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Witness Systems finalized their takeover of Blue Pumpkin Software Inc. This event is part of a consolidation and expansion
trend within the Contact Center marketplace which enables focused vendors to increase the footprint of their solutions. It is
also an important step for the management of Contact Centers in that it integrates two disparate solutions: call recording
and quality monitoring on the one hand and work force (agent) management on the other. Ventana Research believes this a
significant step towards improving performance management within Contact Centers. This acquisition opens up a path to
improve the deployment of agents so their availability and skill mix is more in-line with actual call patterns -- thereby giving
customers better service. Ventana Research believes organizations looking for either call monitoring solutions or agent
workforce management should examine Witness and their integrated product roadmap.
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CRM Projects with Wrong Expectations have Ended in Contact Center

Contact Center Performance Management Research Agenda
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