The Cloud Contact Center
Buyer’s Guide
A structured approach to evaluating and
selecting modern contact center solutions
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WWT’s consulting expertise
Our experts can advise on the following
contact center platforms and applications:

The future of intelligent, cloud-based
customer service is now
When the pandemic forced customers to stay home and digitally engage with organizations,
contact centers were flooded with record-breaking call volume and online demand while their
agents were transitioning to remote work.
Some contact centers with traditional, on-premises solutions were forced to quickly migrate to
Contact Center as a Service (CCaaS) — cloud-based platforms that are hosted and managed by a
provider — to enable flexible customer care and a distributed workforce.
The contact centers that successfully migrated to CCaaS have experienced firsthand how cloud
improves the customer and agent experience, reduces costs, enables more agile operations, and
ensures business continuity. Gartner reports at least 50 percent of contact centers will adopt
CCaaS by 2022.
Now is the time to transform your contact center platform and WWT can help.
Our independent guidance and customer-centric approach combined with our consulting
expertise of leading contact center platforms and applications allow us to help you make the right
decisions at every stage of your contact center transformation.
In this buyer’s guide, we’ll help you navigate and accelerate the contact center decision making
process by providing:
• Key steps for identifying and prioritizing solution requirements that will yield the most value.
• A framework for making the right contact center technology decisions faster.
• Tips for ensuring end-user adoption.

Let’s get started.

“Through the pandemic, Contact Center as a Service (CCaaS)
providers have demonstrated their agility and flexibility to rapidly
deliver new services such that we expect CCaaS will dominate
contact center decision making from this year forward.”
- Gartner, Magic Quadrant for Contact Center as a Service, Nov. 9, 2020.
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Determining your
requirements
Before evaluating contact center solutions, it’s important to define a set of
requirements based on the needs of your end users and their business goals. These
requirements will guide you throughout the decision-making process, so you can
stay focused on solutions that will deliver value now and into the future.
A good starting point is establishing personas for your end users.
Most contact centers focus on three main personas:

Front-office employees

Front-office employees
who work directly with
customers:
Agents, supervisors
and managers.
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Back-office employees

External customers

Back-office employees
who indirectly support
the contact center team
and customers:
Customer experience
managers, workforce
managers, trainers, product
quality analysts, distribution
and fulfillment managers,
and administrators.

External customers who
purchase your products
and/or services.

What matters to your contact center personas?
While the care-abouts of every contact center’s personas will be unique, below are a few examples
to get you started. Our team will work cross-functionally within your organization to gather persona
data and insights. We will then group results by function to paint a clear picture of the features and
capabilities needed in your contact center.

Workforce Managers:
scheduling and ensuring sufficient
staffing levels to meet servicelevel agreements (SLAs)

Operational Leaders:
efficiency, reducing time to
customer resolution, delivering
high-quality experiences and
ensuring customer satisfaction

For enterprises with large, complex
networks of contact centers providing
multiple services, it can be difficult to
identify and understand the needs of all
your personas.
WWT’s dynamic persona modeling
(DPM) methodology helps contact center
leaders simplify this process by aligning

Quality and Training Managers:
delivering high-quality
products and training
services to new agents
Agents:
productivity, quickly resolving
customer problems, quality
scores and customer satisfaction

Leveraging dynamic persona
modeling to identify requirements

Customers:
timely, responsive and
seamless service that results
in first-contact resolution

end-user needs, technology requirements
and business objectives to drive contact
center transformation. Our experts
merge data with institutional knowledge
to create an aligned, overarching
framework that clarifies your strategy.
Rather than grouping personas by
department or organizational charts,
dynamic personas layer various
characteristics and technology
requirements to determine who needs
what services.

Learn more →

Administrators:
overall system health,
promptly implementing system
changes when needed and
supporting the business

Business
Unit
Support
Needs

Security
Requirements

Dynamic
Persona
Mobility

Divisions

Applications
& Licensing
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Key features of a
cloud contact center
After identifying your persona requirements, you can start building the ultimate contact center
experience by exploring new features and capabilities to include in your solution. In this section,
we’ll explore common must-have and nice-to-have features of a cloud contact center to help you
narrow your search.
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This section includes:
•

Multi-channel
contact centers

•

Simplified routing

•

Customer verification

•

Agent service tools

•

Self-service capabilities

•

Remote working

•

Omni-channel interactions

•

Artificial intelligence

•

Unified desktop

Must-have features
A holistic, cloud-based solution should include these features
to improve operations and unify the customer experience.

Multi-channel contact center
Enables customers to choose how
they interact and do business with your
organization by integrating communication
touchpoints, including voice, text,
chat, email and social media.

Simplified routing
Quickly and easily route customers to
the right agent to assist them on the first
attempt, eliminating the need for multiple
transfers and reducing wait times.

Customer verification
Assign unique identifiers to each customer
to improve security posture and protect
customer information. This maps
customers’ interactions to data already
on file, which helps to validate customer
identity and adhere to strict compliance
guidelines such as HIPAA and PCI DSS.
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Must-have features, cont.

Agent service tools

Self-service capabilities

Remote working

Provide agents with access to the tools
and information they need to fully
service a customer, including customer
records, account information and
fulfillment/transactional capabilities.

Provide customers with an application or
webpage that answers common questions
and enables them to complete transactions,
check account balances, track shipments
and more without engaging an agent.

Permanently enable remote agents to
reduce real estate costs, onshore contact
center teams, expand talent pools and
safeguard operations from future crises.
Cloud-based solutions allow agents to
easily connect to a contact center platform
no matter where they are located.
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Case study

Regions Bank seamlessly
transitions contact center
agents to a work-from-home
model amid global pandemic
When the Regions technology team was forced to rapidly shift
its contact center agents to remote work due to the global
pandemic, WWT helped them make a seamless transition.

“We knew [WWT] could help us transition
quickly,” said JT Karney, Regions Bank’s
technology services group manager. “Since
we first started working with [WWT], what’s
made them stand out from other companies
is that they’ve always looked out for us.”

Read full story →
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Nice-to-have features
Add these features to your list of requirements to provide an
unmatched experience for agents and customers.
Omni-channel interactions

→

When customers interact with your organization, they expect a connected experience
that requires minimal effort. An omni-channel contact center threads together customer
interactions across multiple channels — from email to chatbots to phone calls — so
agents can view a detailed history and get up to speed quickly on the issue at hand.
Artificial intelligence (AI)

→

AI can help contact centers understand customer intent and sentiment, simplify the agent and
customer experience, and reduce costs. AI for contact centers fall into four main categories:
• AI for self-service: Enables 24/7 customer service and reduces agent interactions.
• AI for agent augmentation: Provides richer customer data and insights to
agents before they answer a call and offers helpful suggestions when specific
keywords are mentioned to reduce talk time and better assist customers.
• AI for customer analytics: Analyzes customer interactions and agent desktops to determine
customer sentiment and satisfaction levels, improving the customer experience.
• AI for voice recognition: Analyzes customers’ voices to quickly verify their
identity, eliminating the need for security questions. This is especially valuable for
organizations that must meet HIPAA and PCI DSS compliance guidelines.

Unified desktop
A unified desktop experience helps
agents deliver better customer
service by providing a single,
360-degree view of all customer
activity, interactions and transactions
with the ability to act on behalf
of their customers seamlessly
within their systems. This results in
faster resolution time, increased
agent capacity and improved
customer satisfaction scores.

Experience first-hand the
benefits of a unified desktop
Cisco Webex Contact Center’s
widget-based design makes it easy
for agents and administrators to
access the tools they need in a
single interface. Experience Cisco
Webex Contact Center firsthand
with our Agent Experience Lab.

Schedule lab →
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Case study

Government agency modernizes contact
center with AI and omni-channel strategy

The challenge

Our process

Outcome

A city government agency’s contact
center was struggling to deliver a positive
customer experience for its residents
due to disjointed legacy solutions that
lacked robust features and flexibility.

We hosted discovery sessions with the
agency’s internal staff to understand current
and target state operations and identify
personas within each contact center division.

We developed a comprehensive contact
center strategy and roadmap that enables
the agency to deliver an omni-channel
contact center platform leveraging Google
AI virtual assistants across all departments.

Limited communication channels and
lack of multi-lingual support made it
difficult for residents to access services.
When residents did engage with this
agency’s contact center, they were often
rerouted several times across multiple
departments to agents with little to no
visibility into their previous interactions.
The agency turned to WWT for help
developing a comprehensive contact
center strategy to simplify processes,
deliver an omni-channel platform
and better serve residents.

83%
of businesses say
AI is a strategic priority.

After analyzing the discovery results, we
led strategy development sessions with
key stakeholders across more than 40
divisions. Based on feedback during these
strategy sessions, we designed a contact
center solution that reduces the number of
call transfers; provides automated, timely
responses to general inquiries; and increases
visibility across communication channels,
allowing agents to resolve inquiries faster.

The developed strategy supports the agency’s
long-term goals to streamline communication
processes for residents, equip agents with
better data and leverage new contact center
features for continuous improvement.

Read full story →

AI conversational agents
will handle more than

20%

of customer service requests by 2022.
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Aligning features to requirements
and objectives
Odds are your contact center leaders will need to prioritize your wish list of features and
capabilities to stay within a designated budget. How do you decide which features to implement
now and which ones to deploy over time?
We recommend identifying your top 25-30 critical features by aligning them to your persona
requirements and organizational objectives. You’ll want to start by asking the right questions of
the business.
Consider asking:
• What is the current state of your customer experience?
• How is the business performing against its most important metrics?
• What short- and long-term business outcomes are you trying to solve for?
• Are these outcomes being measured today, and what improvements will help drive them?
• What is the capital budget? Can non-IT budgets provide additional
funding (i.e., marketing or other lines of business)?
• What are the operating expense (OPEX) goals of your organization, and how
will contact center improvements impact future budget cycles?
• What’s more important to the business: saving money or
improving key performance indicators (KPIs)?

Which KPIs should my
contact center measure?
As customer expectations continue
to rise, it’s important to continually
improve agent performance and
customer experience. Here are
the top KPIs to measure in your
contact center:
• Average speed of answer:
How quickly do agents
respond to customers?
• Customer satisfaction: How
do customers rate their
experience with agents and
the overall organization?
• Handle time: How long does
it take an agent to complete
a customer interaction
without sacrificing customer
satisfaction scores (CSATs)?
• First-contact resolution: How
often do agents meet customers’
needs on the first attempt?

Learn more →
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Alignment examples
Features that directly align to your requirements and objectives should be prioritized and implemented
immediately. Features and capabilities that don’t align to specific requirements or objectives should be
removed from your list or reevaluated and potentially deployed later.
Here are some examples of aligning requirements and objectives to solution features and capabilities.

Persona requirement/challenge

Organizational objective

Aligned feature or capability

Agents are worried about their productivity.
Their current system requires several
clicks through multiple screens to access
the customer information they need. This
is slowing down their time to customer
resolution and negatively impacting their
quality scores.

Improve agent productivity and efficiency.

A unified desktop experience provides
agents with a holistic view of customer
information, eliminating the need for agents
to navigate through various screens and
reducing customers’ wait time.

Customers are unhappy about long hold
times when trying to reach an agent. They
just want to check the status of their order
but end up waiting 30-60 minutes before
receiving an answer.

Improve customer satisfaction and drive
customer loyalty.

AI and self-service features capture
customer inquiries during call routing
and provide customers with the option to
check their order status without speaking
to an agent. This improves customer
satisfaction by providing a quick, singlethread interaction and frees up agent time
to focus on more complex requests.

IT administrators are concerned
about connectivity issues and service
interruptions. IT is routinely losing
connectivity to customer- and agent-facing
systems and desktop applications are
slowing system speed.

Increase system reliability to deliver better
customer service.

Contact Center as a Service (CCaaS)
solutions allow IT organizations to deliver
increased uptime and performance, as
well as improved desktop speed to resolve
customer issues faster.
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A framework for
selecting a cloud
contact center solution
Evaluating and selecting a cloud contact center solution can be difficult and time
consuming. It often involves requesting bids from various vendors, waiting for
responses, sifting through results, weighing your options and, finally, selecting a vendor.
From start to implementation, this process can take 12 to 18 months or more.
We developed our Contact Center Platform Matrix to expedite this process and provide
contact center buyers with the clarity they need to make an informed decision faster.
The Contact Center Platform Matrix focuses on three core areas:

Quality & Capability

• Does the solution deliver
on your top 25-30 critical
requirements?
• Is the solution flexible and

Cost

• Is the cost of the solution

• Does the solution provide

based on usage and number

a consistent and proven

of agents?

delivery model to meet your

• Does the solution provide

implementation deadlines?

able to support a distributed

comprehensive and

workforce?

manageable implementation,

level of security and uptime

application development and

required by the business?

support costs?
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Timeline & Delivery

• Does the solution provide the

WWT’s Contact Center
Platform Matrix
Our experts score your top four cloud solution options by analyzing each solution’s
overall experience, capabilities, analyst/consultant rankings and customer peer
insights. The solution with the most points is the best fit solution for your needs.

Vendors

Quality

Cost

Delivery

Solution A

Solution B

Solution C

Solution D

Meeting
Requirements

2

3

1

2

Solution
Approach

2

3

1

2

Experience

2

3

1

3

XX

XX

XX

XX

6-12
Weeks

6-12
Weeks

2-4
Weeks

Up to 6
Months

3

3

2

2

9

12

5

9

Project and
Recurring Costs
Timeline
Resource Model

Total Points:

In this example, Solution B is the best fit solution because it earned more
points than the other three solutions due to its quality, cost and delivery.

Our Contact Center Platform
Matrix provides contact
center buyers with:
• A credible and proven view of solution
capabilities against the competition.
• A ranking of best, partial and
least fit for your needs.
• Next steps and guidance on a
solution recommendation.

● Best
● Partial
● Least
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Solution testing and validation
After identifying the best cloud contact center solution to meet your needs, you’re almost ready to implement. A
critical next step is testing your solution to ensure it will perform as expected in your existing environment before
deploying it into production.
By leveraging our hands-on experience, OEM partnerships, cloud expertise and Advanced Technology Center (ATC),
you can drastically reduce the time it takes to test and validate your cloud contact center solution.

WWT’s cloud expertise

164+ AWS certifications • 50+ GCP certifications • 35+ Certified Microsoft architects
500+ Application developers and architects • 300+ Projects completed
1,500+ Infrastructure architects and engineers
$500M+ Infrastructure and cloud investment
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ATC capabilities
There are many ways our contact center customers use the ATC to test, validate and optimize new
solutions before, during and after implementation. Here are some examples.

Proofs of Concept

Lab as a Service (LaaS)

Design Validation

Functionality Testing

• Add new contact center
features or integrations,
such as Google CCAI,

• Reserve dedicated lab
space configured to
your contact center

• Understand the impact
of new contact center
technologies.

• Remotely access
customized sandboxes
to test basic contact

Upstream Works, Calabrio,
Acqueon, Bucher + Suter
or AppDynamics, to your
configured environment to
test drive AI, analytics and
more.
• Practice upgrading your
contact center to the
newest version prior to
production attempts to
reduce potential errors and
downtime.

specifications and
professionally maintained
by WWT staff.
• Develop and test complex,
multi-vendor topologies
on-premises or with any
major cloud provider.
• Test interface and
agent usage changes,
licensing enhancements,
and new features.
• Add or change
configurations to run
your current and future
Day-2 operations.

• Receive architectural
guidance and support.
• Integrate cloud contact
center offerings with onpremises capabilities for
brownfield deployments.

center functionality, new
features and application
integrations.
• Train contact center staff
on new functionality before
migrating to a new system
version or greenfield
environment.

Learn more →
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Driving end-user adoption
You’ve validated your new cloud contact center solution. What’s next?
When implementing new technology, it’s important your end users feel comfortable
using the new tools and features to avoid wasting time, investment and effort.
In addition to having a change management strategy in place to communicate, prepare and support
employees during large-scale changes, technology training is key to ensuring your new contact
center solution succeeds. We recommend scheduling training sessions prior to implementation
to engage end users, gather feedback and generate excitement around the new platform.
Here are a few best practices to drive end-user adoption:

Take a comprehensive
approach to training.

Don’t wait to start
training end users.

Survey your
end users.

Provide employees with
a variety of materials and
resources to learn the
new solution, including
workshops, documentation,
on-demand videos, live
and virtual training, handson sessions, and FAQs.

If administrators and agents
aren’t trained on the new
technology and begin
using it on their own, it can
lead to frustration, lack of
adoption and an increase in
the number of calls to the
IT service desk for help.

As you begin to implement
training, ask for feedback on
what’s working and what’s
not working for your end
users. Surveys and regular
email correspondence
are great ways to start a
process and culture of
continual improvement.

Learn more →
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End-user training options
Our Adoption Services Team offers a variety of comprehensive training options for contact center
agents, supervisors and IT teams to increase end-user adoption and improve processes.

Customized, live training sessions through
WWT’s Digital Platform at WWT.com

Hands-on training for administrators, agents and supervisors
via our Advanced Technology Center (ATC) labs

Product demonstrations and use case
scenarios for agents and supervisors

“The detailed training provided by WWT allowed
our team to get up to speed quickly on our
new contact center solution. From invitations to
content development to post-event recaps, it was
an effortless process within WWT.com. WWT’s
Adoption Services Team is truly committed to
helping us learn and succeed!”
IT Analyst, U.S. Health System
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Jumpstart your contact center journey
Improve the customer
and agent experience

Reduce
costs

Gain operational
efficiency

We created this buyer’s guide to provide a starting point and structured approach for evaluating cloud solutions.
However, every organization will have its own challenges and complexities to overcome. If you find yourself stuck
between solution options or unsure which solution is best for your organization, our team can help.
During our Contact Center Workshop, we work with your key stakeholders to determine your requirements,
set priorities, reduce the complexity of vendor and solution selections, and provide independent guidance on
developing a strategic roadmap toward achieving your goals.
Start building your optimal contact center experience today.

Request workshop →

Safeguard against
future disruptions

