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Neverheardthe namePanasoniasedin the samesentences"call
centers? Neitherhadthe CRM Weekin Review,until this week.The
electronicsgiant isventuringinto the call centerspacewith the
announcementf a new ACD ReportServer,in conjunctionwith its also
newly announcedybrid IP-PBX (News- Alert) businesphone.Susan
Campbellwrote a morein-depthreporton theannouncemerfor TMCnet.
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IP Services ; . . . unctionality out to
insultedor otherwiseput off from the transactionShockingly,many Related CRM Channel any wireless

IP Telephony customersarestarting tobelievethat'snot too muchto ask,andsome device. Free White
forward-thinking companiesarestarting tocatchon thepractice. TMCnet Paper.

IP Trunking guestcolumnistColetteYee describedhe conceptmorein-depthin her v ascendentsystems.c

IPBX article this weekcalled,"IntentDriven Customennteractions:The New
Differt_entiator." o PC-PBX Phone

Mobile Telephony http://ipcommunications.tmcnet.com/news/2006/09/28/210268.htm Systems
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Every sort of customelinteractionhasits own uniquesetof requirements.
Car dealerswho areselling a high-pricedcommodityproduct,haveperhaps
a biggersetof challengeghanmanyretailers.CRM vendorFireSockethas
announcean upgradeof its CRM solutiondeliberatelytailoredto the auto
retail industry.http://www.tmcnet.com/enewsfeewsletters/customer
interactionsolutions/20060928/u1938453m-car-dealersreleasesd
firesocket.htm

Also announcedhis week,help deskandself-servicesolutionprovider
RightAnswerdaunchedts RightAnswerdJnified KnowledgeSuiteto
improvethe support experiencior endusers acceleratgroblemresolution
and control support costs. Angyresumablyto lower the incidencesf help
deskpersonneleapingout thewindow in despairwhenthey'vehadonetoo
many stupidquestionscomeinto the help desk.

http://news.tmcnet.com/news/2006/09/28/1939690.htm

What's"the third waveof CRM"? Well, if we ignorethe somewhat
embarrassingirst waveof CRM andaccepthat we'recurrentlyin the
secondwe canconcludethat thethird waveis what'saheadn the near
future for CRM technologies(How'sthat forsharpbusinessanalysi® Cut
me someslackEit's Friday afternoon) This week,David Simswrote about
GermansoftwaregiantSAP's(News- Alert) nextreleaseof its on-demand
CRM products http://www.tmcnet.com/enewsfeewsletters/customer
interactionsolutions/2 28/ul nnounceghird-wave-on-

demandcrm.htm

Doesyour call centerusehomeagent® Haveyou everconsideredt? Think
aboutthisEsome of the mosthighly-ratedcompaniesn termsof customer
serviceareworking with exclusivelyhomebasedagentsCall center
workerswho work out of their homestendto be bettereducatedmore
motivatedand morematurethanbrick-and-mortarbasedagentsThis week,
| gota chanceto speakat length abouthe homeagentmodel withChris
Carrington,the CEO ofhomeagentproviderAlpine Access.

http://voipforsmb.tmcnet.com/news/2006/09/28/123689.htm

First Researchnc. andsalesforce.corthis weekannouncedhe availability
of First Researclior salesforce.com@gpExchangewrote TMCnet
contributingeditor AnuradhaShukla.SinceFirst Researcimow canbe
seamlesslyntegratednto Salesforceon-demandbusinessapplicationsusers
cancomparetheir businesdevel prospectinglataside by-sidewith industry
intelligencewritten specificallyfor salesand marketingprofessionalsAnd if
there'sonething todaythe businesavorld needsmoreof, it's intelligence.

http://news.tmcnet.com/news/2006/09/28/1939698.htm

That'sall for this week,Friends ofCRM.
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