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A Novel Design of Advanced Commercial Contact Center

Based on Integral Technology

LI Peng—yu,LI Xian—jin, FANG Ran,ZHANG Guo-ping ,ZHANG Bo-ju
(Beijing Huiyuan Jiyun Information Technology Corporation R&D Department, Beijing 100070, China)

Abstract : With the rapid development of current communication and information technology, traditional call center no longer satisfies the
company ’ s growing needs. Meanwhile, the new concept which focuses on customers and services requires a much advanced contact cen-
ter. Based on the technologies of soft—switch,next generation network and distributed technology, discusses the system infrastructure of
advanced contact center and the logic topology of soft—switch platform, and then proposes a centralized communication platform based on

multimedia services and standard SIP. Take real time and non-real time services as the examples, also designs a typical signaling proces-

ses for different services between network entities, as well as the infrastructure deployment. Finally, it evaluates the system performances
of different methods with integral comprehensive evaluation method.
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