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Contact center upgrades to clear up complex customer service

details why outmoded technology -- not the people behind it -- is

to blame for the bad rap often given to contact centers.

DeLoatch also looks at the purported benefits of cloud-based

operations -- for smaller companies, especially. Next, Sue

Hildreth explains why customer service automation is a

compulsory today. In her story, industry watchers serve up five

best practices for ensuring the success of customer service

automation. Christine Parizo finishes with a close look at the

multichannel challenges facing contact centers and whether the

cloud -- said by some to be a cure for fragmented customer

service -- is all it's cracked up to be.
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