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Contact Centres Should  
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Technology Partners

• Comprehensive training 

• Proactive support

• Customer-driven innovation

• Consultative guidance
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As the cloud transformation accelerates across every industry and every aspect of the enterprise, the cloud-

based contact centre is rapidly becoming the model for the most innovative and successful organisations. A 

quarter of enterprise organisations now use cloud-based contact centre technologies, while nearly another 

quarter will adopt the cloud-based model within the next year.1 On the other side of the cloud shift lies big 

expectations: more efficient operations that yield significant cost savings; increased reliability, uptime and 

performance; and powerful processing capabilities that drive advanced voice-of-the-customer (VoC) analytics. 

CLOUD TRANSFORMATION RESHAPES THE CONTACT CENTRE

I N T R O D U C T I O N
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1. https://nemertes.com/research/contact-centre-customer-engagement/
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As organisations increasingly prioritise moving their contact centres to the cloud, and money 

pours into the market, it’s no surprise that there are now dozens of cloud-based contact 

centre technology vendors. While the biggest names and oldest players in contact centre 

technologies claim the largest share of the market, disruptive technology innovations like 

Amazon Connect have opened the playing field, allowing newer vendors to develop next-

generation solutions that challenge the legacy brands. This intense market competition is 

driving new and exciting innovations that help contact centres simplify the move to the cloud 

while maximising both quick-win results and long-term benefits.
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DEMAND DRIVING  
INNOVATION IN CLOUD  

CONTACT CENTRE TECHNOLOGIES
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No out-of-the-box functionality: More time spent 

calibrating unintuitive settings and reports

Poorly integrated cloud solutions: More time spent 

manually integrating applications and systems

Multiple admin platforms: More time spent managing 

multiple standalone applications and  

non-unified systems

Functionality gaps: 

More time troubleshooting end-user issues

2. https://www.west.com/wp-content/uploads/2017/03/Ahead-in-the-Cloud.pdf

Of the many benefits motivating the move to the cloud, surveys 

and research show that simplifying operations and reducing 

IT and admin costs stand above all as the top drivers.2 Yet 

choosing the wrong technologies and aligning with the wrong 

partners can quickly turn your cloud transformation in the 

opposite direction, increasing costs and adding burdens on IT 

teams and contact centre leaders:

HOW THE WRONG CLOUD  
TECHNOLOGIES  
COST YOU MORE

!
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With the number of providers and tools expanding daily, contact centre leaders face the 

challenge of aligning with technology partners that deliver the right blend of features

and functionalities, service partnership and long-term vision. The following checklist offers 

key qualities for selecting effective technologies supported by a trustworthy partner.

SELECTING CLOUD CONTACT CENTRE 

TECHNOLOGIES: A CHECKLIST

6
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CLOUD-FIRST

Look for technologies purpose-built for the cloud—not legacy tools that 

have been trimmed and twisted to fit a square peg into a round hole. 

Cloud-first technologies are built with an agile architecture that allows 

you to fully capture the benefits of the cloud today—and ensures a 

future-proof platform for continued innovation.

A SINGLE PLATFORM— 
A UNIFIED EXPERIENCE

As contact centres increasingly move away from specialty apps 

and toward comprehensive, integrated cloud-based suites, many 

vendors have opted to buy up specialty apps to piece together a 

suite. But piecemeal solutions fail to deliver a unified experience 

for administrators and end users. Cloud suites built from the 

ground up offer several benefits: giving admins a single platform to 

manage the entire suite, allowing IT to maintain just one solution, 

and giving end users common interfaces and consistent user 

experience across apps. Moreover, vendors that offer a fully 

integrated and unified suite ensure that the full expertise of an in-

house-built solution is available with a single call.
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A FLEXIBLE APPROACH  
TO THE CLOUD SHIFT

Jumping right to a “pure cloud” deployment isn’t right for all 

organisations—or even most organisations. Your cloud technology 

partner should give you the flexibility to ease into the cloud shift with 

hybrid deployments, keeping some aspects of the contact centre 

on-premises while gaining the advantages of moving others to the 

cloud today. Critically, a hybrid deployment option shouldn’t sacrifice 

functionality, reliability or simplicity—no matter where the solution lives.

OMNI-CHANNEL & OMNI-DATA

Consumers’ preferred channels continue rapidly evolving, and 

new channels will undoubtedly emerge in the near future. Cloud 

technologies must be designed to seamlessly integrate with all 

existing channels—and accommodate new channels. They must 

also be able to integrate the rapidly expanding number of data 

streams pouring into the enterprise—including CRM, IoT and other 

data streams beyond the contact centre. This omni-data approach 

is crucial to unlocking the full potential of today’s sophisticated 

analytics solutions.
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REAL-WORLD SCALABILITY

To realise the real-time scalability that the cloud can offer, technologies 

must be built with agile architecture that can adjust to changing 

demands on the fly—without sacrificing performance. Just as 

importantly, the provider behind the technology must be responsive to 

ensure changes are executed quickly and effectively.

BALANCING OUT-OF-THE-BOX 
FUNCTIONALITY WITH GRANULAR 
CUSTOMISABILITY

Contact centre leaders are under immense pressure to deliver 

fast results from their cloud shift. These quick-win outcomes 

require sophisticated out-of-the-box functionalities from cloud 

technologies—ready-to-use tools that don’t require extensive 

calibration. But to maximise ROI, cloud technologies must also 

offer a robust, granular customisability—allowing the tools to be 

fine-tuned over time to meet the unique and evolving needs of the 

organisation.
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As businesses of all types adopt customer-centric strategies, contact centre leaders are 

pressured to deliver outstanding customer experiences. They would be wise to apply the 

same expectations in their search for a cloud technology partner. If the goal of the cloud 

shift is to simplify, then contact centres need partners that provide the focused resources 

to understanding pain points, predicting needs and building and enhancing tools that 

solve these challenges. When evaluating vendors, the following are key indicators of a 

customer-centric approach to providing cloud solutions:

CONTACT CENTRES SHOULD 

EXPECT CUSTOMER-CENTRIC 

TECHNOLOGY PARTNERS
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COMPREHENSIVE TRAINING 

Contact centres should expect technology vendors to provide training 

resources and expertise to drive fast implementation, get new agents 

and admins up to speed quickly, and help staff make continual 

performance improvements.

PROACTIVE SUPPORT 

It’s not enough to be there when you call. Realising the uptime and 

performance benefits of cloud technologies requires proactive 

support from a vendor that continuously monitors your system and 

anticipates issues before they impact performance.
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See more insights to illuminate your contact centre’s move to the cloud.   > Visit Calabrio.com

CUSTOMER-DRIVEN INNOVATION

Every vendor, across every segment, touts continuous innovation. But 

leading vendors have clear processes in place to gather feedback from 

contact centre leaders in real time—and use these insights to fuel new 

features and product innovations. It’s the same VoC-driven approach 

that’s powering the best contact centres.

CONSULTATIVE GUIDANCE

Just because a tool is simple and easy to use doesn’t mean you’re 

using it the right—or the best—way. Contact centres should expect 

partners to provide ongoing guidance to ensure they’re applying 

technologies to their evolving needs and challenges—from using 

the right QA metrics to enhance service levels, to identifying new 

opportunities to drive operational efficiencies and cost savings, to 

asking the right analytics questions and connecting VoC insights to 

broader business goals.
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