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Executive Summary 
All call centers, whether the organization is for-profit or non-profit, are struggling to provide 
excellent service nonetheless grow revenue, in a down economy. Yet, they face a common 
mandate: Meet customer demands at the lowest cost. Call centers face daunting and seeming 
contradictive tasks, including: 

• Front-line and customer-facing knowledge workers represent a business and impact its profit
ability. But labor is still the largest cost to call centers. How do call centers find and keep 
qualified agents and at the same time manage labor costs? 

• Call centers need skilled agents, but the local economy may not have enough people with 
the appropriate skills. How do call centers find the skills needed and manage costs when 
agents may be located anywhere in the country, or the world? 

• Call center volumes are never consistent. How can call centers find the number and mix of 
agents when the requirements change based on project, product, season, and the economic 
cycle? 

• Customers expect call center agents to know who they are, what they’ve done, and what 
they want. What tools are available to agents, supervisors, and specialists that enable them 
to know the customers before interaction with them and allow them to anticipate their 
needs? 

• Customers are more willing than ever to boycott after a single negative experience. How can 
call centers provide excellent service when call volumes exceed the capacity to answer all calls 
and what are the technologies available to overcome nature and other disasters? 

Providing competitive services that leave customers satisfied and breed loyalty requires call cen
ters to offer preferred channel options (including voice, IVR, social media and email), rapid call 
resolution, personalized service and reasonable response times. However, meeting these needs 
simultaneously through traditional hardware and software solutions can be costly in terms of 
purchase, integration and support. Furthermore, the solutions may not be entirely compatible, 
leaving gaps in performance that can diminish the customer experience or necessitate less ef
ficient processes or both. 

This white paper is intended for both IT and call center management. It defines what a hosted 
call center is and discusses the span of applications available in a hosted model. This paper also 
reviews how hosted call centers can help business fulfill many business requirements, such as 
doing more with less while at the same time maintaining and improving services. Finally, this 
paper reviews the elements that need to be considered when investigating hosted call center 
services. 
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Introduction 

Hosted Call Center Overview 
Imagine two farmers, Farmer Brown and Farmer McGregor, need new wells. Farmer Brown 
elects to drill a new well and pump, while Farmer McGregor enters into an agreement with the 
local water utility for water. Both farmers now have enough water for their crops. While Farmer 
Brown does not have to pay for the water, he is responsible for the entire water production. 
Farmer McGregor is responsible for his infrastructure and pays for what water he uses. 

This story is an allegory of two call center delivery models: Farmer Brown’s water system is an 
on-premise system and Farmer McGregor’s water supply is a hosted service. 

When enterprises elect to use hosted call center services (Figure 1) they delegate some of the 
call distribution and routing responsibility to a hosted call center service provider. The hardware 
and software used to route interactions, schedule agents or store customer data, is not located 
within the enterprise’s technical infrastructure but is located in a data center or data centers 
managed by the service provider. The enterprise needs to connect to the data center(s), and 
that can be accomplished though private or public channels or a combination of both. 

A Brief History of Hosted Call Centers 
Hosted call centers predate the commercial Internet. Sev
eral carriers have offered use of their IVRs located within 
the public switch telephone network (PSTN). Additionally, 
a few call center vendors offered hosted configurations of 
their TDM-based and proprietary solutions. 

Prior to IP-based call center solutions, creating a hosted 
center was complex and expensive. It was the purview 
of extremely large and typically disbursed call centers. 
However, with the development the commercial Internet; 
frame relays, MPLS networks and other public and private 
networks; voice over IP communication; and IP-based call 
center routing, storage, and recording applications; hosted 
call center services have become easier to install and more 
affordable. While IP-based hosted call centers gained 
some market, it was mostly within the small (less than 50 
agents) market because hosted services provide significant functionality as reasonable costs. It 
was not until the economy tumbled into recession that hosted call centers gained significant 
market acceleration. 

During the “Great Recession” of 2008, 2009, and 2011, companies, non-profits, and other 
organizations began to look inwardly and reserve their capital. However, many of these 

Figure 1: Hosted Call Center Services 
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organizations had aging TDM-based call center solutions or first generation IP-based applica
tions that were not able to create the customer experience that the companies needed to 
offer. Moreover, many of these solutions were very expensive to maintain or were no longer 
supported by its vendor. Companies were in a bind; they needed more functionality and 
flexibility in order to maintain and increase customer satisfaction and reach new customers. 
Because of the economic situation, many businesses that would not normally look at cloud-
based services began to investigate hosted call center services, simply out of necessary. As a 
result, there is now a significant shift in the market away from on-premise solutions and into 
hosted services 

The hosted call center market is now experiencing a significant 
growth period, which most analysts estimate will continue well 
into the future. DMG Consulting, in its 2010-2011 Hosted Call 
center Infrastructure Report, estimates that the hosted market 
will grow 20% in 2012 and 18% in 2013 while the traditional 
on-premise solutions will experience only modest — if any — 
growth. Gartner estimates that through 2012, 40% of organiza
tions moving to a new CRM platform will select a software-as
a-service solution as the core customer service desktop (Magic 
Quadrant for CRM Customer Service Contact Centers, M. Moaz, 
April 2011). Finally, Frost and Sullivan estimates that the North 
American Hosted Call Center Market will grow from approxi
mately $400 million to more $1.5 billion by 2015. 

Terms and Definitions 
Hosted call center is the most used term for a call center topology where calls, email, and 
other interactions are routed by an application not housed in an enterprise’s infrastructure. 
Other terms synonymous with hosted call center are Software as a Service (SaaS), Communi
cations as a Service (CaaS), virtual call centers, on-demand call centers, and cloud-based call 
centers. For consistency, hosted call center will be used in this paper. 

Over the past decade or so, as the hosted call center services market has grown, the available 
services have also become more numerous. As mentioned, hosted call centers started with 
hosted IVRs and expanded into hosted ACDs. With the maturity of IP communication and 
session-initiated protocols (SIP) the functionality available to businesses through hosted servic
es is almost equal to that available through on-premise solutions, including CRM, multimodal 
interactions, workforce management, quality assurance and recording, and predictive dialers. 

The types and configurations of hosted call centers vary greatly. Some service providers simply 
offer hosted instances of on-premise solutions while others offer functionality designed and 
developed in-house specifically to be hosted solutions. While one offers no greater advan
tage than the other, customers should be aware of which configuration the service provider 
uses and take it into consideration because businesses tend to inherit the same strengths and 
weaknesses associated with the on-premise solutions. 
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There are two basic routing paths used by hosted call center service providers: Cloud-based 
Routing and Network-based Routing. Cloud-based Routing services are directed using gate
ways, switches, and other infrastructure within the PSTN, public Internet, and other networks 
owned and operated by service providers. 

Cloud Vs Network 

Cloud-based Routing is offered mainly by the owners of the networks: carriers and Internet service providers, specifically. 
Calls and interactions delivered through Cloud-based Routing services are directed using gateways, switches, and other 
infrastructures within the PSTN, public Internet, and other networks owned and operated by service providers. These 
enable the service provider to determine the destination 
as the interaction is routed. Cloud-based Routing supports 
both TDM and IP-based communications. 

Network-based Routing is used by hosted contact center 
service providers who do not own or operate a network. 
Interactions routed through Network-based Routing are 
completed outside the PSTN and cloud. Interactions are 
initiated in the PSTN and cloud by customers and are routed 
to the service provider’s data centers. The interaction is 
analyzed and may be routed through a private cloud to an 
agent or passed back to a public cloud depending on the 
service provider and its business model. Network-based 
Routing constitutes the largest sector and growth area in 
the Hosted Call Center Market. 

There are advantages and disadvantages to both configura
tions. Businesses may find it easier and less expensive to 
create a Follow-the-Sun service organization using Cloud-
based Routing because many service providers are global 
carriers and have the infrastructure needed to seamlessly pass 
the interaction from one network to another. Cloud-based 
Routing may also be best suited for companies with PBXs 
and ACDs from multiple vendors because they simply route 
the call up to the “Last-Mile” and enable the local solu
tions to present it to the final destination. The drawback 
to Cloud-based Routing is that many providers rely on the 
on-premise vendors to supply agent desktops and CRM 
platforms. 

Businesses that do not need a global reach may be best 
suited for a Network-based Routing scheme. This type of 
hosted call center service is quick to establish and modify 
and requires little or no on-premise solutions. Network-
based Routing also allows agents to be located anywhere 
from traditional “four-walled” call centers to the agent’s 
home. Agent’s desktops are for the most part browser-based 
and can pass voice calls to agents over a VoIP telephone 
solution or to an analog desk phone. 

Figure 5: Cloud-Based Routing 

Figure 5: Cloud-Based Routing 

Figure 6: Network-Based Routing 
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Network-based Routing is used by hosted contact center service providers who do not own 
or operate a network. Network-based Routing starts in the PSTN and commercial internet but 
the interaction is analyzed and may be routed through a private cloud to an agent or passed 
back to a public cloud depending on the service provider and its business model. Network-
based Routing constitutes the largest sector and growth area in the Hosted Call Center 
Market. 

There are advantage and disadvantage to both configurations and explained in the side-bar 
Cloud vs. Network. Businesses need to consider the differences when selecting a hosted ser
vice provider. 

Fulfillment of Business Requirements 
The historic mission of call centers has been to serve customers after they purchase a product 
or service and to provide a conduit for a customer wishing to purchase a product or service. 
Furthermore, call centers have been considered cost centers living under the mantra “do 
more with less” from their inception. To fulfill their mission within the restriction of the man
tra, call centers operate under two prime directives: 

• Serve our customers better than our competition 

• Serve our customers in a cost effective manner 

Call centers have a daunting task. The economic conditions and the changing customer 
landscape place significant hurdles in the path to success. The good news is that hosted call 
center services provide significant tools that help call centers succeed. 

The Dynamic Environment 

Dynamic Customers 
Today’s customers have become less loyal and if they do not receive customer service that 
meets their expectations, they are willing to walk away and find a company who will provide 
them with the level of service they expect. In the American Express 2011 Global Customer 
Service Barometer (US Findings), 42% of responders said they expect excellent service and 
should not have to pay more for it. Moreover, 59% of responders said they are willing to try a 
new brand to receive better customer service. 

In the current business environment, traditional call center metrics, such as first contact reso
lution, average speed to answer, and customer satisfaction scores, are all the more important. 
The ability to keep hold-times to a minimum, provide agents with information about custom
ers, and to provide assistance when and how customers’ wish are importance factors in creat
ing a competitive advantage. 

The more information available to the agent, the more effectively the agent can assist the 
customers. Customers want call centers to know who they are — hosted call centers can 
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interface with a CRM solution, billing system, order tracking application or other database to 
provide CTI and screen-pops and supply current customer information and history of interac
tions. Moreover, if the CRM and other customer databases are hosted services, the interfaces 
can be accomplished using Web services and SIP and not have to rely on proprietary APIs 
and SDKs. 

Agents cannot answer every question or resolve all issues and when they cannot, they need 
immediate assistance from supervisors and specialists. However, a specialist may be in a dif
ferent city or even in a different country. Use of a hosted call center agent desktop integrated 

Servicing the Dynamic Customer 

The following example shows how hosted call cen
ters can effectively enhance first call resolution and 
customer satisfaction. 

1. A customer in Vancouver, B.C., has a printer that 
is printing blue instead of magenta. She calls the 
XYZ Printer Company’s customer support and is 
immediately passed to an agent working out of her 
home office in Iowa, U.S. 

2. Before the agent receives the call, the hosted 
ACD sends a look-up SIP request to the hosted 
CRM and presents the results to the agent as she 
receives the call. She and the customer work to
gether but cannot resolve the issue. 

3. The agent sends a text message (including a 
link to the case record) to her supervisor who is 
at a conference in Florida, U.S., asking if he has 
seen this issue before on this model of printer. The supervisor reviews the customer information through the browser on 
his smartphone and informs the agent he has not seen this problem before. He recommends that the agent contact a 
specialist. 

4. The agent sends a request for help via the company’s internal social media application (including a link to the case), 
which is answered by a specialist in Dublin, Ireland. The specialist accesses the case and the agent’s notes. He asks that 
the customer be conferenced in, and the three of them continue to troubleshoot the printer issue. The specialist discovers 
the solution and sends it to the customer via email. 

5. The customer is pleased at the quick resolution to a very strange problem. 

Traditionally, the resolution would have been completed using on-premise solutions. However, in this case, the ACD and 
CRM solution are hosted services with integration via SIP and VoIP. If the communication solution were an on-premise 
unified communication solution, the distribution of the players would have made the progression of the resolution dif
ficult and expensive. Moreover, access to customer data would have required users to log into a corporate network (via a 
VPN or other secure connection in the case of the agent and supervisor) and might have prohibited the supervisor from 
viewing the customer record on his smartphone. Using hosted services allows the agent, supervisor, and specialist to view 
and update the same customer record via a browser from any location. The players need only to pass a link to the hosted 
CRM solution for all to be on the same page and keep the data current. 

Figure 7: Servicing the Dynamic Customer 
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with a unified messaging, an internal social media, or a unified communication solution 
provides agents with the ability to search for and connect to an appropriate specialist. Hosted 
call center services also enable the remote specialist to view the customer information, what 
was attempted to resolve the issues, and a history of the calls through a link passed between 
participants. 

Dynamic Volumes 
Change is a constant in call centers, especially when dealing with call volumes. When the call 
volume spikes, hold times increase and more customers hang up while on hold (or abandon 
their calls). In the American Express Global Barometer, 78% of respondents admitted to aban
doning a sale due to poor customer service — and expecting a customer to remain in a long 
queue is poor customer service. High volumes of email, text messages, and other non-voice 
interactions can have an impact, but since they are less interactive, their impact is reduced. 
Customers do not like to be kept on hold and when hold time increases, customers are more 
likely to abandon and then either call in again later or resort to another channel such as text 
or email. 

Abandoned calls are missed opportunities to make a 
sale or to strengthen customer loyalty. Moreover, for 
each caller that hangs up, there is a possibility that 
he or she will contact a competitor. Figure 4 illus
trates how a high abandon rate can affect a com
pany’s bottom line. The chart shows the number of 
abandoned calls in relation to the call volume for a 
call center with100 agents. The call center has a ser
vice level of 80% for calls answered in 30 seconds, 
and an average handle time of 7½ minutes. 

The Call Capacity line (calculated using Erlang-C 
formulas) indicates the maximum number of calls 
the call center can handle based on the assumptions listed above and that all agents are tak
ing calls. When call volumes rises above the Call Capacity, the number of abandoned calls 
increases along with the percentage of the total call volume. The effect is that many of those 
callers will venture to a competitor and take the call center’s revenue with them. 

The following table shows the potential cost of abandoned calls based on the assumption 
that 35% of those customers who disconnect call a competitor. If the average sale is $50.00, 
this call center could lose almost $40,000 in a single hour during periods of high call volume. 

This example shows that even small and short spikes in call volume can have a large impact 
on a company’s bottom line. A similar outcome would occur if fewer agents were on the 
phone due to a snowstorm or technical problems or if the call center did not have the proper 
seasonal staff. In any case, a dramatic increase in the abandon rate may have an equally dra
matic impact on revenues. 

Figure 2: Effect of Hold Time on Abandoned Rate 
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Hosted call center services provide com
petitive advantages to their users over 
users of on-premise solutions. Businesses 
no longer have to purchase enough 
agent licenses for peak call volumes and 
are no longer limited by the number of 
licenses purchased. 

In the example above, a business that employs a hosted call center service can add agents 
to handle the additional volume. The company could also offer overtime to its agents for 
unexpected spikes. If the increased volume is seasonal, the call center can easily offload the 
additional volume to an outsourced or temporary call center without having to clear space or 
load software on laptops. 

Open For Business 24x7 
Customers want to be able to contact a business at whatever time of day is convenient for 
them. A customer might be a stranded traveler hoping to find a flight home or a college 
student calling because his iPhone has broken. According to the American Express Global Ba
rometer, 90% of people want to speak with a person when resolving issues. In addition, more 
companies are operating globally and a Follow-the-Sun support model is needed more often 
now than ever before. 

Hosted call center services can assist companies that create a 24/7 model. When using a 
hosted call center service in association with other hosted applications, agents do not need 
direct access to applications inside the firewall. This freedom enables companies to have a mix 
of outsourced and internal agents with all agents using the same agent desktop. The global 
nature of the cloud also allows businesses to locate agents within the markets they serve. 

The company depicted in Figure 3 has elected to 
create a Follow-the-Sun support model and has 
located agents in four markets: Europe, North 
America, Asia, and the Middle East. This company is 
using internal agents to supply the centers in the 
United States and the Philippines. It is using out
sourced centers in Poland and the United Arab 
Emirates to cover the overnight hours. The company 
has also located its specialist in Ireland. The com
pany is employing a hosted IVR, ACD, CRM and 
workforce management solution. All agents, includ
ing the specialist, use the same agent desktop 
screens. Calls are routed to the various centers 
based on who is logged in. 

Creating an environment where the customer can 
get hold of an agent at all hours builds customer 

Figure 3: Follow the Sun Support 

Figure 3: Follow the Sun Support 

0% 50% 100% 400% 

Abandoned Calls 26 409 791 2,321 

Customers Leave 0 143 277 812 

Opportunity Loss $0 $7,158 $13,843 $40,618 
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satisfaction and customer loyalty. Follow-the-Sun support was a difficult task before hosted 
call centers. With these cloud-base services, companies can cost-effectively create a 24/7 sup
port model and serve customers when they wish. 

Business Continuity 
Respondents were asked about their company’s state of readiness to deal with an 
outage or disruption to their computer or technology resources. Only half (50 percent) 
responded that they already have a plan in place — Symantec 2011 SMB Disaster 
Preparedness Survey 

The previous statement from the Symantec report is not a hopeful one. Even though the 
percentage indicated was up from 2010, it illustrates a reality in today’s business environment: 
companies are not ready for disasters. 

Disasters come in many forms. A disaster can be local and small, such as having to close a 
building because of a fire alarm. Disaster can also be large and lasting, such as the Icelandic 
volcanic eruptions in April 2010 or the earthquake and tsunami in Japan in 2011. Finally, 
disaster may not be a surprise. There was plenty of advance warning about the he snowstorm 
that shut down New York City during the holiday season in 2010 and Hurricane Irene which 
shut down New York City for a couple of days in 2011 . 

While businesses need to have disaster recovery plans, call centers also need to have busi
ness continuity plans. A disaster recovery plan is designed to restart a call center after it has 
stopped operating due to a disaster. Business continuity enables the call center to continue 
working in the midst of or quickly after disaster. 

The effects of downtime on a call center can be substantial. For example, an inbound re
tail call center is open 15 hours a day and averages $50,000 in sales per day. It also oper
ates with 24 full-time agents and pays its agents 
$19.50 per hour. If the center closes for a day due 
a storm, the company may lose up to 75% of the 
sales for the day (assuming some customers will 
call back the next day) or $37,500. Moreover, the 
company may have to pay its FTEs for the day, 
equaling an additional $6,500 in salary and ben
efits. Had the call center developed and activated 
its business continuity plan, the losses would have 
been far less. 

A key element in designing a business continuity 
plan is removing bottlenecks and single points of 
failure. Decentralization and redundancy are 
important concepts in removing points of failure. 
Hosted call centers are, by design, decentralized 
and redundant. However, because agents, 

Figure 4: Business Continuity 

Figure 4: Business Continuity 
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supervisors, and administrators can log into the service from anywhere, it allows a call center 
to distribute its employees over a wide area. Companies can manage and mitigate risks 
further by geographically disbursing its call centers. 

In Figure 4, if the call center allowed its agents to work from alternate locations (e.g. from 
home or another office) then the call center could maintain operations. Even if not all agents 
were able to log in, the call center would still be operational, albeit at a reduced capacity. 
However, reduced capacity is better than no capacity. 

Disasters are a given and every call center needs to be prepared to handle them and main
tain operations. They can go the recovery route and be off-line for a time or they continue 
to operate through business continuity. By operating in the Cloud, hosted call center services 
enable call centers to disburse their agents and eliminate single points of failure. 

Cost Management 
Call centers have always needed to manage costs closely. However, during hard economic 
times, cost management becomes more important. Due to the uncertainty throughout the 
current economic downturn, companies have been reserving cash and capital, so, there was 
little capital available for new solutions. 

Labor Cost Management 
Labor is the largest cost in call centers, It can be as much as 80% of the total costs of a call 
center. Traditionally, to reduce costs, call centers would release contractors or lay off agents. 
This typically resulted in longer wait times, lower agent moral, and decreased customer satis
faction. Another favored option for reducing costs has been to employ offshore call centers. 
However, customers are often unhappy dealing with offshore call centers. Hosted call center 
services offers a third option, using at-home agents to create a virtual call center (in this case, 
a virtual call center is one without a physical location.) 

Many times call centers can “trade” salary for flexibility. That is, management can offer at-
home status to agents, which reduces their costs (no commute, lower fuel expenditures as 
well as a decreased meal outlay). In return, management 
can reduce the agent’s salary in the form of smaller raises 
or a direct salary reduction. The following table shows 
the annual saving in costs of a call center with 100 
agents that is offering at-home status for a $1.00/hour 
decrease in salary. 

The agent’s decrease in salary would be offset by the 
savings he or she would gain in reduced fuel consumption and other personal expenses.. An 
added benefit would be that the agent would not have to work harder due to reduced staff 
and the customers would not be irritated due to being on hold longer. 

Hourly 
Annual 
Salary 

Total Annual 
Salary 

Full $15.00 $31,200.00 $3,120,000.00 

Reduced $14.00 $29,120.00 $2,912,000.00 

Savings $208,000.00 
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Hosted call center services are exceptionally well suited to create virtual call centers. The costs 
to the agent are minimal (a broadband Internet connection and a quiet place to work) and 
requires no special hardware. Savings offered by hosted call center services, as well as the 
potential savings in real estate costs, cover the costs to the company. 

Another option for cost management is to hire agents in areas where the labor costs are less 
than the current area. Using normal attrition, the call center can replace agents that leave 
with agents in a lower cost labor market. The following table illustrates the saving in labor 
costs for a 100-seat call center with 
a 30% attrition rate over a period 
of two years. The salary reduction is 
$3.00 per hour. 

Many contact centers need highly 
specialized skills, such as healthcare 
help desks that are staffed by nurses 
or bilingual speakers.* There may not be enough people with the needed skills in a local area. 
Hosted services expand the population call centers are able to search for people with the nec
essary skills by allowing remote agents to connect and work from their local area. 

An advantage of using hosted call center service over an on-premise solution in creating 
virtual call centers is that, there is no asset management. Most on-premise solutions require 
at least a client desktop, some require a VPN and other require specialized hardware and 
software. A virtualized hosted service uses browser-based desktops and the agent interface is 
accessed through a URL. 

There are other labor cost savings associated with hosted call centers. Hosted services require 
fewer IT resources to support hosted call center services. While this normally does not result in 
reductions in workforce, it does allow IT managers to reassign resources to other projects and 
decrease the need to hire additional IT resources to support overstretched IT professionals. 

Hosted call center services enable call centers to maintain current resources and maintain 
focus on customers. Hosted services also provide benefits to the entire enterprise by allowing 
IT groups to do more with available and current resources. 

Technology Cost Management 
There are very few capital expenses needed when using hosted call center services because 
users are not required to purchase hardware or software. Moreover, the operational expenses 
are less for hosted call center services than for on-premise solutions. Unlike users of on-prem
ise solution who must purchase a block of licenses, users of hosted services pay on a per-
usage basis (for example, by minutes used on a hosted IVR, total agents scheduled in the case 
of a hosted workforce management solution, or per logged-in user per month for a hosted 
CRM). Costs are also operational expenses and not capital expenses. 

Hourly 
Annual 
Salary One Year Two Years 

Local $15.00 $31,200.00 $3,120,000.00 $3,120,000.00 

Lower Labor Costs $12.00 $24,960.00 $2,932,800.00 $2,745,600.00 

Savings $187,200.00 $374,400.00 
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Users of hosted call centers do not have to pay for additional maintenance and upgrades. On-
premise solution maintenance fees only cover the actual call center solution. They do  
not cover the hardware and operating system maintenance the solution is housed on which 
the enterprise must take on. Maintenance and upgrades are included in the monthly hosting 
fees and since there is no hardware or software to maintain, there are no additional mainte
nance fees. 

The Yankee Group estimates that businesses can save between 28% and 45% on the total 
cost of ownership when employing a hosted service compared to the cost of ownership for 
a on-premise solutions (Ask Steve: Hosted vs. On-Premise Call Center Solutions, Information 
Week, July 14, 2008). Over all, hosted call center service provide a significant technology cost 
saving which starts almost immediately. 

Buying Decisions 
As with all purchases, businesses need to complete due diligence before deciding that a 
hosted call center is the right match. Contact center management needs to complete a finan
cial lease vs. purchase analysis as part of the decision process. During the analysis call centers 
should keep the following points in mind: 

• The hosted service providers need to be able to support all markets in which the enterprise 
operates and need to have the appropriate infrastructure within the market. For example, if 
a call center is looking to open a center in the Philippines than the hosted service provider 
needs a drop, or a partner, in the region. 

• Security is an issue. Does the hosted provider utilize a public or hybrid cloud, which may ex
pose customer data to the possibility of being captured? In addition, if data is being stored at 
a hosted facility, the service provider should be able to supply PCI-DSS, ISO, or other security 
certifications. 

• What is the extent that the hosted service will be integrated with internal systems?  Call 
centers must keep in mind that the more integrations they request, the more the implementa
tion will cost. The ROI of a hosted service requiring complex integrations may actually be less 
than an on-premise solution with the same integrations over a long period (e.g. more than 
five years) due to depreciation of the on-premise solution and the upfront costs. 

• Hosted call center service providers can deliver very flexible contracts, from month-to-month 
to multiyear contract and billing options such as: by agent, by minute, by call, or many other 
models. While the enterprise will pay based on usage, the service provider many require an 
upfront service fee on estimated usage. 

• Prospective hosted call center users need to take required changes and upgrades to their 
own infrastructure into the cost of a hosted service. Businesses may have to change ISPs or 
WAN providers or upgrade existing routers, firewalls, and switches at the businesses’ expense 
in order to handle the expected network traffic of a hosted call center service. 
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Conclusion 
Hosted contact centers provide tools and capabilities that help call centers fulfill their two 
prime directives: 

• Serve our customers better than our competition 

• Serve our customers in a cost effective manner 

Hosted contact center services are flexible enough to deal with unexpected customer de
mands and volume spikes. They also provide call centers with the ability to endure severe 
weather, earthquakes and other natural and man-made disasters. 

Hosted services cloud-based operations offer technology that allows call centers to manage 
labor and technology costs. Their capacity to support virtual contact centers and at-home 
agents provide agent with a measure of work/life balance, making their lives a little better, 
which translates into happier customers. 

Hosted call center service comes in many flavors, but all types provide benefits to call centers 
and enable them to create competitive advantage in a highly competitive economy. 
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