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Aspect Software Moves to Unified Contact Center
Management

Jim Davies

Aspect Software has acquired SophistiCom Technologies to add quality management to
its contact center software. It expects integration with its Performance Optimization
offering by the end of 2006.
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NEWS ANALYSIS

Event

On 4 April 2006, Aspect Software announced the acquisition of SophistiCom Technologies, a
privately held provider of quality management (QM) software. It did not disclose the terms of the
deal.

Analysis

The idea of contact center performance optimization (CCPO) is to unify traditionally separate
contact center tools ranging from workforce and quality management through to performance
management analytics and e-learning. Aspect Software has grown through acquisitions and had
been looking to further expand its portfolio of software for CCPO. But Concerto's acquisition of
Aspect Communications at the end of 2005 delayed investment in a QM vendor.

SophistiCom is relatively small, with only 10 employees; the largest of its 25 customers has 250
seats. But Aspect says the smaller company's complementary, .NET-based architecture will scale
and simplify future integrations. Also, SophistiCom's offering is not as sophisticated as the
leading QM products: It lacks multisite management, advanced call tagging, support for recording
voice over IP (VolP) and speech analytics. But Aspect's much larger research and development
resources should accelerate development in these areas and others.

SophistiCom's product will complement Aspect's workforce and performance management tools
as part of Aspect's Performance Optimization offering. This offering still needs an e-learning
capability, such as that offered by Witness and Envision. Aspect has, however, developed and
accumulated a broad set of offerings, with its complementary automatic call distribution (ACD)
and predictive dialer capabilities. Some integration is in place, but unification with a single user
interface and agent database will take some time.

Recommendations

e Aspect customers looking for complementary QM: Investigate SophistiCom's
product and weigh its unproven scalability and weaker features against the benefits of a
potentially unified CCPO offering from a single vendor. Expect diminishing collaboration
with other QM vendors. Seek timescales for the availability of required functionality and
wait for sizeable references to become available.

e SophistiCom's customers: Expect to benefit from the stability of a larger vendor, faster
development and a complementary portfolio. Be aware that your ACD vendor may be
reluctant to certify integration to a rival's system. Seek assurances for continued
development of interfaces to non-Aspect technologies and look for favorable pricing of
Aspect’s traditional high-end offerings.

Analytical Source: Jim Davies, Gartner Research
Recommended Reading and Related Research

¢ "MarketScope for Contact Center Quality Management" — The market for call recording
systems is evolving rapidly as companies accept features such as workforce
optimization and speech analytics. By Jim Davies

Publication Date: 7 April 2006/ID Number: G00139252 Page 2 of 3

© 2006 Gartner, Inc. and/or its Affiliates. All Rights Reserved. Gartner



e "The Six Building Blocks of Contact Center Workforce Optimization" — Suites of
software for workforce optimization will integrate six applications based on different

technologies. By Jim Davies

(You may need to sign in or be a Gartner client to access the documents referenced in this First

Take.)
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