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How Canadian Companies Can Thrive in a Digital World with CX in the Cloud

Barriers to Cloud Contact Centre Adoption  
»łğ΁ėňƣƛƷƘƯňŵŪ΁ňŪ΁ĎƷƣňŪğƣƣ΁ĐŵŪƯňŪƷňƯǖ΁ĹƷğşğė΁Ďǖ΁ñ΁ĺşŵĎñş΁ƘñŪėğŨňĐ͓΁ğĐŵŪŵŨňĐ΁ƷŪĐğƛƯñňŪƯǖ͓΁ñŪė΁
ƘŵşňƯňĐñş΁ǏŵşñƯňşňƯǖ΁ƘğƛƣƷñėğė΁Ũŵƛğ΁ƯłñŪ΁̘̐λ΁ŵĹ΁ŵƛĺñŪňƣñƯňŵŪƣ΁ǐŵƛşėǐňėğ΁Ưŵ΁ƣƯñƛƯ΁ŨŵǏňŪĺ΁
ñƘƘşňĐñƯňŵŪƣ΁Ưŵ΁Ưłğ΁ĐşŵƷė΁Ďǖ΁Ưłğ΁ğŪė΁ŵĹ΁̒̐̒̒͒1΁®ğǏğƛñş΁ĹñĐƯŵƛƣ΁ňŪȍƷğŪĐğė΁Ưłňƣ΁ƯƛñŪƣňƯňŵŪ͒΁»łğ΁
 �ÙU'ͨ̑ ̙΁ƘñŪėğŨňĐ΁ĐłñŪĺğė΁łŵǐ΁ĐƷƣƯŵŨğƛƣ΁ňŪƯğƛñĐƯ΁ǐňƯł΁ĎƷƣňŪğƣƣğƣ͒΁iŵŪĺ΁ǐñňƯ΁ƯňŨğƣ΁ñŪė΁
ňŪĐŵŪƣňƣƯğŪƯ΁ĐƷƣƯŵŨğƛ΁Đñƛğ΁ĐñƷƣğė΁Ďǖ΁ƣğǏğƛğ΁ƣƯñĹĹ΁ƣłŵƛƯñĺğƣ΁ėƛŵǏğ΁ğǏğŪ΁ŪŵŪͨėňĺňƯñşͨƣñǏǏǖ΁
ĐƷƣƯŵŨğƛƣ΁Ưŵ΁ƣłŵƘ΁ŵŪşňŪğ͓΁Ʒƣğ΁ƣğşĹͨƣğƛǏňĐğ΁ĐñƘñĎňşňƯňğƣ͓΁ñŪė΁ĐŵŨƘşğƯğ΁ƯƛñŪƣñĐƯňŵŪƣ΁ėňĺňƯñşşǖ͒΁
�Ư΁Ưłğ΁ƣñŨğ΁ƯňŨğ͓΁ĐƷƣƯŵŨğƛ΁ğǕƘğĐƯñƯňŵŪƣ΁łñǏğ΁ƛňƣğŪ΁łňĺłğƛ΁ƯłñŪ΁ğǏğƛ͒΁ÚłğŪ΁Ưłğǖ΁ėŵ΁ŪŵƯ΁
ğǕƘğƛňğŪĐğ΁ƣğñŨşğƣƣ΁ňŪƯğƛñĐƯňŵŪƣ΁ñŪė΁ƣƘğğėǖ΁ƛğƣŵşƷƯňŵŪƣ͓΁Ưłğ΁ėňĺňƯñş΁ğŪǏňƛŵŪŨğŪƯ΁Ũñśğƣ΁ňƯ΁
ğñƣǖ΁Ĺŵƛ΁ĐƷƣƯŵŨğƛƣ΁Ưŵ΁ƣǐňƯĐł΁Ưŵ΁ñ΁ĐŵŨƘğƯňƯŵƛ͒

̻΁ HƛŵƣƯ΁π΁®ƷşşňǏñŪ΁̒̐̒̒΁U»΁'ğĐňƣňŵŪ΁sñśğƛ΁®ƷƛǏğǖ

0ßPU�U»΁͔̑΁ şŵƷė΁»ƛğŪėƣ΁ñŪė΁ łñşşğŪĺğƣ͔΁IşŵĎñş͓΁̒̐̒̒

Source: Frost & Sullivan

Base: All respondents (nΦ̑̒̑̐ͣ

Uƣ΁ǖŵƷƛ΁ŵƛĺñŪňƣñƯňŵŪ΁ŨŵǏňŪĺ΁ñƘƘşňĐñƯňŵŪƣ΁Ưŵ΁Ưłğ΁ĐşŵƷė͙

�ƣ΁ǖŵƷ΁ňŨƘşğŨğŪƯ΁ǖŵƷƛ΁ĐşŵƷė΁ňŪňƯňñƯňǏğƣ͓΁łŵǐ΁ĐłñşşğŪĺňŪĺ΁ñƛğ΁Ưłğ΁ĹŵşşŵǐňŪĺ΁ñƣƘğĐƯƣ͙΁®Đñşğ΁ŵĹ΁̑΁Ưŵ΁̕΁͔΁̕΁Φ΁ ƛƷĐňñş΁
ͫ΁PñşƯňŪĺ΁Ưłğ΁ňŪňƯňñƯňǏğ΁ñŪė΁̑΁Φ΁uŵƯ΁UŨƘŵƛƯñŪƯ΁ͪ΁uŵ΁UŨƘñĐƯ΁ŵŪ΁ƘƛŵŘğĐƯ͕΁»ŵƘ΁̒΁ĎŵǕğƣ΁Φ΁ ƛƷĐňñş΁ñŪė΁Ùğƛǖ΁ňŨƘŵƛƯñŪƯ

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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ÚłğŪ΁ñ΁ĐşŵƷė΁ƣƯƛñƯğĺǖ΁ňƣ΁ğǕğĐƷƯğė΁ǐğşş͓΁ĐŵŨƘñŪňğƣ΁ĐñŪ΁Ưñśğ΁ñėǏñŪƯñĺğ΁ŵĹ΁Ưłğ΁şñƯğƣƯ΁
ƯğĐłŪŵşŵĺňğƣ΁Ưŵ΁ėğşňǏğƛ΁ğǕĐğşşğŪƯ΁ĐƷƣƯŵŨğƛ΁ğǕƘğƛňğŪĐğ΁͢ ßͣ΁ňŪ΁ñ΁Ũŵƛğ΁ĐŵƣƯͨğĹĹğĐƯňǏğ΁ñŪė΁
ȍğǕňĎşğ΁U»΁ğŪǏňƛŵŪŨğŪƯ͒΁PŵǐğǏğƛ͓΁ ñŪñėňñŪ΁ĐŵŨƘñŪňğƣ΁łñǏğ΁ĎğğŪ΁ƣşŵǐğƛ΁ƯłñŪ΁ŵƯłğƛ΁
ĐŵƷŪƯƛňğƣ΁Ưŵ΁ƯƛñŪƣňƯňŵŪ΁Ưłğňƛ΁ ß΁ñƘƘşňĐñƯňŵŪƣ΁Ưŵ΁Ưłğ΁ĐşŵƷė͓΁ĐňƯňŪĺ΁ňŪƯğĺƛñƯňŪĺ΁ƣǖƣƯğŨƣ΁ñŪė΁
ñƘƘşňĐñƯňŵŪƣ͓΁łñŪėşňŪĺ΁Ưłğ΁U»΁Ūğğėƣ΁ŵĹ΁ƛğŨŵƯğ΁ğŨƘşŵǖğğƣ͓΁ñŪė΁şñĐśňŪĺ΁ƣğĐƷƛňƯǖ΁ĐñƘñĎňşňƯňğƣ΁ñƣ΁
the top deterrents 

0ßPU�U»΁͔̒΁UŪƯğƛñĐƯňŵŪ΁ łñŪŪğş΁UŪǏğƣƯŨğŪƯ΁£şñŪƣ͔΁IşŵĎñş͓΁̒̐̒̒

Base: All respondents (nΦ̑̒̑̐ͣ

ÚłňĐł΁ŵĹ΁Ưłğ΁ĹŵşşŵǐňŪĺ΁ňŪƯğƛñĐƯňŵŪ΁ĐłñŪŪğşƣ΁ėŵğƣ΁ǖŵƷƛ΁ŵƛĺñŪňƣñƯňŵŪ΁ƣƷƘƘŵƛƯ΁Ưŵėñǖ͓΁ƘşñŪ΁Ưŵ΁ƣƷƘƘŵƛƯ΁ŵǏğƛ΁Ưłğ΁ŪğǕƯ΁
ǖğñƛ΁ŵƛ΁łñǏğ΁Ūŵ΁ƘşñŪƣ΁Ưŵ΁ƣƷƘƘŵƛƯ͙

Source: Frost & Sullivan

60%

60%

58%

51%

51%

51%

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%

®ŵĐňñş΁Ũğėňñ΁͢ğ͒ĺ͒΁»ǐňƯƯğƛ͓΁HñĐğĎŵŵś͓΁UŪƣƯñĺƛñŨͣ

0Ũñňş͟ǐğĎ΁ĹŵƛŨ

®ŵĐňñş΁Ũğėňñ΁ŨğƣƣñĺňŪĺ΁ñƘƘs
΁͢ğ͒ĺ͒΁HñĐğĎŵŵś΁sğƣƣğŪĺğƛ͓΁ÚłñƯƣ�ƘƘ͓΁Úğ łñƯͣ

®s®

Voice

sŵĎňşğ΁ñƘƘ

 łñƯ΁ǐňƯł΁şňǏğ΁ñĺğŪƯ

Ùňėğŵ΁ĐłñƯ͓΁Ǐňėğŵ΁Ưğşşğƛ͟śňŵƣś

®ğşĹͨƣğƛǏňĐğ΁͢ğ͒ĺ͒΁ĐŵŪǏğƛƣñƯňŵŪñş΁�U͓΁ĐłñƯĎŵƯƣ͓΁UÙ¦ͣ
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Integration: UŪƯğĺƛñƯňŵŪ΁ňƣ΁ñ΁ĐƛňƯňĐñş΁ĹñĐƯŵƛ΁ňŪ΁ƣƷĐĐğƣƣĹƷş΁ĐşŵƷė΁ňŨƘşğŨğŪƯñƯňŵŪ΁Ĺŵƛ΁ ñŪñėňñŪ΁
ĐŵŨƘñŪňğƣ΁ǐňƯł΁şğĺñĐǖ΁ƣǖƣƯğŨƣ΁ƯłñƯ΁Ūğğė΁Ưŵ΁ƛƷŪ΁Ưłğňƛ΁ĐŵƷƛƣğ΁ŵƛ΁Ưłŵƣğ΁ƯłñƯ΁łñǏğ΁ƷŪėğƛşǖňŪĺ΁
ƯğĐłŪŵşŵĺǖ΁ƯłñƯ΁ŨƷƣƯ΁Ďğ΁ňŪĐşƷėğė΁ňŪ΁Ưłğ΁ėňĺňƯñş΁ƯƛñŪƣĹŵƛŨñƯňŵŪ΁ĹƛñŨğǐŵƛś͒΁UĹ΁ñƘƘşňĐñƯňŵŪ΁
ƘƛŵĺƛñŨŨňŪĺ΁ňŪƯğƛĹñĐğƣ΁͢�£Uƣͣ΁ñƛğ΁ŪŵƯ΁ƘƛŵƘğƛşǖ΁
ňŪƯğĺƛñƯğė͓΁ ß΁ƣŵşƷƯňŵŪƣ΁ėŵ΁ŪŵƯ΁ĹƷŪĐƯňŵŪ΁ǐğşş͒΁
'ňƣƘñƛñƯğ΁ƣǖƣƯğŨƣ΁ñŪė΁ƛğŨŵƯğ΁şŵĐñƯňŵŪƣ΁ĐƛğñƯğ΁Ũŵƛğ΁
ƘŵňŪƯƣ΁ǐłğƛğ΁ƣğĐƷƛňƯǖ΁ĐñƘñĎňşňƯňğƣ΁ĐñŪ΁Ĺñňş͒΁

®ƯñĹȌŪĺ͔΁�Ūğ΁ŵĹ΁Ưłğ΁ŨŵƣƯ΁ƣňĺŪňȌĐñŪƯ΁ĐŵŪƯñĐƯ΁ĐğŪƯƛğ΁
ĐłñşşğŪĺğƣ΁łñƣ΁ĎğğŪ΁ŨñňŪƯñňŪňŪĺ΁ƘƛŵƘğƛ΁ƣƯñĹȌŪĺ΁
şğǏğşƣ͒΁»łğ΁IƛğñƯ΁¦ğƣňĺŪñƯňŵŪ΁ğǕñĐğƛĎñƯğė΁Ưłňƣ΁
ƘƛŵĎşğŨ͒΁ÚłğŪ΁ĐŵŪƯñĐƯ΁ĐğŪƯƛğƣ΁łñė΁Ưŵ΁ŨŵǏğ΁ñĺğŪƯƣ΁
Ưŵ΁ǐŵƛśͨĹƛŵŨͨłŵŨğ΁ƣğƯƷƘƣ΁ňŪ΁͓̒̐̒̐΁ŵƛĺñŪňƣñƯňŵŪƣ΁
ƛğĐŵĺŪňƣğė΁ƯłñƯ΁ŨñŪǖ΁ǐŵƛśğƛƣ΁ñƛğ΁Ũŵƛğ΁ƘƛŵėƷĐƯňǏğ΁
ǐłğŪ΁Ưłğǖ΁ǐŵƛś΁ƛğŨŵƯğşǖ͓΁ĐŵŨƘğşşňŪĺ΁ĐŵŪƯñĐƯ΁ĐğŪƯƛğƣ΁
Ưŵ΁ñėŵƘƯ΁ñ΁łǖĎƛňė͓΁ȍğǕňĎşğ΁ǐŵƛś΁Ũŵėğş͒

Security: UŪƯğĺƛñƯňŵŪ΁ñŪė΁ƣƯñĹȌŪĺ΁ňƣƣƷğƣ΁Ƙşñǖ΁ñ΁ƛŵşğ΁
ňŪ΁ƯğƣƯňŪĺ΁Ưłğ΁U»΁ƯğñŨ͵ƣ΁ĐñƘñĐňƯǖ΁Ưŵ΁ğŪƣƷƛğ΁ŪğƯǐŵƛś΁
ƣğĐƷƛňƯǖ͓΁ǐłňĐł΁ňƣ΁ĐƛƷĐňñş΁Ưŵ΁ñėėƛğƣƣ΁ĎğĹŵƛğ΁ŨŵǏňŪĺ΁
Ưŵ΁Ưłğ΁ĐşŵƷė͒΁'ƛ͒΁®łƛňŪňǏñƣ΁gƷşśñƛŪň͓΁ǐłŵ΁łñƣ΁ñ΁£ł͒'͒΁
in security and a principal at the Cybersecurity 
IŵǏğƛŪñŪĐğ΁¦ňƣś΁ñŪė΁ ŵŨƘşňñŪĐğ΁ėğƘñƛƯŨğŪƯ΁ñƯ΁
�ŵŨĎñƛėňğƛ͓΁ňƣ΁ŪŵƯ΁ĐŵŪȌėğŪƯ΁ñĎŵƷƯ΁ŨŵǏňŪĺ΁ėñƯñ΁Ưŵ΁Ưłğ΁
ĐşŵƷė΁ǐňƯłŵƷƯ΁ñ΁ƯłŵƛŵƷĺł΁ğǏñşƷñƯňŵŪ΁ŵĹ΁Ưłğ΁ƘƛŵĐğƣƣğƣ΁
Ưŵ΁ğŪƣƷƛğ΁ñ΁łňĺł΁şğǏğş΁ŵĹ΁ĐŵŨƘşňñŪĐğ΁ñŪė΁ŪğƯǐŵƛś΁
ƣğĐƷƛňƯǖ͒΁Ͳ»łğƛğ͵ƣ΁Ūŵ΁ĐşñƛňƯǖ΁ŵŪ΁ƣğĐƷƛňŪĺ΁ĐƷƣƯŵŨğƛ΁ňŪĹŵƛŨñƯňŵŪ΁ñĐƛŵƣƣ΁ĐłñŪŪğşƣ͓΁ğƣƘğĐňñşşǖ΁
ǐłğŪ΁Ưłğ΁ĐłñŪŪğşƣ΁ñƛğ΁ŨŵǏňŪĺ΁Ưŵ΁Ưłğ΁ĐşŵƷė͓ͳ΁gƷşśñƛŪň΁ƣñǖƣ͒΁Pğ΁ñėėƣ͓΁Ͳ»łğƛğ͵ƣ΁ñ΁łƷŨñŪͨşğƣƣ΁
ŵƘƘŵƛƯƷŪňƯǖ΁Ĺŵƛ΁ñŪ΁ŵƛĺñŪňƣñƯňŵŪ΁Ưŵ΁ƣƯğƘ΁ƷƘ΁ñŪė΁ǐŵƛś΁Ưŵǐñƛėƣ΁ňƯ͒ͳ΁

“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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»łğƣğ΁ñƛğ΁ƣłŵƛƯͨƯğƛŨ΁ňƣƣƷğƣ΁ñƣ΁U»΁ŨñŪñĺğƛƣ΁ğǏñşƷñƯğ΁Ưłğ΁Ũǖƛňñė΁ñƘƘşňĐñƯňŵŪ΁
ŵƘƯňŵŪƣ΁Ưŵ΁ğŪƣƷƛğ΁ñ΁ƣŨŵŵƯł΁ƯƛñŪƣňƯňŵŪ͒΁»łňƣ΁ƘñƘğƛ΁ƣłñƛğƣ΁ňŪƣňĺłƯƣ΁ŵŪ΁ĐƛňƯňĐñş΁
ėğĐňƣňŵŪͨŨñśňŪĺ΁ĹñĐƯŵƛƣ΁ǐłğŪ΁ŨŵǏňŪĺ΁ ß΁ñƘƘşňĐñƯňŵŪƣ΁Ưŵ΁Ưłğ΁ĐşŵƷė͒

Journey to the Cloud: Risk vs. Productivity
sŵǏňŪĺ΁Ưŵ΁Ưłğ΁ĐşŵƷė΁ňƣ΁ňŪğǏňƯñĎşğ΁Ĺŵƛ΁ŨŵƣƯ΁ňŪėƷƣƯƛňğƣ͒΁�ƷƯ΁ĐŵŨƘñŪňğƣ΁ŨƷƣƯ΁ȌƛƣƯ΁ğǏñşƷñƯğ΁Ưłğ΁
ƛňƣś΁Ǐƣ͒΁ĎğŪğȌƯƣ΁ğƚƷñƯňŵŪ͒΁�Ū΁ŵƛĺñŪňƣñƯňŵŪ͵ƣ΁ƣƯƛñƯğĺňĐ΁ėňƛğĐƯňŵŪ΁ñŪė΁ĐŵƛƘŵƛñƯğ΁ŵĎŘğĐƯňǏğƣ΁
ĐñŪ΁Ďğ΁ƷŪĐşğñƛ͒΁Úłňşğ΁Ưłğ΁łğñė΁ŵĹ΁ŵƘğƛñƯňŵŪƣ΁ĹŵĐƷƣğƣ΁ŵŪ΁ňŨƘƛŵǏňŪĺ΁ƘƛŵėƷĐƯňǏňƯǖ΁ñŪė΁śğǖ΁
ƘğƛĹŵƛŨñŪĐğ΁ňŪėňĐñƯŵƛƣ΁͢g£Uƣ͓ͣ΁Ưłğ΁U»΁ƯğñŨ΁ƛğŨñňŪƣ΁ĐŵŪĐğƛŪğė΁ñĎŵƷƯ΁ƛňƣś΁ĹñĐƯŵƛƣ΁ƣƷĐł΁ñƣ΁
security breaches and governance  

ÚłğŪ΁ŪŵƯ΁ňŪƯğĺƛñƯğė͓΁ñėėňŪĺ΁ƯŵƷĐłƘŵňŪƯƣ΁ƣƷĐł΁ñƣ΁ĐłñƯĎŵƯƣ͓΁Ǐňėğŵ͓΁ŵƛ΁ƣŵĐňñş΁Ũğėňñ΁ŨğƣƣñĺňŪĺ΁
ĐƛğñƯğƣ΁ñ΁ĺƛğñƯğƛ΁ƛňƣś΁ŵĹ΁ėğşňǏğƛňŪĺ΁Ƙŵŵƛ΁ ß͒΁eŵğ΁�ğƛŪňğƛ͓΁sğŨĎğƛ΁0ǕƘğƛňğŪĐğ΁sñŪñĺğƛ͓΁
®ñƣśñƯĐłğǐñŪ΁�şƷğ΁ ƛŵƣƣ͓΁ȌŪėƣ΁ƯłñƯ΁ŨñŪñĺňŪĺ΁ĐłñŪĺğƣ΁ǐłğŪ΁ñĺğŪƯƣ΁Ʒƣğ΁ŨƷşƯňƘşğ͓΁
ƷŪňŪƯğĺƛñƯğė΁ƣĐƛğğŪƣ΁ňƣ΁ĐƷŨĎğƛƣŵŨğ͒

Ͳ¦ğėƷĐňŪĺ΁Ưłğ΁ŪƷŨĎğƛ΁ŵĹ΁ƣĐƛğğŪƣ΁Ưŵ΁ňŪĐƛğñƣğ΁ñĺğŪƯ΁ƘƛŵėƷĐƯňǏňƯǖ΁ňƣ΁ƣŵ΁ñşşƷƛňŪĺ΁ñŪė΁ğǕĐňƯňŪĺ΁
ƯłñƯ΁ňƯ΁Ĺñƛ΁ŵƷƯǐğňĺłƣ΁Ưłğ΁ƛňƣś΁ŵĹ΁ñėėňŪĺ΁ĐłñŪŪğşƣ͓ͳ΁łğ΁ƣñǖƣ͒΁PŵǐğǏğƛ͓΁ňƯ΁ėğƘğŪėƣ΁ŵŪ΁łŵǐ΁ŨñŪǖ΁
ƯŵƷĐłƘŵňŪƯƣ΁ñŪė΁ƛňƣś΁ƘŵňŪƯƣ΁Ưłğ΁ĐŵŨƘñŪǖ΁łñƣ͕΁Ưłğ΁Ũŵƛğ΁ňƯ΁łñƣ͓΁Ưłğ΁ĺƛğñƯğƛ΁Ưłğ΁ĐłñşşğŪĺğ͒΁
ͲuğǕƯ΁ǖğñƛ͓΁ǐłğŪ΁ǐğ΁ñėė΁ĐłñƯ΁ñŪė΁ĐłñƯĎŵƯƣ΁ñŪė΁ƣƯñƛƯ΁ƯƛñŪƣĹğƛƛňŪĺ΁ňŪĹŵƛŨñƯňŵŪ΁ƯłƛŵƷĺł΁Ưłğƣğ΁
ĐłñŪŪğşƣ͓΁ǐğ΁łñǏğ΁Ưŵ΁ėğĐňėğ΁ǐłğƯłğƛ΁ǐğ΁ǐňşş΁ñşşŵǐ΁ƯłğŨ΁Ưŵ΁ƯŵƷĐł΁ŵƷƛ΁ňŪƯğƛŪñş΁ƣǖƣƯğŨƣ΁ñŪė΁
ĐşñňŨƣ΁ňŪĹŵƛŨñƯňŵŪ΁ñƣ΁ňƯ΁ĎğĐŵŨğƣ΁ŨƷĐł΁ėňĐňğƛ͓ͳ΁ƣñǖƣ΁�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, 

Ũŵƛğ΁ĐŵŪƣňƣƯğŪƯ΁ȌƛƣƯ΁ňŨƘƛğƣƣňŵŪ͓΁ƯłğŪ΁ĎƛňŪĺ΁ŵƯłğƛ΁ĐğŪƯƛğƣ΁ŵŪĎŵñƛė͒

 “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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»łğ΁ñėǏňĐğ΁ƣłñƛğė΁Ďǖ΁ğñƛşǖ΁ĐŵŪƯñĐƯ΁ĐğŪƯƛğ΁ƣŵşƷƯňŵŪ΁ñėŵƘƯğƛƣ΁łñƣ΁ƛğŨñňŪğė΁Ưłğ΁ƣñŨğ΁ėƷƛňŪĺ΁
Ưłğ΁ƘñƣƯ΁ȌǏğ΁ǖğñƛƣ͔΁»ñśğ΁Ưłğ΁ƯňŨğ΁Ưŵ΁Đşŵƣğşǖ΁ğǕñŨňŪğ΁ǐłñƯ͵ƣ΁ĺŵňŪĺ΁ŵŪ΁ǐňƯł΁ƘƛŵĐğƣƣğƣ΁ñŪė΁
ǐŵƛśȍŵǐƣ͒΁HňŪė΁ĐłñŨƘňŵŪƣ΁ǐłŵ΁ĐñŪ΁ƣƷĐĐğƣƣĹƷşşǖ΁Ʒƣğ΁Ưłğ΁şñƯğƣƯ΁Ưŵŵşƣ΁ñŪė΁ƣłñƛğ΁Ưłğňƛ΁ƘŵƣňƯňǏğ΁
ğǕƘğƛňğŪĐğƣ΁ǐňƯł΁Ưłğ΁ƛğƣƯ΁ŵĹ΁Ưłğ΁ƯğñŨƣ΁Ưŵ΁ĎƛňŪĺ΁ƯłğŨ΁ŵŪ΁Ďŵñƛė΁ƚƷňĐśşǖͫƯłğŪ΁ñėė΁ŵƯłğƛ΁
capabilities to the cloud 

UŪ΁Ưłğ΁ğŪė͓΁ñŪ΁ŵƛĺñŪňƣñƯňŵŪ΁ŨƷƣƯ΁ŨñŪñĺğ΁ƛňƣś͓΁ĎƷƯ΁ėŵňŪĺ΁ƣŵ΁ĐñŪŪŵƯ΁ňŨƘğėğ΁ĎƷƣňŪğƣƣ΁ĹƛŵŨ΁
ŨŵǏňŪĺ΁Ĺŵƛǐñƛė͒΁®ğşĹͨƣğƛǏňĐğ΁ňŪƯğƛñĐƯňŵŪƣ΁ĐñŪ΁ñėėƛğƣƣ΁Ưłğ΁ƣğĐƷƛňƯǖ΁ňƣƣƷğ΁Ďǖ΁ğşňŨňŪñƯňŪĺ΁
łƷŨñŪ΁ğƛƛŵƛ΁ñŪė΁ƣğĐƷƛňŪĺ΁ėñƯñ΁ňŪ΁ñ΁Đşŵƣğė΁şŵŵƘ΁ƣŵ΁ƯłñƯ΁ňƯ΁ƛğŨñňŪƣ΁ňŪ΁ñ΁ŨñŪñĺğė΁ğŪǏňƛŵŪŨğŪƯ͒

iğǏğƛñĺňŪĺ΁Ưłğ΁�ğŪğȌƯƣ΁ŵĹ΁ şŵƷė΁Ưŵ΁UŨƘƛŵǏğ΁ ß
HƛŵƣƯ΁π΁®ƷşşňǏñŪ͵ƣ΁şñƯğƣƯ΁U»΁ėğĐňƣňŵŪͨŨñśğƛ΁ƣƷƛǏğǖ΁ƛğǏğñşƣ΁ƯłñƯ΁Ưłğ΁ƯŵƘ΁ǐñǖƣ΁ĐŵŨƘñŪňğƣ΁
ŨğñƣƷƛğ΁Ưłğňƛ΁ėňĺňƯñş΁ƯƛñŪƣĹŵƛŨñƯňŵŪ΁ƣƷĐĐğƣƣ΁ňŪĐşƷėğ΁ĐŵƣƯ΁ƣñǏňŪĺƣ΁ĹƛŵŨ΁ñƷƯŵŨñƯňŵŪ͓΁ƯñşğŪƯ΁
ñĐƚƷňƣňƯňŵŪ΁ñŪė΁ƛğƯğŪƯňŵŪ͓΁ñŪė΁ĐƷƣƯŵŨğƛ΁ƣñƯňƣĹñĐƯňŵŪ͒΁ ß΁ňŪ΁Ưłğ΁ĐşŵƷė΁ĐñŪ΁ėğşňǏğƛ΁ŵŪ΁ñşş΁Ưłğƣğ͒΁

¦ğňŨñĺňŪňŪĺ΁Ưłğ΁UŨƘñĐƯ΁ŵĹ΁ ŵƣƯ΁¦ğėƷĐƯňŵŪ΁ŵŪ΁ ß
ÚłğŪ΁ŵƛĺñŪňƣñƯňŵŪƣ΁Ưñşś΁ñĎŵƷƯ΁ňŪĐƛğñƣňŪĺ΁Ưłğ΁şğǏğş΁ŵĹ΁ĐŵŪƯñňŪŨğŪƯ΁Ưłğǖ΁ĐñŪ΁şğǏğƛñĺğ΁ĹƛŵŨ΁
�U΁ňŪ΁Ưłğ΁ĐşŵƷė͓΁Ưłğ΁ėňƣĐƷƣƣňŵŪ΁ĐñŪ΁ŨŵǏğ΁ƣǐňĹƯşǖ΁ĹƛŵŨ΁ĐŵƣƯ΁ƛğėƷĐƯňŵŪ΁Ưŵ΁ňŨƘƛŵǏğŨğŪƯƣ΁ňŪ΁Ưłğ΁
ƚƷñşňƯǖ΁ŵĹ΁ĐƷƣƯŵŨğƛ΁ğǕƘğƛňğŪĐğ΁ñŪė΁ƣñƯňƣĹñĐƯňŵŪ͒΁

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. 
ͲUĹ΁ǖŵƷ͵ƛğ΁ŪŵƯ΁ňŪ΁Ưłğ΁ĐşŵƷė͓΁ǖŵƷƛ΁U»΁ƯğñŨ΁ňƣ΁ĐŵŪƣƯñŪƯşǖ΁ƯƛǖňŪĺ΁
Ưŵ΁ƷƘĺƛñėğ΁Ưłğ΁U»΁ňŪĹƛñƣƯƛƷĐƯƷƛğ΁ñŪė΁ƣƘğŪėňŪĺ΁ƯňŨğ΁ŵŪ΁ňƯ͒ͳ
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Talent Acquisition and Retention
ÚňƯł΁̙̐λ΁ŵĹ΁ŵƛĺñŪňƣñƯňŵŪƣ΁ƘşñŪŪňŪĺ΁Ưŵ΁łñǏğ΁ƣŵŨğ΁
ğŨƘşŵǖğğƣ΁ǐŵƛśňŪĺ΁ĹƛŵŨ΁łŵŨğ͓΁ňŨƘşğŨğŪƯňŪĺ΁łǖĎƛňė΁
Ũŵėğşƣ΁ǐňşş΁Ďğ΁ĐƛƷĐňñş΁Ưŵ΁ȌŪėňŪĺ΁ñŪė΁śğğƘňŪĺ΁Ưłğ΁ĎğƣƯ΁
ƯñşğŪƯ͓΁ĐƛğñƯňŪĺ΁ñ΁ȍğǕňĎşğ΁ƣĐłğėƷşğ΁ğŪǏňƛŵŪŨğŪƯ͓΁ñŪė΁
ňŨƘƛŵǏňŪĺ΁ƘƛŵėƷĐƯňǏňƯǖ͒̒΁'ǖŪñŨňĐ΁ƣĐłğėƷşňŪĺ΁ñŪė΁
ƣłňĹƯͨĎňėėňŪĺ΁ñƛğ΁śğǖ΁ƣƯƛñƯğĺňğƣ΁Ưŵ΁şğǏğƛñĺğ΁ƯñşğŪƯ͒΁
ÚňƯł΁ėǖŪñŨňĐ΁ƣĐłğėƷşňŪĺ͓΁ĐŵŨƘñŪňğƣ΁ĐñŪ΁łñǏğ΁ñĺğŪƯƣ΁
ŘƷŨƘ΁ŵŪ΁ñŪė΁ŵĹĹ΁ƯłƛŵƷĺłŵƷƯ΁Ưłğ΁ėñǖ΁ñƯ΁ėňĹĹğƛğŪƯ΁ƯňŨğƣ΁
ñƣ΁ňŪėňǏňėƷñş΁ƣĐłğėƷşğƣ΁ñşşŵǐ͒΁

�Ū΁�UͨğŪñĎşğė΁ǐŵƛśĹŵƛĐğ΁ňƣ΁ñ΁ŨňǕ΁ŵĹ΁ñƷƯŵŨñƯňŵŪ͓΁
ňŪĐşƷėňŪĺ΁ňŪƯğşşňĺğŪƯ΁ǏňƛƯƷñş΁ñƣƣňƣƯñŪƯƣ͓΁ĐłñƯĎŵƯƣ͓΁
ǏŵňĐğ΁ĎŵƯƣ͓΁ñŪė΁ñĺğŪƯͨñƣƣňƣƯ΁ƯğĐłŪŵşŵĺǖ͒΁»łğƣğ΁
ƯğĐłŪŵşŵĺňğƣ΁łğşƘ΁ñĺğŪƯƣ΁ĎŵŵƣƯ΁ğĹĹğĐƯňǏğŪğƣƣ΁ñŪė΁
ėğşňǏğƛ΁ĎğƯƯğƛ΁ ß΁Ďǖ΁ñƷƯŵŨñƯňŪĺ΁ƯğėňŵƷƣ΁Ưñƣśƣ΁ñŪė΁
ƘƛŵǏňėňŪĺ΁ƯňŨğşǖ΁ňŪĹŵƛŨñƯňŵŪ΁ĹƛŵŨ΁ŨƷşƯňƘşğ΁ƣŵƷƛĐğƣ͒΁΁

Customer Satisfaction
�ğƛŪňğƛ΁ƛğĐŵĺŪňƣğƣ΁Ưłğ΁ǏñşƷğ΁ŵĹ΁ĐşŵƷėͨĎñƣğė΁Ưŵŵşƣ΁Ĺŵƛ΁
ğĹĹğĐƯňǏğşǖ΁ƣƷƘƘŵƛƯňŪĺ΁ƛğŨŵƯğ΁ñĺğŪƯƣ͒΁Ͳ¦ňĺłƯ΁Ūŵǐ͓΁
̑̐̐λ΁ŵĹ΁ŵƷƛ΁ñĺğŪƯƣ΁ǐŵƛś΁ñƯ΁łŵŨğ͒΁UŪ΁Ưłğ΁ŵşė΁ėñǖƣ͓΁ǖŵƷ΁łñė΁Ưŵ΁ǐŵƛƛǖ΁ñĎŵƷƯ΁Ƙŵǐğƛ΁ŵƷƯñĺğƣ͓΁
Ȍƛğƣ͓΁ŵƛ΁ŵƷƯĎƛğñśƣ΁ňŪ΁Ưłğ΁ĎƷňşėňŪĺ͓ͳ΁łğ΁ƣñǖƣ͒΁

“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. 
�U΁ĐñŪ΁łğşƘ΁Ďǖ΁ĺƷňėňŪĺ΁
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 
ǖŵƷƛ΁ñĺğŪƯ΁ƛğƣŵƷƛĐğƣ΁ƣňŨƷşƯñŪğŵƷƣşǖ͒΁UƯ΁ǐŵƷşė΁łñǏğ΁Ưŵ΁Ďğ΁

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

͆΁ HƛŵƣƯ΁π΁®ƷşşňǏñŪ΁̒̐̒̒΁U»΁'ğĐňƣňŵŪ΁sñśğƛ΁®ƷƛǏğǖ
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The Last Word
»łğ΁ƯƛñŪƣňƯňŵŪ΁ŵĹ΁ ß΁ñƘƘşňĐñƯňŵŪƣ΁Ưŵ΁Ưłğ΁ĐşŵƷė΁ǐňşş΁ŨŵǏğ΁ƚƷňĐśşǖ΁ŵŪĐğ΁ƣğĐƷƛňƯǖ΁ñŪė΁ňŪƯğĺƛñƯňŵŪ΁
ňƣƣƷğƣ΁łñǏğ΁ĎğğŪ΁ňƛŵŪğė΁ŵƷƯ͒΁�ƛĺñŪňƣñƯňŵŪƣ΁ėŵ΁ŪŵƯ΁Ūğğė΁Ưŵ΁ĎƛňŪĺ΁Ưłğňƛ΁ğŪƯňƛğ΁ŵŪͨƘƛğŨňƣğƣ΁
ňŪĹƛñƣƯƛƷĐƯƷƛğ΁Ưŵ΁Ưłğ΁ĐşŵƷė΁ñƯ΁ŵŪĐğ͒΁ ƛƷĐňñş΁ƣƯğƘƣ΁ňŪĐşƷėğ΁ƘƛŵĐğğėňŪĺ΁ƣşŵǐşǖ΁Ưŵ΁ƷŪėğƛƣƯñŪė΁
ǐłñƯ΁Ưłğǖ΁ĐñŪ΁ñŪė΁ĐñŪŪŵƯ΁ñƷƯŵŨñƯğ͓΁ğŪĺñĺňŪĺ΁Ưłğ΁ĎğƣƯ΁ñĺğŪƯƣ΁ňŪ΁Ưłğ΁ƘƛŵĐğƣƣ͓΁ñŪė΁ğǏñşƷñƯňŪĺ΁
ňŪňƯňñş΁ƣƷĐĐğƣƣğƣ΁ñŪė΁ĹñňşƷƛğƣ͒΁»łğ΁ŪğǕƯ΁Ưñƣś΁ňƣ΁Ưŵ΁ñƘƘşǖ΁Ưłğ΁şğƣƣŵŪƣ΁şğñƛŪğė΁Ưŵ΁ĹƷƯƷƛğ΁
ňŨƘşğŨğŪƯñƯňŵŪƣ΁ñŪė΁ĎƛňŪĺ΁ŵƯłğƛ΁ĐłñŪŪğşƣ΁ňŪƯŵ΁Ưłğ΁ĐşŵƷė΁Ũŵƛğ΁ƘƛŵȌĐňğŪƯşǖ͒

sñŪǖ΁ŵƛĺñŪňƣñƯňŵŪƣ΁ñĐĐğşğƛñƯğė΁Ưłğ΁ñėŵƘƯňŵŪ΁ŵĹ΁ƣğşĹͨƣğƛǏňĐğ΁ĐñƘñĎňşňƯňğƣ΁ňŪ΁Ưłğ΁ƘñƣƯ΁Ưǐŵ΁
ǖğñƛƣ͓΁ñşşŵǐňŪĺ΁ƯłğŨ΁Ưŵ΁ƣňĺŪňȌĐñŪƯşǖ΁şŵǐğƛ΁Ưłğ΁ĐŵƣƯ΁ŵĹ΁ĐƷƣƯŵŨğƛ΁ňŪƯğƛñĐƯňŵŪƣ͒΁�ĎŵƷƯ΁̗̗λ΁ŵĹ΁
 ñŪñėňñŪ΁ĐŵŨƘñŪňğƣ΁ƣƷƘƘŵƛƯ΁Ưłňƣ΁ğĹĹŵƛƯ͓΁ñŪė΁ŨñŪǖ΁ñƛğ΁şğǏğƛñĺňŪĺ΁Ưłğ΁ĐşŵƷė΁Ưŵ΁ĎƛňŪĺ΁Ưłğƣğ΁
Ưŵŵşƣ΁ňŪƯŵ΁Ưłğ΁Ĺŵşė͒΁

®ğşĹͨƣğƛǏňĐğ΁ňŨƘƛŵǏğƣ΁ĐƷƣƯŵŨğƛ΁ƣñƯňƣĹñĐƯňŵŪ΁ŨğƯƛňĐƣ΁ñƣ΁ĐƷƣƯŵŨğƛƣ΁ƣłňĹƯ΁ñǐñǖ΁ĹƛŵŨ΁ƷƣňŪĺ΁
ǏŵňĐğ΁ŵƛ΁şňǏğ΁ñĺğŪƯƣ΁ñƣ΁Ưłğňƛ΁ȌƛƣƯ΁ƘŵňŪƯ΁ŵĹ΁ĐŵŪƯñĐƯ͒΁®ğşĹͨƣğƛǏňĐğ΁ňŪłğƛğŪƯşǖ΁łğşƘƣ΁ƛğėƷĐğ΁Đñşş΁
ñĎñŪėŵŪŨğŪƯ΁ƛñƯğƣ΁ñŪė΁ňŨƘƛŵǏğ΁ƣğƛǏňĐğ΁ǐłğŪ΁ĐƷƣƯŵŨğƛƣ΁ĐñŪ΁ƛğƣŵşǏğ΁Ưłğňƛ΁ňƣƣƷğƣ΁ĹñƣƯğƛ΁
ƯłñŪ΁ǐňƯł΁ñ΁şňǏğ΁ñĺğŪƯ͒΁ÚłğŪ΁ƣğşĹͨƣğƛǏňĐğ΁łñƣ΁ƘƛŵǏğŪ΁Ưŵ΁ǐŵƛś΁ňŪ΁Ưłğ΁ĐşŵƷė΁ƯłƛŵƷĺł΁Ưłğ΁ĹñƣƯğƛ΁
ňŪƣƯñşşñƯňŵŪ΁ŵĹ΁�U΁ñŪė΁ƣƘğğĐł΁ƯğĐłŪŵşŵĺňğƣ͓΁ňƯ΁ňƣ΁ğñƣňğƛ΁Ưŵ΁ñƯƯñňŪ΁ĹƷŪėňŪĺ΁Ĺŵƛ΁Ũŵƛğ΁ňŪƯğƛñĐƯňŵŪƣ΁
ƯłƛŵƷĺł΁ƣğşĹͨƣğƛǏňĐğ΁Ưŵŵşƣ͒
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ñƣƣğƣƣ΁ñĺğŪƯ΁ñŪė΁ĐƷƣƯŵŨğƛ΁ñĐĐğƘƯñŪĐğ΁ŵĹ΁Ưłğ΁Ūğǐğƛ΁ĐłñŪŪğşƣ͓΁ñŪė΁ƛğƯƛñĐƯ΁ňĹ΁ñŪ΁ñƘƘşňĐñƯňŵŪ΁ŵƛ΁
ƘƛŵĐğƣƣ΁ňƣ΁ŪŵƯ΁ǐŵƛśňŪĺ΁ǐğşş͒΁ ŵŪǏğƛƣğşǖ͓΁ñ΁ĎƷƣňŪğƣƣ΁ĐñŪ΁ňŨƘşğŨğŪƯ΁ñ΁ƣŵşƷƯňŵŪ΁ƚƷňĐśşǖ΁ǐłğŪ΁
Ūğğėğė͒΁Hŵƛ΁ğǕñŨƘşğ͓΁ňƯ΁ĐñŪ΁ƣǐňĹƯşǖ΁ñėė΁ŨğƣƣñĺňŪĺ΁ĐñƘñĎňşňƯňğƣ΁ǐłğŪ΁Ưłğƛğ͵ƣ΁ñŪ΁ňŪȍƷǕ΁ŵĹ΁Đñşşƣ΁
due to an outage 

»łňƣ΁ñƛƯňĐşğ΁ǐñƣ΁ǐƛňƯƯğŪ΁Ďǖ΁�şƘñ΁®łñł͓΁ĺşŵĎñş΁ǏňĐğ΁ƘƛğƣňėğŪƯ΁ŵĹ΁HƛŵƣƯ΁π΁®ƷşşňǏñŪ͵ƣ΁ ß΁ƘƛñĐƯňĐğ͓΁
ñƣ΁ñ΁ƣƷŨŨñƯňŵŪ΁ŵĹ΁ñ΁ƛğĐğŪƯ΁ÙňƛƯƷñş΁»łňŪś΁»ñŪś΁ĐŵŪėƷĐƯğė΁Ďǖ΁HƛŵƣƯ΁π΁®ƷşşňǏñŪ͒

Joe Bernier͓΁sğŨĎğƛ΁0ǕƘğƛňğŪĐğ΁sñŪñĺğƛ͓΁®ñƣśñƯĐłğǐñŪ΁�şƷğ΁ ƛŵƣƣ΁

Dr. Srinivas Kulkarni͓΁ ǖĎğƛƣğĐƷƛňƯǖ΁IŵǏğƛŪñŪĐğ͓΁¦ňƣś΁ñŪė΁ ŵŨƘşňñŪĐğ͓΁�ŵŨĎñƛėňğƛ

Michael McCullough͓΁'ňƛğĐƯŵƛ͓΁ ŵŪƯñĐƯ΁ ğŪƯƛğƣ͓΁®ğƛǏňĐğ΁�şĎğƛƯñ͓΁IŵǏğƛŪŨğŪƯ΁ŵĹ΁�şĎğƛƯñ΁

Srinivasan Raghavan͓΁®ğŪňŵƛ΁Ù£΁ŵĹ΁£ƛŵėƷĐƯ΁sñŪñĺğŨğŪƯ͓΁HňǏğ̙

David Silva͓΁®ğŪňŵƛ΁ÙňĐğ΁£ƛğƣňėğŪƯ͓΁UŪĹŵƛŨñƯňŵŪ΁»ğĐłŪŵşŵĺǖ͓΁®ŨñƛƯ ğŪƯƛğƣ΁¦0U»

sĐ ƷşşŵƷĺł΁ƣñǖƣ΁łňƣ΁ŵƛĺñŪňƣñƯňŵŪ΁ñĐĐğşğƛñƯğė΁ňƯƣ΁ȌǏğͨ
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 
ƯłñƯ΁ňŪǏğƣƯňŪĺ΁ňŪ΁Ưłğ΁ĐşŵƷė΁ĐñŪ΁ňŨƘƛŵǏğ΁ ß΁ŨƷĐł΁ĹñƣƯğƛ͓ ΁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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