Its Wiki-based platform enables 
agents to quickly and easily 
create knowledge articles using 
standard formatting and tagging 
procedures. Companies can 
develop more than one knowledge 
base, and assign permission levels 
to each agent.

are important to maintain desktop 
uptime and performance.    

Desktop consolidation software 
is focused on simplifying the number 
and use of applications running 
on the desktop, or managing the 
workflow processes on the desktop. 
They typically do not, however. 
provide analytics data or visibility 
into performance metrics.

Performance analytics solutions 
are specific to monitoring and 
improving agent behaviour leading to 
agent and operational performance 
improvements. The important 
distinction to look for among these 
solutions is that they monitor and 
report on agent activity, but most 
importantly they also correlate agent 
performance to specific coaching 
opportunities.   

A veteran of the customer service in-
dustry, Joseph McFadden is currently 
a senior director at Enkata, a leading 
provider of analytics driven perform-
ance management solutions for the 
contact centre www.enkata.com.

Other Software
Avaya unveils new generation of contact centre solutions

 VContactCentre...from page 22

 Impact of Social CRM  from page 23

 u see Avaya  ...page 24


