Cloud-Based Call Center Software

Outsource Consultants is a call center referral and advisory firm that helps

companies find the best high-performing outsource call centers and cloud-based
contact center solutions. The team has spent more than 24 years in the call center
industry learning the strengths, weaknesses, and specializations of leading outsource call centers and cloud-based contact center solutions. Because of this experience, Outsource Consultants is uniquely positioned to assist clients through
the entire process of selecting outsource call center partners and cloud-based
contact center software solutions.
Outsource Consultants assists clients with finding and selecting contact center
outsourcing solutions for inbound and outbound call centers, live web chat, social media, cloud-based call centers, and outsourced email support services in
various industries. The company helps clients understand how they can run more
efficiently and leverage technology to drive key performance indicators (KPIs).
Clients who partner with Outsource Consultants save significant time, reduce
costs, and minimize risk when switching or selecting a new outsource call center
partner or cloud-based call center software solution.
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CLOUD BASED CALL CENTER SOFTWARE
Call center executives around the globe are challenged with balancing performance, effectiveness, technology,
and expenses as they face greater competition in the marketplace. While cloud-based call center software
solutions are becoming the norm, sifting through the options and finding the cloud-based call center vendor
that is the best fit for your organization is important and requires an effective approach. As older premise-based
systems are coming to the end of their shelf life, call center executives and teams who make these selections
are tasked with choosing the right replacement solution. Reading this report will help you understand the marketplace, criteria to evaluate, and partnerships you can form to make sure the decision you make is the right
solution for your company.

What You Will You Learn In This Report
This whitepaper cuts through the marketplace clutter of cloud-based call center software options and provides
clear guidelines for an effective selection process. Readers will come away comfortable with the value of cloudbased systems and a clear understanding that a robust vendor evaluation and selection process is paramount
to finding the “perfect fit” solution. The bottom line is that there are ample resources available to ensure you
make the right decision for your organization.

Who Should Read This Report?
• Customer Care or Customer Experience executives who are considering upgrading or changing their call
center software or looking for ways to gain a competitive advantage in the marketplace.
• Call Center Management or IT Operations Staff who have the responsibility of vetting and implementing
technology and programs for their call center.
• Call Center BPO executives and their customers interested in understanding how the technology can protect
uptime, provide reporting transparency, enhance customer service levels and extend business value.

Call Center Software is a Critical Business Decision
Call center software selection is a critical business decision, one that can fully support achieving the firm’s most
important business goals or become an obstacle that stands in the way. The software you select will directly
impact your bottom line in terms of cost, responsiveness, customer experience, and growth potential – just to
name a few. Your ability to survive and thrive in a highly competitive marketplace is largely dependent on choosing the right system to run your operation.
Alignment with the value proposition you sell to your customers is a must when it comes to selecting the right
call center software solution. Your software must enable nimble fulfillment of those promises and allow you to
grow beyond them if you are to stay competitive. If your software isn’t innovative, best of breed, and reliable,
your contact center won’t be either.
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Client retention and growth are two key business concerns. A 2013 Forrester report highlights the fact that “companies today struggle with inflexible technology infrastructure that does not let them quickly adjust to business
demand and deliver experiences in line with customer demand.”1 The technology choices you make directly affect
your ability to retain existing customers and grow the amount of business you do with them. If your software
can’t flex, support, and advance; you will be left behind because a competitor will be able to meet your clients’
demanding needs.
Selection of your next call center software solution is not a decision you can afford to leave to chance. Getting it
right for today’s business while supporting growth and expansion is one of the most important decisions you will
make – and its success or failure will be a force to reckon with for years to come. Leveraging the expertise of call
center industry professionals, like Outsource Consultants, who work with these software solutions every day is the
best way to ensure a swift and profitable decision.

The technology choices you make directly affect your ability to
retain existing clients and grow the amount of business you do
with them.
1

Forrester Research, Leverage Cloud-Based Contact Center Technologies To Provide Differentiated Customer Experiences (2013) 4.
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THE MARKET HAS GONE CLOUD CRAZY
Ever since cloud-based call center software solutions began entering the market more than 15
years ago, the momentum has been growing. In
terms of value, Research and Markets estimates
the global cloud-based contact center market will
reach USD $14.71 Billion by 2020, resulting in a
Compound Annual Growth Rate (CAGR) of 25.7%.2
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The clear industry direction is toward the easy
flexibility and scalability only the cloud can offer. Although premise-based technology will not
disappear any time soon, and may make sense
for organizations that are looking for a long term
investment with minimal future upgrades or enhancements, the cloud is here to stay. In fact, research conducted in 2014 by Evolve IP and CCNG
found that “70% of organizations currently using
a premise-based call center plan to move to the
cloud.”3 Studies continue to point to more and
more operations migrating toward the cloud.
As this trend toward cloud-based call center solutions continues, a 2015 Gartner study notes that,
“the premises-based contact center market has
shown flat-to-declining growth over recent years.”4
The associated reduction in market space for
premise-based systems raises serious concerns
about those companies’ ability and willingness to
continue investing in and supporting legacy premise-based systems. This point must be given serious consideration when evaluating a new system.

It is estimated that

70%

of organizations using
premise-based systems
plan to move to the cloud.
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Cloud-based call center solutions offer a great deal
in the way of convenience, upgrades, flexibility,
scalability, support, and cost management. A 2016
Markets & Research report cites, “one dominant
factor driving the growth of this market is the financial benefit of moving expenses from capital expenditure to operating expenditure.”5 In addition,
cloud solutions avoid costly infrastructure. With
technology advancing faster every year, cloudbased systems are an excellent way to keep up and
effectively maintain the system without significant
increases in IT staff and expensive annual service
maintenance contracts.

With rapid advances in technology,
cloud based solutions are the best
way to effectively keep up and
maintain a system without
significant increases
in IT staff.
As cloud-based solutions continue to rise, the space is becoming increasingly crowded. A 2014
DMG Consulting study estimated “over 80 competitors, with more still coming into the market.6
As competition increases, more consolidation is being seen, especially as vendors rooted in call
center applications and premise-based systems look to merge and partner in order to add cloudbased capabilities to their offerings. An exciting major industry transaction is the recent acquisition of inContact by NICE for $940 million, a 55% premium over their May 17, 2016 closing price.
NICE Chief Executive, Barak Eilam, said the two companies were combining their contact center
applications and analytics with cloud contact center technology. The transaction is expected to
close in the latter half of 2016 pending regulatory approval.
While this competition between many industry players is good for driving innovation and pricing
pressure, the rapid rate of change can make the field of potential vendors confusing and cumbersome to sort through. Fortunately, Outsource Consultants has spent significant time getting well
acquainted with the vendors and their solutions, enabling them to provide a clear understanding
for clients on which options are best able to meet their specific needs.
All too often, large well known vendors with well-funded marketing budgets drown out some of
the smaller, less well known vendors who actually have very robust systems to offer. Don’t dismiss the vendors who don’t come up on the first page of your Google search, there are several
high-quality vendors well worth considering that do not necessarily appear in initial searches.
Evaluating only the top search results will leave you with a limited field to consider and you may
miss some of the best options for your business.

PRICING TRENDS

Advances in technology are driving the following call center software
pricing related trends:

$
Low cost web-based
offerings are emerging
as legacy premise-based
applications phase out.
2
3
4
5
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Vendors are offering “right-sized”
licensing to accommodate parttime, seasonal, and temporary
support as well as users who do
not use all aspects of the solution.

Increasing competition is
driving cloud based call
center software solution
prices downward.

Research and Markets, Cloud Based Contact Center Market by Solution, & by Application, by Vertical, by Region – Global Forecast to 2020 (2016).
Evolve IP, CCNG, The Evolve IP and CCNG 2014 North American Call Center Survey Results Paper (2014).
Gartner, Magic Quadrant for Contact Center as a Service, North America (2015) 17.
Research and Markets, Cloud Based Contact Center Market.
DMG Consulting, Cloud-Based Contact Center Infrastructure Market Report (2014).
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PRICING AND TOTAL COST OF OWNERSHIP

An obvious factor in making a decision on which call center software solution to choose is the
out-of-pocket costs for licenses, installation, initial training and migration. Cloud-based call center technology and increased competition among vendors are broadening the range of pricing
models available.
Pricing for cloud-based call center solutions is seeing downward pressure as more competitors
fill the space and solutions gain critical mass of users. Truly comparing cost requires you to look
at not only the upfront costs but also those associated with ongoing maintenance, licensing,
upgrades, and support.

Premise-based systems are purchased for a large upfront license fee. In most cases this will be
based on an estimated number of users that will accommodate current needs and at least some
growth. As discussed in a Compare Business Products study, this leaves the buyer with capacity
greater than demand at the outset, and unable to increase capacity during sudden spikes in
traffic.7 Additional licenses and features can be purchased over time, although availability may
not be instant. In the years following implementation, premise-based systems typically charge
15-20% of the original purchase price in annual licensing & maintenance fees.

Opting for a cloud-based call center software solution over the premise-based option also moves the expenditure
out of capital budgets and into the operational budget. For many organizations, this can be an important factor in
the decision making process.
The price for conversion/migration and user training must be considered in addition to licensing costs. While there
is a great deal of variation from vendor to vendor, in general, the more complex and flexible the system, the more
customized the data migration and user training will be, and therefore, the higher the initial cost will be as well.

Pricing models and total cost of ownership vary greatly between systems
Cloud-based call center software solutions offer a variety of pricing models. While the models are usually based
on the number of users; as noted by Gartner, they also offer elasticity to dynamically add and subtract users based
on actual demand.8 Monthly fees typically include licensing, maintenance, and basic product updates. Pricing
and service is locked in for periods of one year or longer. Here are a few cloud-based call center software pricing
models.

1
2
3
4

5
5

PER USER/PER MONTH PRICING - This is the traditional Software as a Service (SaaS)
pricing model where each user added increases the total cost.

PER PRACTICE/PER MONTH PRICING - Allows a maximum # of users (e.g., 15), adding or reducing users does not impact the price you pay if you are at or under the limit.
PER TRANSACTION OR PER MINUTE PRICING - In this pricing model volume
rather than users drives the total cost.

PEAK SEAT PRICING - Pricing is based on the highest number of seats utilized in a
given period keeping pricing in line with volume.
SCALED-BACK LICENSES - Available for certain users who do not use all aspects of
the solution.

In addition to considering costs associated with vendors and consultants,
call center executives need to pay careful attention to the cost of internal
administration and business process re-engineering by key employees.

$$

$

At Outsource Consultants we use the “one-third rule,” where each dollar
in licensing costs will equate to one additional dollar spent on business
process improvement and another dollar spent on training and adoption
programs.
Regardless of the complexity of the chosen call center software solution,
there will be long-term costs to consider.

SO WHAT REALLY MATTERS TO YOU?
Customer experience is all the buzz, after all it is the glue that keeps existing customers coming back and the honey
that attracts new ones. According to Forrester Research, companies are increasingly leveraging customer experiences as a differentiator. Their 2015 report goes on to mention that “86% of [survey] respondents stated that
quickly changing business processes to better align with customer expectations was their top challenge in their
contact center organization.”9 Your call center software solution choice will directly impact the overall customer
experience and the quality your team delivers every day.
The experience your associates deliver must align with the experience you promise, and if your software solution
doesn’t align with that promise, you are likely to fail. From features and functions to reliability and responsiveness,
the parameters to be considered are extensive. Here are some of the most important points to consider as you
evaluate cloud-based call center software options.

SPEED & EASE OF IMPLEMENTATION

Making a change in software will bring some level of disruption to your business as you transition from the existing
system over to the new one. The extent and duration of the disruption will vary greatly between software providers and is also heavily influenced by the implementation partners you choose. Look for solutions and partners with
a proven track record and clearly defined processes for completing your transition, and definitely don’t skimp on
researching past performance and client references.

TRAINING & EFFECTIVE USAGE

The solution you choose is only as good as your associates’ use of the system. In other words, if your team doesn’t
understand how to use the system, or struggles to complete their work within it, the result will be damaging to
your business. A solid initial training regimen and identification of internal champions or super-users is the best
way to ensure effective usage. Look for software vendors and implementation partners who offer thorough initial
training as well as high-quality reference materials and on-demand refresher training options for all user levels.

7
8
9

Compare Business Products, Cloud-Based Call Centers Setting New Standards in Capability (2013).
Gartner, Magic Quadrant, 17.
Forrester Research, Leverage Cloud-Based Contact Center Technologies, 4.
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REPORTING & ANALYTICS

The fuel for business growth is a deep understanding of where your operation succeeds and where there are
opportunities for improvement. The ability to pull data out of your software and access useful analytics gives you
what you need to identify and execute on growth opportunities. While every system claims to have robust reporting,
the actual capabilities can vary significantly from vendor to vendor. The complexity of extracting, analyzing, and
presenting data also varies greatly from system to system. Look for a solution that enables you to get at the data
you want with the resources you have, so that your access to data is as fast and efficient as you need it to be.

PLATFORM STABILITY

Guaranteed system uptime will vary between cloud-based call center software providers. Depending on your
business model, uptime guarantees may be more or less stringent. Choose a proven platform that guarantees
to meet or exceed the service levels you are promising to clients and provides full transparency of their uptime
performance data. Opt for solutions that are agile enough to respond quickly to your changing needs. The
contract terms and penalties that vendors include ensuring uptime vary greatly and can be negotiated.

PLATFORM AGILITY

Call center volumes can change quickly whether in response to normal seasonality in your business, rapid growth,
unexpected declines, or new customer acquisition. Opt for solutions that are agile enough to respond quickly to
your changing needs and offer pricing models that flex with your business.

OMNI-CHANNEL DELIVERY

Single channel communication is a thing of the past. Your service requires coordinated interaction across a wide
variety of channels– your software solution needs to be truly built to handle that. In your evaluation, look for
platforms where an outage in one channel doesn’t equal an outage across all channels – rather find one where
various channels can continue to operate regardless of the status of the others. Although information transfer may
be temporarily impacted, your ability to operate is not.

USABILITY

Don’t forget the user! The experience of your call center employees will directly affect the customer experience
they deliver. System deficiencies on the user experience front can all too easily come across in the form of poor
information, slow service, and frustrated sounding phone agents. Further, these can impact the efficiency of your
operation driving costs up. Look for solutions with an intuitive, easy to navigate user interface and built-in help
features.

VENDOR PRODUCT ROADMAP

Be sure to review the vendor’s product roadmap. You are not only purchasing the capabilities that exist today, but
also the updates, support and new functionality that will be added over the coming years. Look for vendors that
have a track record of consistently rolling out new capabilities and a plan for long-term support of the program
you are purchasing.
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SELECTING THE RIGHT
SOLUTION EFFICIENTLY

It should be clear by this point that there is a lot to consider
when comparing cloud-based call center software options.
From technology qualifications to vendor qualifications,
and total cost of ownership, you can see that the evaluation is
not a quick and simple process. Cloud vendors have their inherent strengths and weaknesses that every buyer needs to know
– no one solution can be everything to everyone.
Many cloud-based vendors have a focus on small business and
mid-sized markets while others are focused on large, complex
enterprise solutions. Further, there are many key features to
assess and determining which ones are most important depends on your unique business needs. Some of the key
features you may want to consider are: inbound ACD, predictive dialer, IVR, digital recording, omni-channel (email, chat,
SMS & social), and workforce optimization (WFO).
Selecting the right cloud-based call center software solution for your operation requires a unique expertise that typically
does not reside in-house. Your team is built to optimize call center operations, not evaluate software options. The
software companies themselves are tuned to optimizing software performance, not running your day-to-day call center
operations. Enter Outsource Consultants, a bridge between the two with focus on the intersection of call center needs
and the technology to fulfill those needs. Not to mention the experience of having a front row seat to hundreds of real
world implementations to draw upon.

Here is an overview of the steps that must be taken in order to effectively
select a cloud based call center software system:

STEP 1

STATE THE BUSINESS GOALS YOU ARE TRYING TO ACHIEVE

STEP 2

DEFINE YOUR CHANNEL, FEATURE, & FUNCTION REQUIREMENTS

STEP 3

IDENTIFY RELEVANT VENDORS

STEP 4

EVALUATE THE POSSIBLE SOLUTIONS

STEP 5

SELECT THE SOLUTION BEST ALIGNED WITH YOUR NEEDS

STEP 6

MIGRATE, TRAIN, & IMPLEMENT

STEP 7

MONITOR RESULTS AND TWEAK AS NEEDED
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Selecting the right cloud-based call center software solution
for your operation requires a unique expertise that typically
does not reside in-house.

The process of selecting a cloud-based call center software solution that is the perfect fit, is lengthy
and time consuming. A Google search, colleague referral and a few vendor phone calls will not deliver a sound business decision. As you begin the search process, it is helpful to layout a time and
resources continuum so that everyone involved understands the kind of time and energy that will
need to be invested.
TASK				

TIME REQUIRED

WHO IS RESPONSIBLE

Document the requirements		
Create the RFP (or RFI)
Identify potential vendors		
Distribute the RFP		
Evaluate vendors responding to the RFP		
Evaluate the viable software options		
Make an initial selection		
Validate with key internal stakeholders
Complete internal approvals to purchase		
Negotiate and execute the contract
Prepare for migration		
Staff training		
Implementation		
Monitoring to confirm transition
Post implementation analysis

Building out this evaluation and transition framework will help to clarify your business priorities and
provide an excellent framework for building the case to partner with outside consultants. Working
with an experienced partner is an excellent way to objectively control the time and expense associated with the research, evaluation, selection and implementation of a new cloud-based call center
software solution.
In their work connecting clients to call centers, Outsource Consultants has become deeply familiar
with the cloud-based call center software solutions available on the market. Having had an extensive look at these applications as well as their actual use in the trenches with real-world clients, has
positioned Outsource Consultants as experts in understanding the strengths and weakness of the
available cloud-based call center software solutions.
Defining requirements is the most important step of the cloud-based call center software solution
selection process. Without a solid understanding of what is needed, it is impossible to make a sound
business decision in this regard. Outsource Consultants works regularly with call centers to define
program requirements and narrow the field of vendors to those best aligned with the business needs
of each client.

9

First consider the communication channels you offer to clients
In today’s technology rich world, it is unlikely that phone oriented features alone with suffice. Lay out all of the
channels you are actively providing service through today, and identify any which you intend to consider adopting in
the next 5 years. Rate each on it’s level of importance to your organization and the vendor’s performance relative
to that channel. Here are the channels to review:
Phone (inbound calls, outbound calls)

High

Performance

Text Messaging
Online (self-help, live chat)
Social
Interactive Voice Recognition

Low

File Transfer

Low

Smartphone App
Fax

High
Importance

Once you have defined the communication channels that are necessary for delivery of your value proposition and
overall business success, you can work through the feature sets around each that will serve your current needs and
support your growth plans. Here are features to review with each channel:
Phone

Online

Social

•

Predictive Dialing

•

Secure Portals

•

Social Media Sites

•

Automatic Call Routing •

Screen Sharing

•

Social Listening/

(ACD)

•

Chat Transfer

•

Digital Call Transfer

•

Email

•

Messaging

•

Screen Pops

•

Video

•

In-app

•

Call Recording

Monitoring

Interactive Voice
Recognition
•

Entries passed to live
phone support

•

File Transfer

The ultimate question for each channel, is whether or not the cloud-based call center software is able to tie them
together in a way that enables you to create a unified view of the customer. Do you want to take a Multi-Channel
approach where each communication channel is optimized as a singular experience with data eventually consolidating
on the back end? Or do you prefer a more complex Omni-Channel approach where the channels interact continuously
in real-time? Careful management of data from multiple channels is what enables your team to effectively manage
overall customer experience.
Once you have clearly defined your requirements, sorting through vendors becomes a fairly straightforward,
though time-consuming task. The first action here is finding vendors to evaluate. Simple searches will reveal
a few obvious vendors to consider. What you will likely miss are some very robust providers who excel on the
solution side without the extensive brand awareness to lure prospects in. Having a robust search process will open up
the field to some outstanding hidden gems that may otherwise be missed.
With your list of potential solutions identified, the work has just begun. Without intimate knowledge of
each vendor and program, it is impossible to quickly narrow the field to the vendors best able to serve your
needs. Precious hours or days can be wasted starting the evaluation process with a vendor only to find that
a key need is unmet. Companies who work with these solutions regularly, can quickly eliminate solutions
that won’t align with your needs, providing you with a shortcut to a short-list of vendors for full evaluation.
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LINKING CALL CENTERS TO SOFTWARE SOLUTIONS
Outsource Consultants executives have been in the call center industry for 24 years and has successfully linked
Fortune 500 clients to the industry’s high performing outsource call centers. In the process of providing this
service, they have developed a deep understanding of the software solutions employed by call centers and how
they align with the center’s ability to meet client needs. The natural progression of this experience-based view of
call center software is what drove the next step of linking call centers to software solutions.
What has become clear in recent years, is that cloud-based call center solutions are best suited to support call
centers through volume increases and service expansion. Support for premise-based systems is declining as is
their ability to compete against the flexibility and cost control features of the cloud.
Having completed the call center evaluation process many times over, Outsource Consultants has developed a
proven process for efficiently and effectively vetting cloud-based call center solutions. Providing a short list of the
most appropriate cloud-based software vendors for a given set of call center needs has saved call center executives
and researchers hundreds of hours of work, saved tens of thousands in direct expenses, and avoided countless
decision traps.
As a busy call center executive or manager, your business needs are urgent; making a good call center
technology selection is critical. Here are some tips on how you can get to the right cloud-based call center
software partner decision quickly and confidently.
Create a software evaluation checklist that starts with a
look at the services you offer and the value proposition you
are using to promote your business. The cloud-based call
center software solution you choose absolutely must align
with your own value proposition.
Next, you will need to clearly lay out the features and functions
required for a seamless transition today as well as those that will
support your 5-year growth roadmap. In other words, whatever
features and functions are present and in use today with your
existing solution should be available in the solution you choose. Features and functions that will be required to support your plans for
growth and service evolution in the coming years need to be available
immediately or as easy add-ons when the time is right. Making a decision with this long-term view equates to savings down the road.
Then outline your requirements for training, support, flexibility,
and scalability. One of the key advantages of cloud-based call
center software solutions is their ability to provide all of these
on demand. Look for models that support seasonality or other
volume fluctuations.
Finally, align the potential partners who have made it this far against your cost
and people resources. Identify what you have available to dedicate to the front
end transition and implementation as well as over the life of the software.
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Independent consulting groups like Outsource Consultants provide the
broadest view of the options because the nature of their experience is
spread across many call centers with varying specializations.

There are multiple options for partnering throughout the cloud-based call center software selection process.
Software vendors themselves will be happy to offer consultative assistance, just remember to consider their
bias and their marketing budget vs actual tactical assistance. Third party integrators or value added resellers
can be a good resource, but most specialize one or a few solutions and will be biased toward those they know
best. Call Center experts such as Outsource Consultants provide the broadest view of the options because the
nature of their experience is spread across many call centers both big and small using a variety of solutions in
many different industries with varying specializations.

Conclusion

Selecting the right cloud-based call center software solution for your operation is a critical business decision.
Not only must it seamlessly support your needs today, it absolutely must deliver on the value that you are selling
to your customers and align with your plans for growth in the coming years.
While the process is very straight forward, it is not easy. Your time to personally manage the selection process
is limited because you are busy running your core business. The vast and changing field of cloud-based call
center software solutions requires specialized expertise to navigate successfully. There is no doubt of the value
someone who knows the space and works it regularly can bring to the table in terms of effectively managing
costs and risks.
Don’t waste valuable time and resources spinning, or risk a poor and costly decision. By leveraging the expertise
of a partner like Outsource Consultants to manage this process, you will save time, reduce cost, and end up with
a significantly better vetted cloud-based call center solution.

Taking the Next Step

Your cloud-based call center software evaluation and selection process with Outsource Consultants begins with
a FREE consultation to understand the makeup of your business, current requirements, future needs, and priorities. This is the first step in assuring you start down the evaluation path with the right potential cloud-based
call center software partners.
The next steps are not complex but they can be time consuming and arduous if they aren’t what you do every
day. Outsource Consultants helps companies with the cloud-based call center software selection process every
day. Through definition of requirements, RFP management, vendor selection guidance, and implementation
assistance; the company helps clients shave significant time, effort and cost.
Outsource Consultants executives are 24 year call center industry veterans and the company is a Better Business
Bureau A+ Accredited Business. For a free consultation, please visit http://www.outsource-consultants.com. To
schedule a consultation, contact Corey Kotlarz at 888-766-4482 or ckotlarz@outsource-consultants.com.
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