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Sponsor Information 
 
 
callcentres.net would like to acknowledge the support provided by the report sponsors Autonomy etalk 
and Genesys.  
  
 

 
¾ Worldwide Presence 
¾ $62m Invested in R&D Annually 
¾ Public company with a market cap of $4Bn 
¾ 2007 Revenues up 37% to Record $343.4m 
¾ 17,000+ Customers  
¾ 350+ OEM Partners 
¾ 400+ VARs and Integrators 
 

 
Autonomy Corporation plc (LSE: AU. or AU.L) is a global leader in enterprise infrastructure software and 
meaning based computing technology for enterprise search. As Autonomy’s contact center division, 
Autonomy etalk leads the market in technology innovation by delivering intelligent call recording, 
performance management, and speech analytics solutions for enterprise contact centers. 
 
Enabling the Intelligent Contact Center 
 

Autonomy etalk goes beyond traditional approaches to customer interaction analysis to enable the 
Intelligent Contact Center, providing the ability to capture, analyze, and share the critical data—whether it 
be voice, text, chat, email, or video— that flows through the contact center. Autonomy etalk does this by 
providing a single solution for multi-channel interaction analysis, real-time agent support, and contact 
center performance management to deliver relevant and accessible customer intelligence directly to the 
enterprise. 
 
Compliance and Quality Management 
 

From call recording to intelligent speech analytics, Autonomy etalk enables organizations to effectively 
manage regulatory compliance and quality assurance initiatives. Enhanced security and sophisticated 
search capabilities allow organizations to monitor business-critical interactions and remain compliant with 
regulations such as PCI, HIPAA, FRCP, and more. In addition, performance management solutions such 
as agent performance evaluations, eLearning tools, and customer surveys help customer-oriented 
contact centers deliver better support and improve the customer experience. 
 
Autonomy etalk solutions deliver: 
 

• Voice and Desktop Recording and Archiving 
• Call Monitoring for Quality and Compliance 
• Multi-Channel Interaction Analysis  
• Real-Time Agent Support 
• Emotion Detection 
• Trend Analysis 
• Agent Script Adherence 
• Agent Performance Evaluations  
• Root Cause Analysis 
• Coaching and Training Tools 
• Post Call Customer Surveys 

 
For more information, please visit: http://www.etalk.com 
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Company: Genesys Telecommunications Laboratories, Inc. 
Founded:  1990 
Headquarters:  Daly City, Calif., USA with branches in EMEA,  
                          America and APAC 
Employees:      1,500 worldwide 
Customers:      Over 4,000 worldwide 
Partners:          Worldwide: Genesys has more than 300  
                          partners worldwide, including Accenture, Alcatel- 
                          Lucent, DimensionData, IBM, Microsoft,  
                          NextiraOne, PeopleSoft, SAP, Siebel Systems  
 and Verizon. 

 
 
Management:  Paul Segre, President and CEO 

William Behrend, CFO 
Brad Coleman, SVP, Customer Service 
David Sudbey, SVP. Strategic Solutions 
Nicolas De Kouchkovsky, SVP, Marketing and Business Development 
Alexander Gressenich, Vice President, Human Resources 

 
Genesys, an Alcatel-Lucent company, is the only company that focuses 100% on software to manage 
customer interactions over the phone, web and in e-mail. The Genesys software suite dynamically 
connects customers with the right resources - self-service or assisted-service - to fulfil customer requests, 
optimise customer care goals and efficiently use resources. Genesys software directs more than 100 
million customer interactions every day for 4,000 companies and government agencies in 80 countries. 
The Genesys suite of software is used by 20 of the 25 world's largest telecommunications companies, 4 
of the world’s 5 largest commercial banks, 4 of the 5 world's largest insurance companies, and a variety 
of government agencies, mid-sized businesses, and other successful enterprises. These companies and 
agencies can leverage their entire organisation, from the contact center to the back office, to improve the 
overall customer experience. As a result, Genesys helps stop customer frustration, drive efficiency, and 
accelerate business innovation. For more information, go to www.genesyslab.com or visit the industry 
blog at www.betterinteractions.com  
 
The sophisticated routing and reporting functions ensure that customers are quickly connected to the 
best possible resources even at the first contact. Genesys offers a complete solution portfolio for 
customer services, help desk, order acceptance, outbound and personnel deployment planning.  
 
The Genesys Voice Platform combines the Internet technology with voice self service solutions, making 
the design and introduction of XML-based voice self-services as easy as the deployment of Internet 
processes. It converts the telephone into a powerful source of information that is available anytime, 
anywhere. 
 
By using Genesys solutions, customers can enhance their interactions and business processes, thereby 
effecting a considerable contribution to their successful market presence. 
 
For more information, please visit: http://www.genesyslab.com 
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