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La soluzione disponibile sul  mercato

New Generation 
Contact Centers

�Meir Yaniv
�Senior VP , Worldwide Operations,CosmoCom Inc.

CosmoCom, Inc.

� Founded 1996
� 14 Quarters of Revenue
� Financial Strength
� Worldwide Presence
� Experienced Management Team

� Comverse, Telcordia, AT&T, Nortel, CA, 
Citicorp, Deloitte

� Technology and Market Leadership
� New Generation Contact Center
� New Generation IN
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Financial Strength

� Excellent Investors
� Topspin, Wheatley
� IDB Group
� SAIC
� TCV, Intel, Marconi

� $65 Million Raised to Date
� Very Strong Balance Sheet
� Growing Revenue, Long Term Contracts
� Responsible Financial Management

Worldwide Presence

� Offices in Major Economies
USA (HQ) Japan Germany
France UK China

� Partner Representation
Taiwan, Singapore, Korea 
Italy, Sweden, Spain, Netherlands,
Mexico, Brazil, etc.
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Leadership
� Market

� Industry Analysts Recognition
� DataMonitor
� Frost and Sullivan
� Gartner
� Ovum
� Yankee Group

� Over 35 Industry Awards
� Top Telco Customers
� Top NGN, OEM Partners

� Technology
� US Patent
� Field Proven Product

Selected Customers

TelcoTelco ASPASP

OutsourcersOutsourcers
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Selected Partners
VoIPVoIP

PlatformPlatform

OEMOEM

VAR and SIVAR and SI

CRMCRM

CoCo--MarketingMarketing

                   
GGRRUUPPPPOO  PPRRIIMMEEUURR

 

IP Contact Center Adoption 
Curve
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Key Messages

� CosmoCom is the leading provider of NGN 
solutions, especially for contact center and IN 
applications

� CosmoCom delivers high capacity, high 
availability platforms targeted at service 
providers and mission critical applications

� CosmoCom technology is open standards based, 
enabling easy customization and integration

CosmoCall Universe
� ACD – Unified Routing and Queuing of all Contact Types

� Telephone Calls
� Web Chat
� Web Voice

� New Generation Intelligent Network (NGIN)
� Static Pre-Routing
� Dynamic Pre-Routing

� IVR and Announcements
� Web Co-Browsing
� Integration to Business Applications

� CRM
� Help Desk
� Workforce Management

� Predictive Dialing
� Multi-channel Recording
� Realtime & Historical Reports

� Web Video
� Email
� Voice Mail
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XP Based Technology

Web Caller

CosmoCall Agent

CosmoDesigner
XML-Based Service Creation Tool
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Legacy vs. IP

From
� Telephone Circuits
� One Media, One Chnl
� Multiple Appliances
� Multiple Comm Links
� Centralized
� Location Dependent
� CTI
� Integrated

To
� IP Packets
� Multimedia, Multi-Chnl
� One Appliance (PC)
� One Comm Link
� Fully Distributed
� Location Independent
� CCI
� Unified

Only IP Delivers
Unified Contact Center

Live Message

Phone

Internet

Telephone
Call

Chat, VoIP,
Video,

Co-Browse

Voice Mail,
Fax

E-Mail

Connection
Session Self

Service

Web

IVR
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Easy to Customize
and Integrate

� Open Standards Based
� Easy to Integrate with other Applications
� Easy to Customize
� Easy to Productize

� SDKs and APIs 
� Agent SDK for Customizing Function and Look
� Robust APIs for access to reporting data and 

IVR functions
� Built-in connectors for CRM integration

Private Label Example: AT&T

Agent Screen 
(Chat Closed)

Agent Screen 
(Chat Open)

Custom Splash
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Private Label Example: BT

All in One Agent…
Out of the Box

Custom Contact
Custom Packaging

Customization / Integration Example

Integrated Agent
Screen

Custom Caller
Screen

10:15am Thank you for contacting 
us. Please wait until a rep 
connects with you.

Rep: Hel lo, welc ome to 
Click DotCar e, how may I 
help you today ?

Contact: Can you tell me more 
about your company?

Rep: http:www.click dotcare.co
m/aboutus.
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Custom Icon Example
Agent Screen 
(Chat Closed)

Agent Screen 
(Chat Open)

Easy CRM Integration

� CCI: Computer-Computer Integration
� Better Approach than CTI

� Easier, Quicker, Cheaper
� Open Standards-based: COM objects, XML, .NET
� More Reliable and Feature Rich

� Call Object Concept
� Call Information is Always with Call
� Easily Shared With External Applications
� Facilitates Intelligent Screen Pops and Transfers

� CosmoConnector
� CosmoCom’s CRM Integration Enabler
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Traditional CTI

The “Rube Goldberg” Approach

CosmoConnector - Siebel
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CosmoConnector – Onyx

BT Contact Central

� All-in-One, Pre-Integrated ACD, IVR and CRM
� Custom CosmoCom / Siebel Integration by BT
� Extensive ACD / IVR / CRM Interoperability without SI costs

� Two Major Components
� Contact Platform – CosmoCall Universe
� CRM Platform – Siebel eBusiness 2000

� Launched November in UK
� Selling Briskly
� ACD-IVR-CRM Combo Hot Item

� BT Expects £2.5 billions by 2004-2005 from CRM
� Contact Central Key Component of Strategy
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Sonera Juxto

� Hosted CosmoCall Universe
� @Service
� Hosted ACD-IVR

� Hosted Onyx CRM
� Joint Offer with Integration

� Generating Significant Interest

System Architecture
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System Architecture - NGIN

Hosted Contact Center
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IP Enables
Hosted Contact Center

Architecture
� Premise-Based

� Network-Based

Delivery Model
� End User Model
� Outsource Model

� ASP Hosted Model

By 2005, nearly 35% of all call center 
agents worldwide will be using network-
based call center technologies.

Ovum

Service Provider Ready

� Carrier Grade, Low Cost Platform (Intel / MS)
� High Capacity
� High Availability
� Multi-Tenancy
� Tenant Self-Administration
� Native Connection to NGN
� Provides range of IN applications
� Compatible with existing call centers
� Light, Self-maintaining Agent Client
� Agent Location Independence
� Open Standards Based – Easy to Customize
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CosmoDialer
Predictive Dialing

� Best-in-Class Dialing Engine
� Massive simulation provides optimal dial rate
� Superior to legacy dialing techniques

� Agent-paced dialing, mathematical modeling, 
� Highest agent productivity with lowest nuisance call rate

� Abandoned calls as low as 2%
� Legislation / industry pressure against nuisance calls

� Feature-rich Campaign Manager
� Open standards database support

� e.g., SQL, Access
� Instant point-and-click focus change

� Based on region, area code, time zone, etc.
� Automatic Blending with Inbound

CosmoDialer
Engine Performance

Live Calls Active Agents

Dialing Rate Abandoned Calls

Dial rate updated in milliseconds 
as campaign data changes Rapid convergence on 

targeted abandoned call rate

Instant adjustment to 
changing live call rates

Active agents may vary 
rapidly and profoundly
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CosmoDialer
Campaign Manager

CosmoCorder
Unified Recording Suite
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CosmoConsole
Real Time Data

Browser-Based 
Unified Reports

Fast WebFast Web eDreamseDreams

TeleprofessionalTeleprofessional VizzaviVizzavi
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Thank You!

QUESTIONS & ANSWERS
Meir YANIV
Senior VP , Worldwide Operations,CosmoCom Inc.
Myaniv@cosmocom.com

Iraj REZAIAN
Regional General Director, CosmoCom Southern Europe
Irezaian@cosmocom.com

Ludovic GUELBLUM
Sales Manager,CosmoCom, Italy 
Lguelblum@cosmocom.com Cell : +33 6 08 43 19 39
Massimo TRIGGIANI
Sales Director  Spidernet Europe Group Primeur
massimo.triggiani@spiderneteurope.com
Mauro MERLINI
Technical Director  Spidernet Group Europe Primeur
Mauro.merlini@spiderneteurope.com


