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Ecommerce has high level in 
TOP European countries 

German ecommerce software Shopware
becomes open source

Online shopping, 2016Online shopping, 2016



TOP call center vendors 2016

Avaya

Cisco

NAUMEN

Asterisk

Genesys

Oktell

Other

Salesforce

Five9

Nextiva

ChaseData

3CLogic

inContact

Other

post USSRpost USSR USA and EUUSA and EU



Technologies that changed the 
world

Social NetworkingSocial Networking CloudCloudBig DataBig Data



Infrastructure trends

Open source platformsOpen source platforms

OutsourceOutsource

Mobile technologyMobile technology



Call center speech recognition vendors



Marketing tools

Lead GenerationLead Generation

Live chatLive chat

Email marketingEmail marketing

Call backCall back

Call trakingCall traking



Jobs and career

Work at home is trending todayWork at home is trending today



Wide integration tools

CRMCRM

ERPERP

AnalyticsAnalytics

Email-marketingEmail-marketing

Service Desk Service Desk 



Omni-channel trends

VoiceVoice

EmailEmail

SMSSMS

Web-chatWeb-chat

Social networkSocial network

AppsApps



AnalyticsAnalyticsROI and NPV calculatorROI and NPV calculator

ROI and NPV 
calculator



Why the future of commerce is 
messaging

Why the future of commerce is 
messaging



Call center system features

IVRIVR

Agent ScriptingAgent Scripting

Quality ManagementQuality Management

OutboundOutbound

ACDACD

WFMWFM

ASRASR



Mobile application tools

Mobile softphoneMobile softphone

Mobile-based administration interfaceMobile-based administration interface



TOP CMS platforms call center

integrated



Call center awards and 
assotiations

European Confederation of Contact 

Centre Organisations (ECCCO)
European Confederation of Contact 

Centre Organisations (ECCCO)

Annual ContactCenterWorld
Top Ranking Performers 
Awards

Annual ContactCenterWorld
Top Ranking Performers 
Awards
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