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Enabling the digital transformation of your customer engagement by 
evolving your Contact Centre technology
Transforming your customer engagement is an integral aspect of your business’ wider digital transformation 
Companies traditionally engage with their customers through a Contact Centre. However, in the new digital economy, 
telephony and IVR systems (‘press 1 for sales’, etc.) are no longer enough.

Instead, customers wish to engage with companies through a broader range of digital channels, including web chat, 
email, Facebook messenger, and more. In addition to this, customers now expect an enhanced customer experience, 
as well as a personalised service.

Businesses wishing to exploit the benefits of a digital transformation for customer engagement (and to avoid the 
ramifications of not being digital) will require help in understanding the role technology plays in achieving this. They 
will also need direction surrounding how their current Contact Centre environment can be evolved to deliver it.

In this context, digital transformation is not simply the provision of a digital channel (the ‘what’), but also how that 
digital channel can be best exploited to improve the customer experience at the right point in their journey (moment 
of truth). It is also about understanding why the customer is engaging at this point (or even anticipating this).

“Conn3ct differentiates 
themselves on their 
collaboration, in the sense 
they work with us to find a 
solution rather than giving 
us one that might not be 
right for us”
Martin Cross, CTO, Conn3ct

Digital Transformation



Key Challenges
Common challenges customers face when interacting 
with companies include a frustrating and inflexible 
IVR experience, long call wait times, and a lack of 
personalisation catered towards their specific needs.  
What they really need is a flexible service whereby their 
queries are resolved quickly and efficiently.

For businesses, the pressure is on for executives to 
drive change in their organisation, deliver a stronger 
customer experience across both traditional and digital 
channels, and have a single customer view. In reality, 
with complex systems, solution integrations, compliance 
and regulatory regimes, change can be a formidable 
challenge. 

It can mean a radical re-engineering of platforms, 
integrations with new-to-market software solutions, 
untested migration paths to the new platforms, and a 
significant risk to businesses and their customers.

Management consultancies will deliver the business 
consultancy required for the operational side of the 
business, but often the technology element fails to 
deliver and the price doesn’t reflect this. 

Evidence also suggests that their business and technical 
skills are not sufficiently blended and, as a result, the 
technology solution isn’t integrated enough with the 
process.

On the other hand, traditional technology companies will 
sell their solution and attempt to engineer it to fit your 
problem. The technology is rolled out without the deep 
operational experience, and the required change is not 
delivered in a cohesive manner. 

More often than not, the technology over-promises and 
under-delivers.



The Solution
What you really need is a model or a blueprint of what is possible, a clear vision of the future both operationally and 
technically, together with the ability to test potential solutions in a lab environment. Most companies don’t have these 
facilities, nor the skills to replicate the environments without huge expense.

You also need a partner who is agile and fast-paced, with deep business and operational experience and expert 
technical knowledge who can act as your guide in this complex world.

Moreover, you need a partner who can be independent of the technology and who can remain impartial in the 
decision-making process to recommend match-fit solutions.

With these characteristics, your partner can act as your critical friend, asking the difficult questions and challenging 
your models. They can consult and work in partnership with you to create the vision, set the requirements, determine 
the solution, and test against your systems and business models to deliver a tangible proof of concept.

As you embark on your journey, they can hold your hand every step of the way. 

Choosing a Partner to Help Build Your Business Case
A good-fit partner will understand the risk/reward equation and cost implications of decisions throughout the 
process. 

As a result, when you embark on your journey towards operational and technology improvement, you will receive 
options and clear choices based on a robust business case. And it doesn’t need to be complex. 

Change programmes can often simply be funded by changing your technology to consumption-based models and 
hybrid solutions that combine on-premise and cloud solutions. For example, with licence flexibility and effective 
managed support, you can reduce costs by 10-15%. In addition to this, your partner will have relationships with your 
chosen solution vendors that enable them to negotiate favourable contracts on your behalf.

Once the programme is underway, your investment in consultancy, modelling, and testing, coupled with expertise in 
deployment will avoid the false starts, mistakes, and reworkings that often devalue a business case.

“We understand how to take 
customers through the digital 

transformation journey, to 
mitigate the risks and the costs 

by blending our deep operational 
and technical experience across a 

broad range of vendors.”
Martin Cross, CTO, Conn3ct



Where We Fit In
At Conn3ct, we bridge the gap between your existing estate and desired business outcome by removing the 
complexity of undertaking a digital transformation to reduce friction, drive up customer satisfaction, increase 
revenue, and reduce costs. We do this by translating your business challenges into bespoke technology solutions.

How Conn3ct Meets These Challenges
We are able to fully test and replicate legacy and future solutions in a lab environment. This is why we are unique and 
a trusted advisor to our customers. 

Through our unique blended operational and technical consulting programme, we can define your plan for digital 
transformation by evolving your Contact Centre technology with clear outputs at every stage. We typically consult 
with you in four workstreams over an agreed period to:

• Capture business vision, strategy, and objectives

• Conduct an audit of the current technology estate

• Design a solution, clear migration path, and statement of work

• Test solutions in our innovation lab — volumes and optimisation

Drawing from over 25 years’ knowledge and experience, we will create a dedicated team to engage with your 
organisation that includes technical and operational consultants, programme managers, commercial teams (for 
contract negotiations with chosen vendors), and visionary executive sponsors.

The team will have industry and platform knowledge and experience across best of breed customer engagement 
platforms and their ecosystem partners. This means that our teams will choose suitable solutions based on a 
balanced ‘scorecard’.
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About Conn3ct
Conn3ct is a truly vendor-agnostic communications partner that helps multi-site organisations across the world solve 
their communications challenges.

Conn3ct are a trusted advisor that draws on over 30 years of knowledge and experience to solve complex 
communications challenges in three areas; Contact Centres, Unified Communications (UC) and Network Services.

Our vendor-agnostic capability allows us to build completely bespoke solutions for your business. We deliver end-to-
end digital transformation by refining your people, processes, and technology. 

Our Clients Core Technology Partners
We support a diverse range of blue-chip organisations 
across the globe in the deployment and management of  
Contact Centre, Unified Communications and Network 
Services environments.

Conn3ct enjoys long-standing relationships with the 
world’s leading technology partners. We have the 
highest level of accreditations to provide on-demand 
experience and expertise.


