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Barriers to Cloud Contact Centre Adoption  
»łğėňƣƛƷƘƯňŵŪňŪĎƷƣňŪğƣƣĐŵŪƯňŪƷňƯǖĹƷğşğėĎǖñĺşŵĎñşƘñŪėğŨňĐ͓ğĐŵŪŵŨňĐƷŪĐğƛƯñňŪƯǖ͓ñŪė
ƘŵşňƯňĐñşǏŵşñƯňşňƯǖƘğƛƣƷñėğėŨŵƛğƯłñŪ̘̐λŵĹŵƛĺñŪňƣñƯňŵŪƣǐŵƛşėǐňėğƯŵƣƯñƛƯŨŵǏňŪĺ
ñƘƘşňĐñƯňŵŪƣƯŵƯłğĐşŵƷėĎǖƯłğğŪėŵĹ̒̐̒̒͒1®ğǏğƛñşĹñĐƯŵƛƣňŪȍƷğŪĐğėƯłňƣƯƛñŪƣňƯňŵŪ͒»łğ
 �ÙU'ͨ̑ ̙ƘñŪėğŨňĐĐłñŪĺğėłŵǐĐƷƣƯŵŨğƛƣňŪƯğƛñĐƯǐňƯłĎƷƣňŪğƣƣğƣ͒iŵŪĺǐñňƯƯňŨğƣñŪė
ňŪĐŵŪƣňƣƯğŪƯĐƷƣƯŵŨğƛĐñƛğĐñƷƣğėĎǖƣğǏğƛğƣƯñĹĹƣłŵƛƯñĺğƣėƛŵǏğğǏğŪŪŵŪͨėňĺňƯñşͨƣñǏǏǖ
ĐƷƣƯŵŨğƛƣƯŵƣłŵƘŵŪşňŪğ͓ƷƣğƣğşĹͨƣğƛǏňĐğĐñƘñĎňşňƯňğƣ͓ñŪėĐŵŨƘşğƯğƯƛñŪƣñĐƯňŵŪƣėňĺňƯñşşǖ͒
�ƯƯłğƣñŨğƯňŨğ͓ĐƷƣƯŵŨğƛğǕƘğĐƯñƯňŵŪƣłñǏğƛňƣğŪłňĺłğƛƯłñŪğǏğƛ͒ÚłğŪƯłğǖėŵŪŵƯ
ğǕƘğƛňğŪĐğƣğñŨşğƣƣňŪƯğƛñĐƯňŵŪƣñŪėƣƘğğėǖƛğƣŵşƷƯňŵŪƣ͓ƯłğėňĺňƯñşğŪǏňƛŵŪŨğŪƯŨñśğƣňƯ
ğñƣǖĹŵƛĐƷƣƯŵŨğƛƣƯŵƣǐňƯĐłƯŵñĐŵŨƘğƯňƯŵƛ͒

̻ HƛŵƣƯπ®ƷşşňǏñŪ̒̐̒̒U»'ğĐňƣňŵŪsñśğƛ®ƷƛǏğǖ

0ßPU�U»͔̑ şŵƷė»ƛğŪėƣñŪė łñşşğŪĺğƣ͔IşŵĎñş͓̒̐̒̒

Source: Frost & Sullivan

Base: All respondents (nΦ̑̒̑̐ͣ

UƣǖŵƷƛŵƛĺñŪňƣñƯňŵŪŨŵǏňŪĺñƘƘşňĐñƯňŵŪƣƯŵƯłğĐşŵƷė͙

�ƣǖŵƷňŨƘşğŨğŪƯǖŵƷƛĐşŵƷėňŪňƯňñƯňǏğƣ͓łŵǐĐłñşşğŪĺňŪĺñƛğƯłğĹŵşşŵǐňŪĺñƣƘğĐƯƣ͙®ĐñşğŵĹ̑Ưŵ͔̕̕Φ ƛƷĐňñş
ͫPñşƯňŪĺƯłğňŪňƯňñƯňǏğñŪė̑ΦuŵƯUŨƘŵƛƯñŪƯͪuŵUŨƘñĐƯŵŪƘƛŵŘğĐƯ͕»ŵƘ̒ĎŵǕğƣΦ ƛƷĐňñşñŪėÙğƛǖňŨƘŵƛƯñŪƯ

Cloud Initiative Challenges, Top Five Cited as Crucial or Very Important

Plans to Move Applications 
to the Cloud

Base: All respondents (n=1210)
Is your organization moving applications to the cloud?
As you implement your cloud initiatives, how challenging are the following aspects? Scale of 1 to 5, 5 = Crucial - 
Halting the initiative and 1 =Not Important – No Impact on project; Top 2 boxes = Crucial and Very important

54%

56%

57% 

57%

58%

Refactoring/modernising legacy
applications for cloud deployment

Implementing resiliency/backup
plans for apps and data

Deploying an app across multiple IT environments
(public cloud, data center, branch/edge)

Keeping up with the pace of new technology/services
being introduced into the market

Ensuring compliance/security
of data & apps
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ÚłğŪñĐşŵƷėƣƯƛñƯğĺǖňƣğǕğĐƷƯğėǐğşş͓ĐŵŨƘñŪňğƣĐñŪƯñśğñėǏñŪƯñĺğŵĹƯłğşñƯğƣƯ
ƯğĐłŪŵşŵĺňğƣƯŵėğşňǏğƛğǕĐğşşğŪƯĐƷƣƯŵŨğƛğǕƘğƛňğŪĐğ͢ ßͣňŪñŨŵƛğĐŵƣƯͨğĹĹğĐƯňǏğñŪė
ȍğǕňĎşğU»ğŪǏňƛŵŪŨğŪƯ͒PŵǐğǏğƛ͓ ñŪñėňñŪĐŵŨƘñŪňğƣłñǏğĎğğŪƣşŵǐğƛƯłñŪŵƯłğƛ
ĐŵƷŪƯƛňğƣƯŵƯƛñŪƣňƯňŵŪƯłğňƛ ßñƘƘşňĐñƯňŵŪƣƯŵƯłğĐşŵƷė͓ĐňƯňŪĺňŪƯğĺƛñƯňŪĺƣǖƣƯğŨƣñŪė
ñƘƘşňĐñƯňŵŪƣ͓łñŪėşňŪĺƯłğU»ŪğğėƣŵĹƛğŨŵƯğğŨƘşŵǖğğƣ͓ñŪėşñĐśňŪĺƣğĐƷƛňƯǖĐñƘñĎňşňƯňğƣñƣ
the top deterrents 

0ßPU�U»͔̒UŪƯğƛñĐƯňŵŪ łñŪŪğşUŪǏğƣƯŨğŪƯ£şñŪƣ͔IşŵĎñş͓̒̐̒̒

Base: All respondents (nΦ̑̒̑̐ͣ

ÚłňĐłŵĹƯłğĹŵşşŵǐňŪĺňŪƯğƛñĐƯňŵŪĐłñŪŪğşƣėŵğƣǖŵƷƛŵƛĺñŪňƣñƯňŵŪƣƷƘƘŵƛƯƯŵėñǖ͓ƘşñŪƯŵƣƷƘƘŵƛƯŵǏğƛƯłğŪğǕƯ
ǖğñƛŵƛłñǏğŪŵƘşñŪƣƯŵƣƷƘƘŵƛƯ͙

Source: Frost & Sullivan

60%

60%

58%

51%
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47%

44%

38%

26%

29%

28%

29%

33%

33%

37%

35%

40%

12%

9%

12%

16%

14%

13%

14%

18%

18%

2%

2%

2%

4%

2%

3%

2%

3%

3%

®ŵĐňñşŨğėňñ͢ğ͒ĺ͒»ǐňƯƯğƛ͓HñĐğĎŵŵś͓UŪƣƯñĺƛñŨͣ

0Ũñňş͟ǐğĎĹŵƛŨ

®ŵĐňñşŨğėňñŨğƣƣñĺňŪĺñƘƘs
͢ğ͒ĺ͒HñĐğĎŵŵśsğƣƣğŪĺğƛ͓ÚłñƯƣ�ƘƘ͓Úğ łñƯͣ

®s®

Voice

sŵĎňşğñƘƘ

 łñƯǐňƯłşňǏğñĺğŪƯ

ÙňėğŵĐłñƯ͓ǏňėğŵƯğşşğƛ͟śňŵƣś

®ğşĹͨƣğƛǏňĐğ͢ğ͒ĺ͒ĐŵŪǏğƛƣñƯňŵŪñş�U͓ĐłñƯĎŵƯƣ͓UÙ¦ͣ
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Integration: UŪƯğĺƛñƯňŵŪňƣñĐƛňƯňĐñşĹñĐƯŵƛňŪƣƷĐĐğƣƣĹƷşĐşŵƷėňŨƘşğŨğŪƯñƯňŵŪĹŵƛ ñŪñėňñŪ
ĐŵŨƘñŪňğƣǐňƯłşğĺñĐǖƣǖƣƯğŨƣƯłñƯŪğğėƯŵƛƷŪƯłğňƛĐŵƷƛƣğŵƛƯłŵƣğƯłñƯłñǏğƷŪėğƛşǖňŪĺ
ƯğĐłŪŵşŵĺǖƯłñƯŨƷƣƯĎğňŪĐşƷėğėňŪƯłğėňĺňƯñşƯƛñŪƣĹŵƛŨñƯňŵŪĹƛñŨğǐŵƛś͒UĹñƘƘşňĐñƯňŵŪ
ƘƛŵĺƛñŨŨňŪĺňŪƯğƛĹñĐğƣ͢�£UƣͣñƛğŪŵƯƘƛŵƘğƛşǖ
ňŪƯğĺƛñƯğė͓ ßƣŵşƷƯňŵŪƣėŵŪŵƯĹƷŪĐƯňŵŪǐğşş͒
'ňƣƘñƛñƯğƣǖƣƯğŨƣñŪėƛğŨŵƯğşŵĐñƯňŵŪƣĐƛğñƯğŨŵƛğ
ƘŵňŪƯƣǐłğƛğƣğĐƷƛňƯǖĐñƘñĎňşňƯňğƣĐñŪĹñňş͒

®ƯñĹȌŪĺ͔�ŪğŵĹƯłğŨŵƣƯƣňĺŪňȌĐñŪƯĐŵŪƯñĐƯĐğŪƯƛğ
ĐłñşşğŪĺğƣłñƣĎğğŪŨñňŪƯñňŪňŪĺƘƛŵƘğƛƣƯñĹȌŪĺ
şğǏğşƣ͒»łğIƛğñƯ¦ğƣňĺŪñƯňŵŪğǕñĐğƛĎñƯğėƯłňƣ
ƘƛŵĎşğŨ͒ÚłğŪĐŵŪƯñĐƯĐğŪƯƛğƣłñėƯŵŨŵǏğñĺğŪƯƣ
ƯŵǐŵƛśͨĹƛŵŨͨłŵŨğƣğƯƷƘƣňŪ͓̒̐̒̐ŵƛĺñŪňƣñƯňŵŪƣ
ƛğĐŵĺŪňƣğėƯłñƯŨñŪǖǐŵƛśğƛƣñƛğŨŵƛğƘƛŵėƷĐƯňǏğ
ǐłğŪƯłğǖǐŵƛśƛğŨŵƯğşǖ͓ĐŵŨƘğşşňŪĺĐŵŪƯñĐƯĐğŪƯƛğƣ
ƯŵñėŵƘƯñłǖĎƛňė͓ȍğǕňĎşğǐŵƛśŨŵėğş͒

Security: UŪƯğĺƛñƯňŵŪñŪėƣƯñĹȌŪĺňƣƣƷğƣƘşñǖñƛŵşğ
ňŪƯğƣƯňŪĺƯłğU»ƯğñŨ͵ƣĐñƘñĐňƯǖƯŵğŪƣƷƛğŪğƯǐŵƛś
ƣğĐƷƛňƯǖ͓ǐłňĐłňƣĐƛƷĐňñşƯŵñėėƛğƣƣĎğĹŵƛğŨŵǏňŪĺ
ƯŵƯłğĐşŵƷė͒'ƛ͒®łƛňŪňǏñƣgƷşśñƛŪň͓ǐłŵłñƣñ£ł͒'͒
in security and a principal at the Cybersecurity 
IŵǏğƛŪñŪĐğ¦ňƣśñŪė ŵŨƘşňñŪĐğėğƘñƛƯŨğŪƯñƯ
�ŵŨĎñƛėňğƛ͓ňƣŪŵƯĐŵŪȌėğŪƯñĎŵƷƯŨŵǏňŪĺėñƯñƯŵƯłğ
ĐşŵƷėǐňƯłŵƷƯñƯłŵƛŵƷĺłğǏñşƷñƯňŵŪŵĹƯłğƘƛŵĐğƣƣğƣ
ƯŵğŪƣƷƛğñłňĺłşğǏğşŵĹĐŵŨƘşňñŪĐğñŪėŪğƯǐŵƛś
ƣğĐƷƛňƯǖ͒Ͳ»łğƛğ͵ƣŪŵĐşñƛňƯǖŵŪƣğĐƷƛňŪĺĐƷƣƯŵŨğƛňŪĹŵƛŨñƯňŵŪñĐƛŵƣƣĐłñŪŪğşƣ͓ğƣƘğĐňñşşǖ
ǐłğŪƯłğĐłñŪŪğşƣñƛğŨŵǏňŪĺƯŵƯłğĐşŵƷė͓ͳgƷşśñƛŪňƣñǖƣ͒Pğñėėƣ͓Ͳ»łğƛğ͵ƣñłƷŨñŪͨşğƣƣ
ŵƘƘŵƛƯƷŪňƯǖĹŵƛñŪŵƛĺñŪňƣñƯňŵŪƯŵƣƯğƘƷƘñŪėǐŵƛśƯŵǐñƛėƣňƯ͒ͳ

“There’s no clarity on 
the end-to-end channel 
when it comes to 
securing the customer 
information, especially 
when they’re moving 
to the cloud,” Kulkarni 
says. “There’s a human-
less opportunity for an 
organisation to step up 
and work towards it.”
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»łğƣğñƛğƣłŵƛƯͨƯğƛŨňƣƣƷğƣñƣU»ŨñŪñĺğƛƣğǏñşƷñƯğƯłğŨǖƛňñėñƘƘşňĐñƯňŵŪ
ŵƘƯňŵŪƣƯŵğŪƣƷƛğñƣŨŵŵƯłƯƛñŪƣňƯňŵŪ͒»łňƣƘñƘğƛƣłñƛğƣňŪƣňĺłƯƣŵŪĐƛňƯňĐñş
ėğĐňƣňŵŪͨŨñśňŪĺĹñĐƯŵƛƣǐłğŪŨŵǏňŪĺ ßñƘƘşňĐñƯňŵŪƣƯŵƯłğĐşŵƷė͒

Journey to the Cloud: Risk vs. Productivity
sŵǏňŪĺƯŵƯłğĐşŵƷėňƣňŪğǏňƯñĎşğĹŵƛŨŵƣƯňŪėƷƣƯƛňğƣ͒�ƷƯĐŵŨƘñŪňğƣŨƷƣƯȌƛƣƯğǏñşƷñƯğƯłğ
ƛňƣśǏƣ͒ĎğŪğȌƯƣğƚƷñƯňŵŪ͒�ŪŵƛĺñŪňƣñƯňŵŪ͵ƣƣƯƛñƯğĺňĐėňƛğĐƯňŵŪñŪėĐŵƛƘŵƛñƯğŵĎŘğĐƯňǏğƣ
ĐñŪĎğƷŪĐşğñƛ͒ÚłňşğƯłğłğñėŵĹŵƘğƛñƯňŵŪƣĹŵĐƷƣğƣŵŪňŨƘƛŵǏňŪĺƘƛŵėƷĐƯňǏňƯǖñŪėśğǖ
ƘğƛĹŵƛŨñŪĐğňŪėňĐñƯŵƛƣ͢g£Uƣ͓ͣƯłğU»ƯğñŨƛğŨñňŪƣĐŵŪĐğƛŪğėñĎŵƷƯƛňƣśĹñĐƯŵƛƣƣƷĐłñƣ
security breaches and governance  

ÚłğŪŪŵƯňŪƯğĺƛñƯğė͓ñėėňŪĺƯŵƷĐłƘŵňŪƯƣƣƷĐłñƣĐłñƯĎŵƯƣ͓Ǐňėğŵ͓ŵƛƣŵĐňñşŨğėňñŨğƣƣñĺňŪĺ
ĐƛğñƯğƣñĺƛğñƯğƛƛňƣśŵĹėğşňǏğƛňŪĺƘŵŵƛ ß͒eŵğ�ğƛŪňğƛ͓sğŨĎğƛ0ǕƘğƛňğŪĐğsñŪñĺğƛ͓
®ñƣśñƯĐłğǐñŪ�şƷğ ƛŵƣƣ͓ȌŪėƣƯłñƯŨñŪñĺňŪĺĐłñŪĺğƣǐłğŪñĺğŪƯƣƷƣğŨƷşƯňƘşğ͓
ƷŪňŪƯğĺƛñƯğėƣĐƛğğŪƣňƣĐƷŨĎğƛƣŵŨğ͒

Ͳ¦ğėƷĐňŪĺƯłğŪƷŨĎğƛŵĹƣĐƛğğŪƣƯŵňŪĐƛğñƣğñĺğŪƯƘƛŵėƷĐƯňǏňƯǖňƣƣŵñşşƷƛňŪĺñŪėğǕĐňƯňŪĺ
ƯłñƯňƯĹñƛŵƷƯǐğňĺłƣƯłğƛňƣśŵĹñėėňŪĺĐłñŪŪğşƣ͓ͳłğƣñǖƣ͒PŵǐğǏğƛ͓ňƯėğƘğŪėƣŵŪłŵǐŨñŪǖ
ƯŵƷĐłƘŵňŪƯƣñŪėƛňƣśƘŵňŪƯƣƯłğĐŵŨƘñŪǖłñƣ͕ƯłğŨŵƛğňƯłñƣ͓ƯłğĺƛğñƯğƛƯłğĐłñşşğŪĺğ͒
ͲuğǕƯǖğñƛ͓ǐłğŪǐğñėėĐłñƯñŪėĐłñƯĎŵƯƣñŪėƣƯñƛƯƯƛñŪƣĹğƛƛňŪĺňŪĹŵƛŨñƯňŵŪƯłƛŵƷĺłƯłğƣğ
ĐłñŪŪğşƣ͓ǐğłñǏğƯŵėğĐňėğǐłğƯłğƛǐğǐňşşñşşŵǐƯłğŨƯŵƯŵƷĐłŵƷƛňŪƯğƛŪñşƣǖƣƯğŨƣñŪė
ĐşñňŨƣňŪĹŵƛŨñƯňŵŪñƣňƯĎğĐŵŨğƣŨƷĐłėňĐňğƛ͓ͳƣñǖƣ�ğƛŪňğƛ͒

Many Canadian companies agree that managing change is 
critical, and it’s best not to rush the process. Michael McCullough, 

Director of Contact Centres, Government of Alberta, suggests 
organisations work out the bugs in one centre to have a better, 

ŨŵƛğĐŵŪƣňƣƯğŪƯȌƛƣƯňŨƘƛğƣƣňŵŪ͓ƯłğŪĎƛňŪĺŵƯłğƛĐğŪƯƛğƣŵŪĎŵñƛė͒

 “Organisational change management and communications have 
absolutely been critical, as well as ensuring we have a voice 
and representation of the staff,” says McCullough. “We have 

to implement it consistently and minimise customisation.”
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»łğñėǏňĐğƣłñƛğėĎǖğñƛşǖĐŵŪƯñĐƯĐğŪƯƛğƣŵşƷƯňŵŪñėŵƘƯğƛƣłñƣƛğŨñňŪğėƯłğƣñŨğėƷƛňŪĺ
ƯłğƘñƣƯȌǏğǖğñƛƣ͔»ñśğƯłğƯňŨğƯŵĐşŵƣğşǖğǕñŨňŪğǐłñƯ͵ƣĺŵňŪĺŵŪǐňƯłƘƛŵĐğƣƣğƣñŪė
ǐŵƛśȍŵǐƣ͒HňŪėĐłñŨƘňŵŪƣǐłŵĐñŪƣƷĐĐğƣƣĹƷşşǖƷƣğƯłğşñƯğƣƯƯŵŵşƣñŪėƣłñƛğƯłğňƛƘŵƣňƯňǏğ
ğǕƘğƛňğŪĐğƣǐňƯłƯłğƛğƣƯŵĹƯłğƯğñŨƣƯŵĎƛňŪĺƯłğŨŵŪĎŵñƛėƚƷňĐśşǖͫƯłğŪñėėŵƯłğƛ
capabilities to the cloud 

UŪƯłğğŪė͓ñŪŵƛĺñŪňƣñƯňŵŪŨƷƣƯŨñŪñĺğƛňƣś͓ĎƷƯėŵňŪĺƣŵĐñŪŪŵƯňŨƘğėğĎƷƣňŪğƣƣĹƛŵŨ
ŨŵǏňŪĺĹŵƛǐñƛė͒®ğşĹͨƣğƛǏňĐğňŪƯğƛñĐƯňŵŪƣĐñŪñėėƛğƣƣƯłğƣğĐƷƛňƯǖňƣƣƷğĎǖğşňŨňŪñƯňŪĺ
łƷŨñŪğƛƛŵƛñŪėƣğĐƷƛňŪĺėñƯñňŪñĐşŵƣğėşŵŵƘƣŵƯłñƯňƯƛğŨñňŪƣňŪñŨñŪñĺğėğŪǏňƛŵŪŨğŪƯ͒

iğǏğƛñĺňŪĺƯłğ�ğŪğȌƯƣŵĹ şŵƷėƯŵUŨƘƛŵǏğ ß
HƛŵƣƯπ®ƷşşňǏñŪ͵ƣşñƯğƣƯU»ėğĐňƣňŵŪͨŨñśğƛƣƷƛǏğǖƛğǏğñşƣƯłñƯƯłğƯŵƘǐñǖƣĐŵŨƘñŪňğƣ
ŨğñƣƷƛğƯłğňƛėňĺňƯñşƯƛñŪƣĹŵƛŨñƯňŵŪƣƷĐĐğƣƣňŪĐşƷėğĐŵƣƯƣñǏňŪĺƣĹƛŵŨñƷƯŵŨñƯňŵŪ͓ƯñşğŪƯ
ñĐƚƷňƣňƯňŵŪñŪėƛğƯğŪƯňŵŪ͓ñŪėĐƷƣƯŵŨğƛƣñƯňƣĹñĐƯňŵŪ͒ ßňŪƯłğĐşŵƷėĐñŪėğşňǏğƛŵŪñşşƯłğƣğ͒

¦ğňŨñĺňŪňŪĺƯłğUŨƘñĐƯŵĹ ŵƣƯ¦ğėƷĐƯňŵŪŵŪ ß
ÚłğŪŵƛĺñŪňƣñƯňŵŪƣƯñşśñĎŵƷƯňŪĐƛğñƣňŪĺƯłğşğǏğşŵĹĐŵŪƯñňŪŨğŪƯƯłğǖĐñŪşğǏğƛñĺğĹƛŵŨ
�UňŪƯłğĐşŵƷė͓ƯłğėňƣĐƷƣƣňŵŪĐñŪŨŵǏğƣǐňĹƯşǖĹƛŵŨĐŵƣƯƛğėƷĐƯňŵŪƯŵňŨƘƛŵǏğŨğŪƯƣňŪƯłğ
ƚƷñşňƯǖŵĹĐƷƣƯŵŨğƛğǕƘğƛňğŪĐğñŪėƣñƯňƣĹñĐƯňŵŪ͒

Ultimately, self-service can improve the top line. Srinivasan 
Raghavan, Senior VP of Product Management for Five9, 

provides insight on another valuable aspect of cost. 

“One of our digital customers grew by 1,500% in the last three 
years by adding these capabilities in the cloud,” says Raghavan. 
ͲUĹǖŵƷ͵ƛğŪŵƯňŪƯłğĐşŵƷė͓ǖŵƷƛU»ƯğñŨňƣĐŵŪƣƯñŪƯşǖƯƛǖňŪĺ
ƯŵƷƘĺƛñėğƯłğU»ňŪĹƛñƣƯƛƷĐƯƷƛğñŪėƣƘğŪėňŪĺƯňŨğŵŪňƯ͒ͳ
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Talent Acquisition and Retention
ÚňƯł̙̐λŵĹŵƛĺñŪňƣñƯňŵŪƣƘşñŪŪňŪĺƯŵłñǏğƣŵŨğ
ğŨƘşŵǖğğƣǐŵƛśňŪĺĹƛŵŨłŵŨğ͓ňŨƘşğŨğŪƯňŪĺłǖĎƛňė
ŨŵėğşƣǐňşşĎğĐƛƷĐňñşƯŵȌŪėňŪĺñŪėśğğƘňŪĺƯłğĎğƣƯ
ƯñşğŪƯ͓ĐƛğñƯňŪĺñȍğǕňĎşğƣĐłğėƷşğğŪǏňƛŵŪŨğŪƯ͓ñŪė
ňŨƘƛŵǏňŪĺƘƛŵėƷĐƯňǏňƯǖ͒̒'ǖŪñŨňĐƣĐłğėƷşňŪĺñŪė
ƣłňĹƯͨĎňėėňŪĺñƛğśğǖƣƯƛñƯğĺňğƣƯŵşğǏğƛñĺğƯñşğŪƯ͒
ÚňƯłėǖŪñŨňĐƣĐłğėƷşňŪĺ͓ĐŵŨƘñŪňğƣĐñŪłñǏğñĺğŪƯƣ
ŘƷŨƘŵŪñŪėŵĹĹƯłƛŵƷĺłŵƷƯƯłğėñǖñƯėňĹĹğƛğŪƯƯňŨğƣ
ñƣňŪėňǏňėƷñşƣĐłğėƷşğƣñşşŵǐ͒

�Ū�UͨğŪñĎşğėǐŵƛśĹŵƛĐğňƣñŨňǕŵĹñƷƯŵŨñƯňŵŪ͓
ňŪĐşƷėňŪĺňŪƯğşşňĺğŪƯǏňƛƯƷñşñƣƣňƣƯñŪƯƣ͓ĐłñƯĎŵƯƣ͓
ǏŵňĐğĎŵƯƣ͓ñŪėñĺğŪƯͨñƣƣňƣƯƯğĐłŪŵşŵĺǖ͒»łğƣğ
ƯğĐłŪŵşŵĺňğƣłğşƘñĺğŪƯƣĎŵŵƣƯğĹĹğĐƯňǏğŪğƣƣñŪė
ėğşňǏğƛĎğƯƯğƛ ßĎǖñƷƯŵŨñƯňŪĺƯğėňŵƷƣƯñƣśƣñŪė
ƘƛŵǏňėňŪĺƯňŨğşǖňŪĹŵƛŨñƯňŵŪĹƛŵŨŨƷşƯňƘşğƣŵƷƛĐğƣ͒

Customer Satisfaction
�ğƛŪňğƛƛğĐŵĺŪňƣğƣƯłğǏñşƷğŵĹĐşŵƷėͨĎñƣğėƯŵŵşƣĹŵƛ
ğĹĹğĐƯňǏğşǖƣƷƘƘŵƛƯňŪĺƛğŨŵƯğñĺğŪƯƣ͒Ͳ¦ňĺłƯŪŵǐ͓
̑̐̐λŵĹŵƷƛñĺğŪƯƣǐŵƛśñƯłŵŨğ͒UŪƯłğŵşėėñǖƣ͓ǖŵƷłñėƯŵǐŵƛƛǖñĎŵƷƯƘŵǐğƛŵƷƯñĺğƣ͓
Ȍƛğƣ͓ŵƛŵƷƯĎƛğñśƣňŪƯłğĎƷňşėňŪĺ͓ͳłğƣñǖƣ͒

“Contact centres are 
dealing with a huge 
amount of attrition for 
various reasons,” says 
Raghavan. “One way to 
reduce that attrition is to 
ensure that your agents are 
onboarding much faster. 
�UĐñŪłğşƘĎǖĺƷňėňŪĺ
them on how to do their 
job much more effectively 
with real-time training.”

“With everybody at home and your system in the cloud, the 
internet would have to go down in multiple areas to lose all 
ǖŵƷƛñĺğŪƯƛğƣŵƷƛĐğƣƣňŨƷşƯñŪğŵƷƣşǖ͒UƯǐŵƷşėłñǏğƯŵĎğ

catastrophic,” says Bernier. “With the cloud, you eliminate 
a lot of risk in terms of the system going down.”  

͆ HƛŵƣƯπ®ƷşşňǏñŪ̒̐̒̒U»'ğĐňƣňŵŪsñśğƛ®ƷƛǏğǖ
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The Last Word
»łğƯƛñŪƣňƯňŵŪŵĹ ßñƘƘşňĐñƯňŵŪƣƯŵƯłğĐşŵƷėǐňşşŨŵǏğƚƷňĐśşǖŵŪĐğƣğĐƷƛňƯǖñŪėňŪƯğĺƛñƯňŵŪ
ňƣƣƷğƣłñǏğĎğğŪňƛŵŪğėŵƷƯ͒�ƛĺñŪňƣñƯňŵŪƣėŵŪŵƯŪğğėƯŵĎƛňŪĺƯłğňƛğŪƯňƛğŵŪͨƘƛğŨňƣğƣ
ňŪĹƛñƣƯƛƷĐƯƷƛğƯŵƯłğĐşŵƷėñƯŵŪĐğ͒ ƛƷĐňñşƣƯğƘƣňŪĐşƷėğƘƛŵĐğğėňŪĺƣşŵǐşǖƯŵƷŪėğƛƣƯñŪė
ǐłñƯƯłğǖĐñŪñŪėĐñŪŪŵƯñƷƯŵŨñƯğ͓ğŪĺñĺňŪĺƯłğĎğƣƯñĺğŪƯƣňŪƯłğƘƛŵĐğƣƣ͓ñŪėğǏñşƷñƯňŪĺ
ňŪňƯňñşƣƷĐĐğƣƣğƣñŪėĹñňşƷƛğƣ͒»łğŪğǕƯƯñƣśňƣƯŵñƘƘşǖƯłğşğƣƣŵŪƣşğñƛŪğėƯŵĹƷƯƷƛğ
ňŨƘşğŨğŪƯñƯňŵŪƣñŪėĎƛňŪĺŵƯłğƛĐłñŪŪğşƣňŪƯŵƯłğĐşŵƷėŨŵƛğƘƛŵȌĐňğŪƯşǖ͒

sñŪǖŵƛĺñŪňƣñƯňŵŪƣñĐĐğşğƛñƯğėƯłğñėŵƘƯňŵŪŵĹƣğşĹͨƣğƛǏňĐğĐñƘñĎňşňƯňğƣňŪƯłğƘñƣƯƯǐŵ
ǖğñƛƣ͓ñşşŵǐňŪĺƯłğŨƯŵƣňĺŪňȌĐñŪƯşǖşŵǐğƛƯłğĐŵƣƯŵĹĐƷƣƯŵŨğƛňŪƯğƛñĐƯňŵŪƣ͒�ĎŵƷƯ̗̗λŵĹ
 ñŪñėňñŪĐŵŨƘñŪňğƣƣƷƘƘŵƛƯƯłňƣğĹĹŵƛƯ͓ñŪėŨñŪǖñƛğşğǏğƛñĺňŪĺƯłğĐşŵƷėƯŵĎƛňŪĺƯłğƣğ
ƯŵŵşƣňŪƯŵƯłğĹŵşė͒

®ğşĹͨƣğƛǏňĐğňŨƘƛŵǏğƣĐƷƣƯŵŨğƛƣñƯňƣĹñĐƯňŵŪŨğƯƛňĐƣñƣĐƷƣƯŵŨğƛƣƣłňĹƯñǐñǖĹƛŵŨƷƣňŪĺ
ǏŵňĐğŵƛşňǏğñĺğŪƯƣñƣƯłğňƛȌƛƣƯƘŵňŪƯŵĹĐŵŪƯñĐƯ͒®ğşĹͨƣğƛǏňĐğňŪłğƛğŪƯşǖłğşƘƣƛğėƷĐğĐñşş
ñĎñŪėŵŪŨğŪƯƛñƯğƣñŪėňŨƘƛŵǏğƣğƛǏňĐğǐłğŪĐƷƣƯŵŨğƛƣĐñŪƛğƣŵşǏğƯłğňƛňƣƣƷğƣĹñƣƯğƛ
ƯłñŪǐňƯłñşňǏğñĺğŪƯ͒ÚłğŪƣğşĹͨƣğƛǏňĐğłñƣƘƛŵǏğŪƯŵǐŵƛśňŪƯłğĐşŵƷėƯłƛŵƷĺłƯłğĹñƣƯğƛ
ňŪƣƯñşşñƯňŵŪŵĹ�UñŪėƣƘğğĐłƯğĐłŪŵşŵĺňğƣ͓ňƯňƣğñƣňğƛƯŵñƯƯñňŪĹƷŪėňŪĺĹŵƛŨŵƛğňŪƯğƛñĐƯňŵŪƣ
ƯłƛŵƷĺłƣğşĹͨƣğƛǏňĐğƯŵŵşƣ͒
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»łğĐşŵƷėŵƘƯňŵŪñşşŵǐƣĹŵƛȍğǕňĎňşňƯǖ͕ŵƛĺñŪňƣñƯňŵŪƣĐñŪñėėşñǖğƛƣŵĹƯłğƣŵşƷƯňŵŪƣşŵǐşǖ͓
ñƣƣğƣƣñĺğŪƯñŪėĐƷƣƯŵŨğƛñĐĐğƘƯñŪĐğŵĹƯłğŪğǐğƛĐłñŪŪğşƣ͓ñŪėƛğƯƛñĐƯňĹñŪñƘƘşňĐñƯňŵŪŵƛ
ƘƛŵĐğƣƣňƣŪŵƯǐŵƛśňŪĺǐğşş͒ ŵŪǏğƛƣğşǖ͓ñĎƷƣňŪğƣƣĐñŪňŨƘşğŨğŪƯñƣŵşƷƯňŵŪƚƷňĐśşǖǐłğŪ
Ūğğėğė͒HŵƛğǕñŨƘşğ͓ňƯĐñŪƣǐňĹƯşǖñėėŨğƣƣñĺňŪĺĐñƘñĎňşňƯňğƣǐłğŪƯłğƛğ͵ƣñŪňŪȍƷǕŵĹĐñşşƣ
due to an outage 

»łňƣñƛƯňĐşğǐñƣǐƛňƯƯğŪĎǖ�şƘñ®łñł͓ĺşŵĎñşǏňĐğƘƛğƣňėğŪƯŵĹHƛŵƣƯπ®ƷşşňǏñŪ͵ƣ ßƘƛñĐƯňĐğ͓
ñƣñƣƷŨŨñƯňŵŪŵĹñƛğĐğŪƯÙňƛƯƷñş»łňŪś»ñŪśĐŵŪėƷĐƯğėĎǖHƛŵƣƯπ®ƷşşňǏñŪ͒

Joe Bernier͓sğŨĎğƛ0ǕƘğƛňğŪĐğsñŪñĺğƛ͓®ñƣśñƯĐłğǐñŪ�şƷğ ƛŵƣƣ

Dr. Srinivas Kulkarni͓ ǖĎğƛƣğĐƷƛňƯǖIŵǏğƛŪñŪĐğ͓¦ňƣśñŪė ŵŨƘşňñŪĐğ͓�ŵŨĎñƛėňğƛ

Michael McCullough͓'ňƛğĐƯŵƛ͓ ŵŪƯñĐƯ ğŪƯƛğƣ͓®ğƛǏňĐğ�şĎğƛƯñ͓IŵǏğƛŪŨğŪƯŵĹ�şĎğƛƯñ

Srinivasan Raghavan͓®ğŪňŵƛÙ£ŵĹ£ƛŵėƷĐƯsñŪñĺğŨğŪƯ͓HňǏğ̙

David Silva͓®ğŪňŵƛÙňĐğ£ƛğƣňėğŪƯ͓UŪĹŵƛŨñƯňŵŪ»ğĐłŪŵşŵĺǖ͓®ŨñƛƯ ğŪƯƛğƣ¦0U»

sĐ ƷşşŵƷĺłƣñǖƣłňƣŵƛĺñŪňƣñƯňŵŪñĐĐğşğƛñƯğėňƯƣȌǏğͨ
year technology roadmap of implementing self-service, 

chat, and robotic process automation for email.

“By going to the cloud this year, we’ve probably knocked about 
three years off our timeline,” he says. “We’re implementing 

functionality on a two to three month cycle now.” This proves 
ƯłñƯňŪǏğƣƯňŪĺňŪƯłğĐşŵƷėĐñŪňŨƘƛŵǏğ ßŨƷĐłĹñƣƯğƛ͓ ǐłňĐł

could be crucial for a company’s survival in this new digital 
age where customers demand excellent experiences every 
time they interact with a company, regardless of channel.
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IƛŵǐƯłňƣñŘŵƷƛŪğǖ͒ÚğñƛğǖŵƷƛĺƷňėğ͒

HŵƛŵǏğƛƣňǕėğĐñėğƣ͓HƛŵƣƯπ®ƷşşňǏñŪłñƣƘƛŵǏňėğėñĐƯňŵŪñĎşğňŪƣňĺłƯƣƯŵĐŵƛƘŵƛñƯňŵŪƣ͓ĺŵǏğƛŪŨğŪƯƣñŪė

ňŪǏğƣƯŵƛƣ͓ƛğƣƷşƯňŪĺňŪñƣƯƛğñŨŵĹňŪŪŵǏñƯňǏğĺƛŵǐƯłŵƘƘŵƛƯƷŪňƯňğƣƯłñƯñşşŵǐƯłğŨƯŵŨñǕňŨňǡğƯłğňƛğĐŵŪŵŨňĐ

ƘŵƯğŪƯňñş͓ŪñǏňĺñƯğğŨğƛĺňŪĺsğĺñ»ƛğŪėƣñŪėƣłñƘğñĹƷƯƷƛğĎñƣğėŵŪƣƷƣƯñňŪñĎşğĺƛŵǐƯł͒
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