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Multi -Channel Switchboard  
Hot New Technology for  
Your Call Centre Arsenal  

Business executives are realizing that social media and mobile 
technology represent the new frontier of customer support. Naturally, 
customers want to take advantage of the real-time, ubiquitous access 
afforded by the new communication channels. Unfortunately, the 
anticipated cost of hiring contact centre personnel to support these 
channels is prohibitive. This white paper describes a technology solution 
that automatically receives, reads, and responds to customer inquiries 
across social media and mobile communication channels. Companies 
that tap into these new channels will gain a competitive advantage in their 
industry. 
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Introduction  

Phone, e-mail, instant messaging (IM), mobile text messaging, Twitter, 
Facebook: Is it possible to deliver customer support across so many 
channels? 

Customers certainly have that expectation. After all, if they can effortlessly 
jump from voice to e-mail to Twitter to mobile text messaging and back again, 
why can’t customer support professionals at a multi-million dollar business? 
To executives who face the prospect of expanding their contact centres to 
meet this challenge—often on limited budgets—it’s easier said than done. 
The brave new multichannel world can be a frustrating place. 

 “Why can’t they just pick up the phone?” asks the executive, acutely aware 
of how much has been invested in IVR technology. But given the choice of 
sending a quick tweet for information and navigating a series of phone 
menus, Twitter users will tweet every time. And that’s a lot of people 
expecting quick answers to simple questions. The number of unique visitors 
per month to Twitter.com increased from 2 million in December 2008 to over 
17 million in May 2009.2 

Social networking sites are now household names, and people of all ages are 
spending huge amounts of time on them. According to Alexa.com, Canadians 
are visiting Facebook more than any other website except Google. YouTube 
is the fourth most popular site in Canada. Twitter, the twelfth. Flickr, 
MySpace, LinkedIn, and Digg are all in the top one hundred.3 

The use of mobile devices is also exploding as prices come down and 
functionality grows increasingly sophisticated. A 2009 Pew survey found that 
85% of adult Americans have a cell phone. Of that group, 81% said they’ve 
used the phone for purposes other than making phone calls.4 People are 
communicating more than ever now, incorporating mobile text messaging, 
mobile web browsing, and social media into their daily lives. 

This growing trend has great significance for executives in charge of 
customer support operations. Going forward, will every contact centre need a 
Twitter team to answer tweeted questions? A Facebook team? IM team? 
Mobile text messaging team? Is cross-training an option? Are live operators 
feasible at all? A strategy is clearly needed. 

Fortunately many organizations, including telecommunications companies, 
banking institutions, retailers, and even governments, have already invested 
heavily in customer support systems. Canadian banks, in particular, are 
world leaders in customer support, having developed sophisticated 
infrastructure like: 

• IVR systems 
• E-mail support 
• Online support 
• Knowledge base systems 

This white paper offers a cost-effective, scalable solution that builds on 
existing infrastructure to deliver outstanding customer support across new 
social media and mobile communication channels. 
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Google has made us an 

impatient people, more than 

we know. If we can get any 

of the world’s knowledge 

in a blink, why should we 

wait on hold or in line or 

until your office opens? 

Why should anyone give us 

incomplete information when 

completeness is a search 

away? We want what we 

want, and there’s no reason 

we shouldn’t have it—now. 

- Jeff Jarvis 
What Would Google Do?1 

For Net Geners, e-mail is so 

yesterday. It’s what you use 

when you write a polite 

thank-you letter to a 

friend’s parent. 

- Don Tapscott 
Grown Up Digital5 

One in five internet users 

are now on Twitter 

or another status 

update service. 

- Twitter & Status Updating 
Pew Internet Project6 
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The Social/Mobile Revolution  

As online communities continue to grow and mobile technology becomes 
ubiquitous, executives need to rethink how to 

• Attract new customers. 
• Engage existing customers. 
• Use current infrastructure efficiently. 
• Decide what new infrastructure is required. 
• Do all this cost-effectively. 

To accomplish these goals, executives must understand what is driving the 
social/mobile revolution. One key factor is the Net Generation. 

Also known as Gen Y, the Net Generation—Net Geners—are the children of 
baby-boomers, and they are the first generation that has grown up “digital”. 
Like their boomer parents, Net Geners are a large demographic group, 
representing 27.5% of the Canadian population.8 

Having grown up with the Internet and mobile devices, the Net Generation 
uses technology effortlessly, incorporating it into every facet of their lives. 
They interact seamlessly across media channels without distinguishing 
between them. Shaped by a digital environment, the Net Generation: 

• Demands immediacy. 
• Takes diversity for granted. 
• Is the most optimistic generation ever. 

Although the Net Generation will shape the longer term future, the immediate 
influence of Gen X and the baby-boomers should not be underestimated. 
Both groups have embraced, and are indeed driving, digital culture. For 
example, the number of American Facebook users aged 45-54 grew by an 
astonishing 400% between September, 2008, and March, 2009.10 

Like the telephone in the early part of the twentieth century, and more 
recently the Internet, social media and mobile technology are gradually 
permeating the lives of Canadians in every demographic group. 

Be a Leade rÉFollow the Customers  

Canadian banks have a long history of innovating for their customers. Since 
the first 24-hour money dispenser was introduced in 1969, Canadian banks 
have been continually adopting new technologies to satisfy changing 
customer needs.11 Automated Banking Machines (ABM) have evolved in-step 
with computer technology, or more to point, with the acceptance of computer 
technology. 

In the early 1990s, telephone banking was introduced as a way to reach 
customers who no longer had time to do their banking in-person at a branch. 
Static websites appeared soon after, followed by online banking services. 
Mobile banking, or mbanking, was introduced to the Canadian market several 
years ago. 
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We all love freedom, but not 

like this generation. Choice 

is like oxygen to them. 

While older generations 

feel overwhelmed by the 

proliferation of sales 

channels, product types, 

and brands, the Net Gen 

takes it for granted. 

Net Geners leverage 

technology to cut through 

the clutter… 

- Don Tapscott 
Grown Up Digital9 

Gen Y is the audience 

that most companies are 

struggling to understand 

right now because it's key to 

their future revenue growth. 

- Charles Golvin 
Principal analyst 

Forrester Research7 

While media coverage and 

policy attention focus heavily 

on how children and 

young adults use social 

network sites, adults still 

make up the bulk of the 

users of these websites. 

- Amanda Lenhart 
Sr Research Specialist 
Pew Internet Project12 
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Now, customers want to take advantage of the real-time, ubiquitous access 
afforded by social media and mobile communication channels. The first 
company to market with an intelligent system that responds to this growing 
demand will assume a leadership position among these customers.  

The Multichannel Switchboard  

If multichannel customer support is so advantageous, why isn’t everyone 
doing it already? 

Because, at its most basic, a multichannel customer support solution must 

• Funnel messages into the organization. 
• Read the messages and understand their intent. 
• Find the required information. 
• Send an appropriate response in an appropriate format, on an 

appropriate channel. 

Messages sent within social networking sites and from mobile devices are 
typically plain language text messages, which are notoriously hard for 
computers to understand. With automation seemingly off the table, the only 
alternative is to hire large support teams, which is expensive. For example, 
Dell has 200+ employees reading comments and responding directly to 
customers on Twitter.14 

Fortunately, the technology landscape has changed. Ground-breaking 
natural language search and intent matching technology is now a viable 
solution for automatically processing customer support inquiries across social 
media and mobile channels. 

Moreover, this “multichannel switchboard” can be layered onto existing 
customer support infrastructure to take advantage of central knowledge 
repositories, and plug into established business processes. 

Benefits  

By acting as a switchboard that automatically processes and distributes 
written messages across a variety of channels, this natural language search 
and intent matching solution can help an organization to 

• Engage people where they want to be. 
• Attract new customers. 
• Support existing customers better. 
• Increase customer satisfaction and loyalty. 
• Appear as an innovator and industry leader. 
• Reduce call and e-mail volume. 
• Increase first contact resolution rates. 
• Increase productivity of customer support personnel. 
• Leverage existing infrastructure and reduce overall costs. 

This generation expects 

services on their mobile 

phones, including banking, 

and it could determine 

where they bank. 

You can't find a bank 

that isn't looking at it. 

- Mark Beccue 
Analyst 

ABI Research13 

If banks can get people 

to stop calling call centers 

for mundane inquiries and 

instead send a text message 

... that saves a bank about 

$14 for every one 

of those inquiries. 

- Nick Holland 
Senior Analyst 

Aite Group16 

Net Geners naturally 

assume that companies can 

respond with the same kind 

of simplicity, speed, and 

directness that they do 

when they exchange 

instant messages with 

their friends. Responding to 

every customer query with 

an instant response would 

have been unimaginable in 

the past, given the amount 

of employee time required. 

- Don Tapscott 
Grown Up Digital15 
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How it Works  

Natural language search and intent matching technology is a product of 
software engineering and computational linguistics. Natural language can be 
defined as the language in common use today—slang included. Intent 
matching is simply analysing a written text to determine what the writer is 
trying to communicate. Intent matching software understands that a question 
can be asked in many different ways, and is able to discern meaning. 

Figure 1: An example of natural language search and intent matching 

Harnessing these advanced linguistic systems, the Multichannel Switchboard 
matches each incoming message with the right information, and then quickly 
routes that information back to the customer via an appropriate channel. It 
works something like this: 

1. A customer sends a message to the bank through a social media or 
mobile channel. 

2. The Multichannel Switchboard employs natural language and intent 
matching technology to analyze the language in the message, and 
determine what the customer actually wants. 

Requests can be expressed in many different ways, but the system is 
tuned and maintained by language specialists so that it can “translate” 
customer messages into searchable topics. 

For example, here are 3 different ways to ask about an interest charge: 

i. I need 2 no how much i o this month. 

ii. Can you tell me this month’s interest? 

iii. What’s my bill for this month? Thanx. 

All of these statements are understood as “monthly interest charge”, enabling 
the knowledge management system to find a relevant document. 

A lot of our customers 

are doing text messaging 

at the point of sale, with their 

debit cards in hand, saying: 

“Do I have enough money 

or don't I?” 

- Jim Smith 
Head of Internet Services 

Wells Fargo18 
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We saw 300 percent growth 

from 2007 to 2008. 

And now we have 

2.2 million active 

mobile banking customers 

at Bank of America. 

- Doug Brown 
Senior VP 

Bank of America17 

According to a 2008 

nGenera survey, 

81% of Canadian 

Net Geners said 

they had text messaged 

or e-mailed on a 

mobile phone 

in the past month.19 

White Paper 
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3. The system initiates a search in the knowledge base for relevant 
documents, which may include: 

• PDFs 
• Datasheets 
• FAQs 

4. The system responds to the customer in one of several ways, depending 
on context and channel: 

• Send a direct response. 
• Send a follow-up question. 
• Send a link to the right information. 
• Arrange a deep link to the IVR. 
• Arrange a deep link to a CSR. 

Figure 2: The Multichannel Switchboard solution 

Key Features  

The key features of the Multichannel Switchboard solution are: 

• Support for popular social media and mobile platforms. 
• Automatic handling of many or most interactions. 
• Personalized response appropriate to channel and context. 
• Consistency across all channels. 
• Multilingual support (e.g., English and French). 
• Tuning for industry- or organization-specific terminology. 
• Authenticated and anonymous sessions. 
• Ability to leverage existing IVR, Web, and mobile investments. 
• Integration with customer care toolset. 

Consumers are generally 

spending more time in social 

networks which increasingly 

form part of consumer 

purchase processes for new 

products and services, 

- Alistair Newton 
Research VP 

Gartner20 

Communities already exist. 

Instead, think about how 

you can help that community 

do what it wants to do. 

- Mark Zuckerberg 
Founder and CEO 

Facebook21 
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Architech Solutions  is a Toronto-based technology consulting and software 
development firm. We design and build powerful, user-centred, strategic 
software solutions that transform businesses. We’re agile, disciplined and 
passionate about delivering for our clients. 

 

 

 

To book a free on -site Discovery Workshop led by our team of 

consultants, e -mail info@architech.ca  or visit us at www.architech.ca  

Architech Solutions  
3 Church Street 

Suite 602 
Toronto, Ontario 

M5E 1M2 
 

Phone:  (416) 607-5618 
Fax:  (416) 352-1768 

 


