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CC Anyplace Product Overview 

The Remote Agent Solution was designed to allow your employees to connect 
virtually to a call center telephone switch or ACD from anywhere. The remote 
agent solution allows you to have people working productively from a remote 
location or home in 30 minutes or less. The engineering team that developed the 
solution is made up of call center experts who have designed and implemented 
call centers and CTI solutions for Fortune 500 companies around the world.  The 
CCAnyplace remote agent solution consists of a Soft Phone and CTI Screen 
POP that will work off of either an IP connection or an analog phone connection 
for your remote based workers. The CCAnyplace solution is built on 2 basic 
concepts:  to provide a Simple and Inexpensive remote agent capability. 

 Product Features  

 �         Allows employees to answer and place calls from a remote location other than 

the main corporate office 

�         Allow agents to answer and place phone calls as if they were located in 
your call center  

�         Agents can be operational within 30 minutes or less  

�         No special equipment is required at the remote agent home.  Existing 
phone line at home will work.  Broadband Internet connection is NOT 
required.  Absolutely no IT staff involvement at the remote agent home. 

�         Product allows for the same features and functionality that they would get 
by working in the call center  

�         Allows remote agents to be trained remotely during off peak hours 

�         Allow agents to be quality monitored by 3rd party systems 

�         Allow agents to work part time to assist during peak hours  

�         Allow staffing for hard to fill time slots in as small as 1 hour increments 

�         Allow quick and short duration staffing for unforeseen busy days or 
emergencies 

�         Allow your valuable employees the flexibility of an alternate office 
arrangement either part of the time or all of the time  
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Product Benefits  

�      Decreased staffing cost  

�      Hire employees for the “tough to schedule” hours  

�      Allow flexible work arrangements such as working from home to be close to a 

sick child 

�      Retain valuable agents with flex scheduling  

�      Reduce call center overhead with less real-estate   

�      When the business has an emergency your agents can work from home 

�      Retain summer workforce when they go back to college and are willing to work 

part time from their dorm room  

�      Get robust call center features all the way out to the agents home  

�      Allow agents to be more productive and spend less time commuting to work and 

more time on the phone speaking with your customers  

� Hire the “hard to fill” skills outside your labor market ( ie foreign languages like 

Cantonese, German, etc.)    

 

Advantages of the CC Anyplace Solution Over 
Ordinary Approaches at Remote Agents  

The industry is moving towards IP based telephone connections within corporations and 

between corporate sites.  This is a powerful movement that gives the user enormous 

flexibility.  This migration to IP Telephony is beginning to move into the “customer 

contact” telephone calls handled by large call centers.  However, all of this is happening 

within the comfort zone of the private corporate LAN/WAN.  Major obstacles exist in 

extending this same concept out to a remote user that does not have a dedicated 

connection to the corporate LAN/WAN.  The CCAnyplace solution allows companies to 

deploy IP based telephones across their corporate network and at the same time deploy 

Remote Agents without the uncertainties inherent in today’s home internet connections.  

Broadband IP to the home – Not Consistent Enough For 
Customer Contact 

CC Anyplace’s solution is more flexible than Broadband to the home 
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It is easy to say, “just put in a DSL or a Cable modem and use an IP Phone or Softphone.  

However, this is no guarantee of a consistent high quality phone connection especially for 

Customer Service type phone calls.  Recent virus attacks have brought segments of the 

“public” Internet to a screeching halt.  Even with QoS based routers out at the home the 

phone call is still subject to an uncontrolled network that might be overloaded especially 

during those PEAK customer service times like Mondays.  In addition, less than 20% of 

the Internet users have broadband capable of supporting straight IP telephony.  And the 

percentage is much lower in the labor pool targeted by call centers.  CC Anyplace solves 

this QoS problem by allowing a remote agent to use any telephone connection that the 

remote agent already owns.  This might be a regular analog phone, a cell phone, or in 

some cases an IP phone connection might be acceptable.  The advantage of CC Anyplace 

is that our solution works with any existing technology in the home so that your IT staff 

does not have to “dictate” what a remote agent can or cannot have in their home.  

Use IP Telephony by Installing the company’s Frame Relay 
Network to a Remote Agent’s Home – Too Complex and 
Expensive 

This approach is technically OK because the network can be designed with end to end 

QoS.  However, the cost and complexity of having a frame relay port in a call center 

agent’s home make this option highly unlikely to win any support from the corporate 

technology staff.  Just getting frame relay installed into a residential area can be prone to 

problems.  In addition, the agent needs a QoS capable router, additional home wiring or 

wireless access points, and other installation complexities.  CCAnyplace avoids the cost 

and complexity of a frame relay connection by using a standard voice connection for the 

phone call and a low bandwidth internet connection for any application needs.  

Extend a normal proprietary phone to an agent – Too Complex 
and Expensive 

This approach has been used for years.  It guarantees the high quality phone connection 

that a typical call center agent requires.  However this requires special equipment at the 

home, changes in the network at the home, and a high entry cost.  These implementation 

barriers are some of the many reasons that companies have not been able to deploy large 

numbers of remote agents.  Most call centers have a relatively high turnover rate so 

investing in “home based” technology is not normally an option.  CC Anyplace solves 

these issues by relying on pre-existing technology at the agents home.  

Route Calls by Dialing Agent’s Home Number – Too Much Delay 
and Uncertainty 

This approach is easy but has many problems including extra time delays to actually 

establish the connection.  In addition, there is no control over the phone line possibly 

being busy or in use by another call.  This approach is not adequate for Customer Contact 

type telephone calls.  
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Remote Agent Solution 

 

 


