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Korea IP Telephony & IP Contact Center Korea IP Telephony & IP Contact Center 
Market Market 

•• 이백규이백규 (  (  webmaster@callcenter.pe.krwebmaster@callcenter.pe.kr ))
•• ㈜㈜로커스로커스 기술영업총괄기술영업총괄 이사이사

•• 인하대인하대 컴퓨터공학과컴퓨터공학과((졸졸))
•• 아주대아주대 MBA (MBA (eBusinesseBusiness 전공전공))
•• 전남대전남대 경영학과경영학과 박사과정박사과정 ((재학중재학중))

•• 전전 PricewaterhouseCoopers (PricewaterhouseCoopers (PwCPwC) ) 컨설팅컨설팅 수석컨설턴트수석컨설턴트

•• 전전 굿모닝신한증권굿모닝신한증권 콜센터콜센터 부장부장

•• 전전 나래이동통신나래이동통신 & & 나래텔레서비스나래텔레서비스 콜센터장콜센터장

•• 한국능률협회컨설팅한국능률협회컨설팅 서비스칼리지서비스칼리지 주임교수주임교수

•• 고려대고려대 경영대학원경영대학원 CRM CRM 강사강사

•• POSCO POSCO 인력개발원인력개발원 CRM CRM 강사강사

•• 저서저서 : : ““고객만족고객만족 어렵지만은어렵지만은 않다않다”” –– 한국능률협회컨설팅한국능률협회컨설팅 발간발간

About SpeakerAbout Speaker
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About LOCUSAbout LOCUS

동양동양 최대최대 규모의규모의 콜센터콜센터 프로젝트프로젝트 수행수행((SKSK텔레콤텔레콤) ) 

국내국내 1010대대 콜센터콜센터 프로젝트프로젝트 중중 77개개 수행수행((KT KT 광역광역 114114망망, , 

SKSK텔레콤텔레콤 등등) ) 

상담원상담원 200200명명 이상의이상의 대형대형 콜센터콜센터 시장시장 시장점유율시장점유율 50%50%

태국태국 KrungKrung Thai BankThai Bank 에에 최대규모의최대규모의 CRM  CRM  센터센터 구축구축

CTI CTI 콜센터콜센터 시장시장 11위위
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LOCUS GlobalLOCUS Global NetworksNetworks

고객의 성공을 위한 토탈 솔루션 공급
국내에서 검증된 솔루션의 아시아 시장으로 영역 확대

고객의 성공을 위한 토탈 솔루션 공급
국내에서 검증된 솔루션의 아시아 시장으로 영역 확대

콜센터 구축 인력과 경험의 축적콜센터 구축 인력과 경험의 축적

CRM Contact Center 
Multi Channel Contact Center 

<단위:백만원>

자본금: 7,479  
자산:168,328 
현금보유금: 약 300억

LOCUS

SMCC
무선인터넷

SMCC
무선인터넷

현지인력: 100여명

베이징, 광저우, 난징
션쩐, 청뚜 5개지사

SMSC 14개성 공급
중국 점유율 1위

LOCUS China LOCUS China 

CRM Contact CenterCRM Contact Center

KTB 구축
상담원:130석,100억
Multi Channel 

삼성전자 현지법인
Contact Center구축

LOCUS Thailand LOCUS Thailand 

코카콜라, 삼성 네트웍스,교보생명
IPCC

Multi Channel Contact Center
구축

TOT 수주(278억)
IPCC 기반

2003년 상반기
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LOCUS Contact Center Biz.LOCUS Contact Center Biz.

고객의 성공을 위한 토탈 통신 솔루션 공급을 통한 계속 성장
국내에서 검증된 솔루션의 아시아 시장으로 영역 확대

고객의 성공을 위한 토탈 통신 솔루션 공급을 통한 계속 성장
국내에서 검증된 솔루션의 아시아 시장으로 영역 확대

금융기관, 통신사업자, 유통기업 // 한국, 태국…금융기관, 통신사업자, 유통기업 // 한국, 태국…

CRM Call Center 
Multi Channel Call Center

Auto Call 
Distributor

CentreVu

CRM

Quality
Management

Work Force
Management

Agent 
Training

eCRM

IVR(ARS)

Outsourcing
Touch Link

Outsourcing
Touch Link

Digital 
Recorder

Mosaix/Davox

Call Management 
System(Reporting)

Definity

CRM Call Center
Outsourcing

Telephony
Digital Service

ASP

Call Center
Management
Consulting

Blue Pumpkin

Equipment
/Devices

CRM Solutions
CTI 

Middle/Ware

Strategy

Business
Model

Products

Customer

Call Center Solutions Service Business
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AgendaAgenda

•• Why ConvergenceWhy Convergence
•• Where is the market today Where is the market today 

–– Call Center MarketCall Center Market
–– Voice Equipment MarketVoice Equipment Market

•• Case StudyCase Study
–– LOCUS Asia Market LOCUS Asia Market DevelopmenrDevelopmenr
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Why ConvergenceWhy Convergence
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Convergence Convergence –– The BenefitsThe Benefits

Applications Applications –– The Key Long Term Driver The Key Long Term Driver 

–– Web Enabled Call Centers Web Enabled Call Centers –– Contact CentersContact Centers

–– Unified MessagingUnified Messaging

–– Agile WorkplaceAgile Workplace

–– Collaborative WorkingCollaborative Working

–– Ability to manage voice just like any other Ability to manage voice just like any other 
application on the desktopapplication on the desktop
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CRM ArchitectureCRM Architecture

Data Warehousing and Business Intelligence

•Telephony Call centre
•IP based call centre
•IVR, CTI,Predictive dialers
•Wireless agents

•Email
•Web self service
•Text chat
•Web collaboration

Sales force
A

utom
ation

A
ccount M

anagem
ent

O
rder M

anagem
ent

Incident
M

anagem
ent

Resource
M

anagem
ent

Segm
entation and 
Profiling

Personalization

M
arketing

A
utom

ation

Cam
paign

M
anagem

ent

Interactive
Selling

Forecasting

O
perational C

R
M

applications
Interaction

C
R

M
 

Integration Middleware and Workflow

Analytic C
R

M

applications

Fulfillm
ent 

M
anagem

ent
Marketing Applications Sales Applications Service Applications

Product Data marts Customer Data marts Field Data marts
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Paradigm ShiftParadigm Shift

YesterdayYesterday TodayToday
Paradigm ShiftsParadigm Shifts

Minimal technologyMinimal technology Leading edge and 
integrated technology

Leading edge and 
integrated technology

Single productSingle product Multiple products
and cross selling

Multiple products
and cross selling

ReactiveReactive ProactiveProactive

Low skilled CSR’sLow skilled CSR’s Multi-skilled CSR’sMulti-skilled CSR’s

Backroom operationBackroom operation Front Office operationFront Office operation

Stand-alone operation
& information

Stand-alone operation
& information

Distribution channel & 
information integration
Distribution channel & 
information integration

TacticalTactical StrategicStrategic

Call Center Call Center
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IP Telephony IP Telephony –– Life CycleLife Cycle

T im e

Pe
ne

tr
at

io
n 

P B X  T ru n k in g /T o ll B y p a s s  
IP  P h o n e s  a n d  L A N  T e le p h o n y  

E n d p o in t P ro life ra t io n  

E x p lo s io n  o f
A p p lic a t io n s  

In d u s try  L ife  C yc le  o f  th e  V o IP  In d u s try  

Be readyExplosion of Applications

Initial adoption stageProliferation of End Points

Initial to medium adoption stageIP Phones and LAN 
Telephony

High growth stagePBX Trunking / Toll Bypass

Source: Frost & Sullivan, 2002Source: Frost & Sullivan, 2002

2003 KOREA IP Contact Center Market 2003 KOREA IP Contact Center Market 12/29

Where is the market todayWhere is the market today
Call Center MarketCall Center Market
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The Applications Covered The Applications Covered ……

•• ACDACD
•• IVRIVR
•• CTICTI
•• Predictive DialersPredictive Dialers
•• Real Time WebReal Time Web--

CollaborationCollaboration
•• Voice Mail MessagingVoice Mail Messaging
•• Call Monitoring SoftwareCall Monitoring Software
•• Workforce Management Workforce Management 

SoftwareSoftware
•• Email MessagingEmail Messaging
•• Speech TechnologySpeech Technology

2003 KOREA IP Contact Center Market 2003 KOREA IP Contact Center Market 14/29

Traditional Telephony ArchitectureTraditional Telephony Architecture

HOST

Definity

CMSIVR

PSTN

Application

CTI Server

NICE CLS
NICE Logger

Work-force Management

Call/FAX

FAX

PDS

DB

web EmailVoIP
Chat
Email

Call Back

IP

ICM
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The Forecast : Asia Pacific Interaction The Forecast : Asia Pacific Interaction 
CRMCRM

-

200

400

600

800

1,000

1,200

1,400

1998 1999 2000 2001 2002 2003 2004

US$ million

Source: Frost & Sullivan, 2002
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The Major TrendsThe Major Trends

•• Move away from BestMove away from Best--ofof--Breed Solutions to a Breed Solutions to a 
Solutions Suite ApproachSolutions Suite Approach

•• Growth in Small Call Centers (increasing demand Growth in Small Call Centers (increasing demand 
from new verticals such as hospitality, travel, from new verticals such as hospitality, travel, 
hospitalshospitals

•• Tremendous growth in IP Call CentersTremendous growth in IP Call Centers

•• MultiMulti--Channel Contact Centers gaining importanceChannel Contact Centers gaining importance
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IP Based CommunicationsIP Based Communications
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Asia Pacific Call Center Market Asia Pacific Call Center Market 
ShareShare

Total End User Revenue = US$301M

9.9.

8.8.

7.7.
6.6.

5.5.

4.4.

3.3.

2.2.

1.1.

1.21.2AlcatelAlcatel

1.31.3SamsungSamsung

1.61.6InterVoiceInterVoice
2.32.3ConcertoConcerto

3.03.0NECNEC

6.16.1HuaweiHuawei

9.59.5GenesysGenesys

10.510.5NortelNortel

36.636.6AvayaAvaya

20012001
Market Share %Market Share %CompanyCompany

Nortel
10.5%

Alcatel
1.1%

Samsung
1.3%

InterVoice
1.6%

Huawei
6.1%

Genesys
9.5%

NEC
3.0%

Concerto
2.3%

Others
28%

Avaya
36.6%

Source : Frost and Sullivan, Asia Pacific October 2002
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South Korea Call Center Market South Korea Call Center Market 
ShareShare

Source : Frost and Sullivan, Asia Pacific October 2002

6.6.
5.5.

4.4.

3.3.

2.2.

1.1.

1.11.1ConcertoConcerto
3.03.0NexusNexus

7.37.3SamsungSamsung

9.19.1NortelNortel

9.79.7GenesysGenesys

42.242.2AvayaAvaya

20012001
Market Share %Market Share %CompanyCompany

Total End User Revenue = US$53M
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Asia Pacific ACD Market ShareAsia Pacific ACD Market Share

1.91.9SamsungSamsung6.6.
5.5.

4.4.

3.3.

2.2.

1.1.

2.62.6AlcatelAlcatel

3.73.7NECNEC

7.37.3HuaweiHuawei

13.813.8NortelNortel

55.055.0AvayaAvaya

20012001
Market Share %Market Share %CompanyCompany

Total End User Revenue = US$122.2M
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Source : Frost and Sullivan, Asia Pacific October 2002
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Where is the market todayWhere is the market today
Voice Equipment MarketVoice Equipment Market
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Major Trends Voice Equipment Major Trends Voice Equipment 
MarketMarket

•• Deployment of IP Convergence Deployment of IP Convergence 
Applications gather momentum; dramatic Applications gather momentum; dramatic 
growth expected in the next five years;  growth expected in the next five years;  

•• Pricing of IP PBX is as competitive as that Pricing of IP PBX is as competitive as that 
of traditional PBX equipment;   of traditional PBX equipment;   

•• By the end of this decade, IP phones will By the end of this decade, IP phones will 
become the standard desktop terminal in become the standard desktop terminal in 
selected AP countriesselected AP countries
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Asia Pacific Traditional PBX Market Asia Pacific Traditional PBX Market 
ShareShare

Source : Frost and Sullivan, Asia Pacific October 2002

5.05.0ShenouShenou9.9.
3.23.2

5.25.2
8.38.3
8.78.7
8.98.9

10.110.1
10.110.1
13.813.8
17.117.1

20022002
Market Share %Market Share %

LGLG8.8.
SamsungSamsung7.7.
NECNEC6.6.

10.10.

5.5.
4.4.
3.3.
2.2.
1.1.

QulianQulian

AlcatelAlcatel
SiemensSiemens
EricssonEricsson
NortelNortel
AvayaAvaya
CompanyCompany

Total End User Revenue = US$758M

LG
5.2%

Shenou
5.0%

Oulian
3.2% Avaya

17.1%

Nortel
13.8%

Ericsson
10.1%Siemens

10.1%
Alcatel
8.9%

NEC
8.7%

Samsung
8.3%

Others
9.6%
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Asia Pacific Traditional PBX & IPAsia Pacific Traditional PBX & IP--PBX Market PBX Market 
ShareShare

Source : Frost and Sullivan, Asia Pacific October 2002

4.54.5ShenouShenou9.9.
4.14.1
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7.57.5
7.97.9
8.38.3
9.19.1
9.39.3
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20022002
Market Share %Market Share %

LGLG8.8.
SamsungSamsung7.7.
NECNEC6.6.

10.10.

5.5.
4.4.
3.3.
2.2.
1.1.

CiscoCisco

AlcatelAlcatel
SiemensSiemens
EricssonEricsson
NortelNortel
AvayaAvaya
CompanyCompany

Shenou
4.5%

LG
4.9%

Samsung
7.5%

NEC
7.9% Alcatel

8.3%
Siemens

9.1%

Ericsson
9.3%

Nortel
14.1%

Avaya
17.9%

Others
16.5%

Total End User Revenue = US$842M
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AP, Revenue Penetration Of IP PBX To AP, Revenue Penetration Of IP PBX To 
PBXPBX

-

500

1,000

1,500

2,000

2,500

3,000

2000 2001 2002 2003 2004 2005 2006 2007 2008

IP PBX
PBX

The IP PBXThe IP PBX’’s revenue contribution s revenue contribution 
is expected to increase Yis expected to increase Y--OO--Y to Y to 

55% in 200855% in 2008..
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Source: Frost & Sullivan, 2002Source: Frost & Sullivan, 2002Source : Frost & Sullivan, 2002Source : Frost & Sullivan, 2002
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South Korea IP PBX Market, 2000South Korea IP PBX Market, 2000--
20092009

•• Penetration of IP PBX to PBX Penetration of IP PBX to PBX 
grew to nearly 3.7% in 2002 grew to nearly 3.7% in 2002 
in South Korea from under in South Korea from under 
1.9% in 20011.9% in 2001

•• Cost benefit as the key driver Cost benefit as the key driver 
for migrationfor migration

•• Early adopters: education Early adopters: education 
and large technology and large technology 
companiescompanies

•• CoCo--existence of legacy TDM existence of legacy TDM 
market and new IP market and new IP 
equipment marketequipment market

•• Gradual approach in Gradual approach in 
migrating to a converged migrating to a converged 
networknetwork

Source : Frost & Sullivan, 2002Source : Frost & Sullivan, 2002
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Case StudyCase Study
LOCUS Asia Market DevelopmentLOCUS Asia Market Development
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LOCUS ThailandLOCUS Thailand

353 million Baht (US$ 8.9 million)

85 Persons

CTI Call Center & CRM Solutions
Network Integration

Andrew S. Yim

December 1999EstablishedEstablished

CEOCEO

Main Business Main Business 
AreasAreas

Number of Number of 
EmployeesEmployees
(Aug 2003)(Aug 2003)

Registration Registration 
CapitalCapital

Based in Bangkok, Thailand, Locus Telecommunication Inc., Ltd. (LTI) is Locus' hub for South East Asia, 
specializing in two main business areas - Call Center/CRM and Network Integration. LTI is the market 
leader in CTI-based multi-channel contact center solutions and customer-relationship management (CRM) 
application tools. Staffed with more than 80 professionals, LTI has served diverse clients in the banking, 
insurance, manufacturing, utilities and telecom operators - in Thailand, Australia, the Philippines, 
Singapore and Vietnam.
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LOCUS is M/S NO1 in ThailandLOCUS is M/S NO1 in Thailand

Definity R10si, CMS, 
Conversant IVR (30ch)/Fax, 

Active Enterprise, Wallboard
12 / 1 03.01CS/Voice/InboundEnterpriseSamsung Vietnam

Definity R10r, CMS, 
Conversant IVR (300ch)/Fax, IC, 
Nice (120ch Total), Wallboard, 

TelePro

115 / 1502.01 - 03.08CS/Multi/In & OutboundBankKrung Thai Bank

S8700 MC, CMS, I Audix, 
Conversant IVR (800ch)/Fax, IC, 
Nice (30ch Sel./SCS/Uni.), WFM, 

Siebel

300 / 2003.06 - PresentCS/Multi/In & OutboundTelco ProviderTOT

Definity R10si, CMS, 
Conversant IVR (30ch)/Fax, 

Active Enterprise, Wallboard
12 / 102.12CS/Voice/InboundEnterpriseSamsung Philippines

Definity R10si, CMS, 
Conversant IVR (30ch)/Fax, 

Active Enterprise, Wallboard
20 / 102.11CS/Voice/InboundEnterpriseSamsung Australia

Definity R9si, CMS, Conversant 
IVR (30ch)/Fax, Active 
Enterprise, Wallboard

12 / 102.04 - 02.06CS/Voice/InboundEnterpriseSamsung Thailand

Definity R9si, CMS, V33 IVR 
(30ch)/Fax (2ch)/Statistics, CTI 

Bridge, TelePro
35 / 401.12 - 02.08CS/Voice/InboundLife InsuranceThai Life Insurance

# of 
Agents/Supervisors Supplied SolutionsImplementation 

PeriodServiceBusinessCustomer


