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INTRODUCTION

What happens when they’re gone?    Will your vendor 
be capable of delivering uptime and support after 
the high intensity deployment and then over the 
long haul? That’s a big question for those responsible 
for selecting a vendor for a cloud contact center or 
IVR solution.   You’ve read the vendor’s literature, 
evaluated several solutions, met with the various 
sales and technical teams from each vendor and 
made your selection. Everything seems to be in place. 
Even the deployment went smoothly!

But, what happens after the initial deployment of a 
cloud-based contact center?   Will your vendor be 
capable of delivering uptime and support as time 
goes on?  Or.........will a vendor’s limited resources 
force them to shift focus to the next new customer, 

leaving you in the 
lurch right at the 
moment when 
you really need 
them?

This document 
examines the 
i m p o r t a n t 
c h a r a c t e r i s t i c s 

of a cloud-based contact center and IVR vendor’s 
support organization.   The goal will be to identify 
“markers” that should cause you to probe a little 
more before selecting a vendor for cloud contact 
center and IVR solutions.    

WHY IS SUPPORT AN IMPORTANT 
CONSIDERATION?

One of the key value propositions of a cloud contact 
center solution is that the telephony and networking 
infrastructure is reliable and scalable, and that the 
vendor’s support organization is not only available, 
but also exceptionally competent.   Savings derived 
from redeploying a support team dedicated to 
a premise-based system to higher value tasks is 
frequently a key contributor within a favorable ROI.   

The bottom line is that technical support for a cloud 
solution should provide:

•	 Confidence that the entire system performs as 
intended.

•	 Confidence that the system performs when 
unexpected situations arise. 

•	 Confidence that issues are resolved quickly even 
when beyond reasonable expectations.

The support a cloud-based solution vendor provides 
is essential to help organizations meet their customer 
care goals. The cloud solution support organization 
must not only react to issues but proactively partner 
with your company to insure that your customer 
can reach you when they want and can engage 
in meaningful and effective dialogs at their key 
moments of truth.

Dropped calls, unreasonable queues, and ancillary 
system outages leaving agents without required 
detail can have an exceptionally negative impact on 
customer care.

TECHNICAL ISSUES CHALLENGING SUPPORT 
ORGANIZATIONS

Every vendor WANTS to deliver excellent technical 
support.  However, it’s not an easy task.  Common 
factors challenging many support organizations 
include:

•	 Telephony + Networking - Cloud contact center 
solutions are based on a call switching and IP 
foundation.    Support organizations must be well 
versed in both technologies to ensure uptime and 
optimize performance, especially in the current 
environment where multi-channel customer 
communication is a requirement.   For example, a 
frequently occurring challenge is to ensure that SIP 
(Session Initiation Protocol) links are compatible 
between customer systems and a cloud vendor 
solution.    Many cloud contact center vendors do 
not have dedicated network operations personnel, 
requiring those with less expertise to struggle 
with the customer as new systems are integrated 
beyond the initial deployment.

•	 System and Transport Integration - Linking 
a multitude of existing databases, workforce 
management, knowledge bases and other 
systems  with a cloud contact center along with 
integration to telephony and network access gets 
more complex every day.   A decision to move to 
a cloud contact center solution usually means that 
a vendor has to step up to not only suggest how 
to customize access, but in many cases directly 
assist with the integration.  A technical support 
group with diverse knowledge and a wide range 
of technical experience is required in today’s cloud 
contact center solutions.
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•	 Call Volume Fluctuations - Perhaps the most 
challenging aspect for any organization 
supporting a contact center is unpredictable 
call volume.   Call surge conditions can suddenly 
occur, stressing the infrastructure.    A vendor’s 
technical support organization must be staffed 
with immediate access to specialists in specific 
areas of expertise to address these situations.  A 
cloud solution must use monitoring tools and 
employ back-up strategies to ensure uptime.    
 
Some vendor’s technical support organizations 
simply react without being prepared with a team 
to respond and execute.   They do not have the 
dedicated technical expertise on a support staff or 
a multi-level support plan beyond checking with 
development engineers.

ORGANIZATIONAL ISSUES IMPACTING 
CLOUD CONTACT CENTER SUPPORT

A technical support organization for a cloud 
contact center solution should be staffed to provide 
proactive analysis and communication as well as to 
react to unexpected situations.   Vendors with limited 
resources tend to cut back on support staffing, 
primarily because everyone has to multi-task.   

In these organizations support is considered 
“non-revenue generating”.    Income  needs to be 
generated to remain viable.  As a result, support 
staffs are frequently encouraged to focus on the next 
deployment at the expense of existing customers.  

This is not to say that existing customers are 
completely ignored.  Rather, it’s the proactive contact 
that is usually lacking as well as staffing for specific 
areas of expertise.   Every member of the support 
team knows a little bit about everything by necessity.   
The downside is that more troublesome issues can 
take longer to resolve with out in depth knowledge 
of the technology.

How can one tell if a technical support team will 
be up to the task beyond the initial virtual contact 
center deployment?   Ensure that there is no single 
person required to rely upon as the source for triage 
and resolution.    Look for a vendor that has a support 
organization without communication choke points.   
A vendor will most likely not admit to having any 
weak links in the support chain, so it might take some 
probing.  Following are some insights  that should at 
least be cause for additional investigation.   

•	 The	 Harried	
Sales	 Person - He or 
she is the single point 
of contact for all 
matters.    These types 
are usually energetic 
(or they would not 
have lasted), as they 

chase engineering and support staff to help out 
with any type of customer impacting issues.   

- The Issue: Support is usually not the primary 
responsibility for sales or account management.   
Delays occur as sales struggles to relay information 
or expound on the sense of urgency.  They are forced 
to juggle deployment monitoring, prospecting for 
new business AND making sure existing customers 
are happy.   As a result, response to a technical 
problem may be delayed.  Additionally, monitoring 
and tracking tends to be an afterthought.   The 
“Harried Sales Person” situation is characterized by 
“in the moment”  fire fighting.

•	 The	 Legend - Almost every 
support organization has 
their superstars.  For many 
smaller organizations, 
this is a person with some 
knowledge across all 
systems.    This person may 
have been a member of 
the engineering staff that 
has moved to support by 
necessity.   Everyone will be 
impressed with this person’s 
experience and knowledge.

- The Issue:  There is usually only one legend, 
especially for smaller organizations!   The Legend 
tends to be readily available during deployment, 
but becomes increasingly scarce post-deployment.   
Why?  Because the Legend needs to focus on new 
customer deployments.    Lack of access to the 
Legend can make support challenging as junior 
support members wait for response from the 
Legend.   Also, Legends tend to get stressed as 
they are pulled in many simultaneous directions, 
making them less effective as they become spread 
thin.
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•	 The	 Multi-Titled	 Exec 
- CTO or Vice President of 
Engineering AND Support 
are usually encountered 
for these multi-tasking 
executives responsible 
for technical support 
and frequently more.   
Coordination between 
engineering and support is 
mentioned by these busy 
multi-group leaders.  

- The Issue: Support tends to take a back seat in 
these organizations as new features and functions 
get prioritized.    Coordination between engineering 
and support might sound good on the surface, 
but frequently the groups are not as integrated 
as they portray themselves to be during the sales 
phase.   As a result, the Multi-Titled Exec might not 
be as visible post deployment, and support teams 
may struggle to implement fixes as they vie for 
engineering cycles. 

7 SUPPORT QUESTIONS TO ANSWER

Peel back the onion a layer or two to get a true 
picture of the support organization for the vendor 
you will be partnering with.   Remember, expect 
all vendors you interview to claim good if not 
exceptional technical support resources when 
engaged in the evaluation and sales process.   There 
are however some points of interest to consider in 
gauging the robustness of a support organization. 

1. Number of dedicated support staff - How many 
staff are focused on support?  This is not to say 
that sheer number equals better support.  Rather, 
it should serve to ferret out situations where the 
count is really engineers focused on development 
that ALSO help with support. 

Look for a technical support infrastructure with 
specialty areas such as networking and IVR clearly 
identified.   Make sure to not rely on “The Legend”, 
but rather a competent team available around 
the clock for any issue that may arise.

2. Existence of a NOC (Network Operations Center) - 
Monitoring and control starts with a well staffed 
NOC.   In some cases, a cloud contact solutions 
provider may not actually maintain their own 
NOC.  As a result, cost considerations may 

discourage proactive analysis or even delays in 
re-routing and network configuration during a 
call spike.

Look for evidence that a vendor has complete 
control over their NOC.  Ask what type of 
monitoring & reporting tools they use to ensure 
NOC uptime is a priority.   Make a visit to the NOC 
so you can verify performance monitoring and  
emergency procedures.

3. Experience within the Support organization – 
Ask about the experience of the support staff 
beyond 1 or 2 lead managers.    Try to get a sense 
if the vendor is committed to providing good 
support by staffing with competent individuals.  
Geographic distribution is a plus to optimize 
around the clock support across all time zones. 
 
Look for the level of experience across all support 
disciplines such as networking, applications, and 
voice user interface design.   Does the support 
team consist of engineers that are  experienced 
personnel dedicated to technical support?

4. Network Operations Knowledge – Why discern 
between application support and network 
operations support?   Each requires a deep 
understanding from a support staff that can 
only be acquired through specialization and 
experience.   In fact, in today’s environment 
network protocols make integration more 
complex.   It’s not just IP, but variations of SIP and 
related issues that demand support knowledge. 
 
Look for specific network expertise within the 
support organization.    Do not settle for the 
explanation that “our support covers all issues”.   
Ask about the experience of those responsible for 
network support as well as if there are dedicated 
resources to help resolve networking issues.

5. Proactive Monitoring – Are any proactive services 
offered?  Support organizations strapped for 
resources tend to default to alarm monitoring 
rather than pre-emptive action.   Proactive 
communications is the last thing on a vendor’s  
mind when limited by resources as they struggle 
to keep up with inbound requests.

Look for evidence of monitoring beyond reacting 
to “red lights”.  Will NOC personnel suggest system 
configuration or network routing adjustments?  
Proactive communication including a track record 
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of regular meetings and conference calls with the 
support team (not just the sales person) is a good 
indication of a capable technical support group.

6. Direct Support Staff Relationships – A cloud-based 
contact center does not have to mean that the 
support team is some unknown organization 
that hopefully can fix things behind the scenes.  
Less capable support organizations tend to avoid 
direct contact with their support team members 
simply because many of them are doing 
something else for a better part of their day.

Look for a support team from a cloud contact 
center solution provider that seeks to directly 
engage with your key staff members.  Regular 
meetings and quarterly updates help to ensure 
performance is on track while also encouraging 
consideration of how to improve customer care 
or add features to differentiate from competitors.

7. Experience with Meaningful Call Volume – Does 
the support organization possess the mettle 
to deal with inconsistent or unpredictable call 
volume?    The robustness of cloud contact center 
infrastructure is certainly the foundation for 
uptime at any call volume, but technical support 
experience, preparation and ability to deliver as 
telephony and networking is stressed also factors 
into how a support team will perform when you 
really need them.

Ask about the highest call volume that the 
support team has had to deal with.   Were calls 
per day measured in the thousands, millions, or 
somewhere in between.   Lower call volumes 
(thousands per day) could indicate little 
experience when faced with high call volume or 
spike conditions.     Also ask if the support team 
has implemented any processes to ensure uptime 
if calls suddenly surge to unexpected levels.

IVR & SPEECH RECOGNITION SUPPORT

Interactive voice recognition systems require special 
attention to maintain at optimal performance 
over time.   Voice prompts and interactive dialogs 
generally come to mind.     However, frequently more 
worthy of attention is monitoring performance with 
a focus on back-end integration.   In many cases 
dialog failure occurs due to an inability to deliver 
data from a database or web service, not because of 
recognition inaccuracies.  

Look for vendors that continuously monitor all 
aspects of an IVR or speech recognition solution.   
Those that keep history and evaluate trends can 
be especially effective.  In particular, check to see 
if there is any attempt to monitor systems that are 
actually out of their control.   Support teams capable 
of discerning where errors are emanating from will 
likely be able to step in and suggest troubleshooting 
tips before expensive tuning tasks are undertaken.

MANAGING SUPPORT INTERACTIONS

Keeping track of support inquiries can become 
confusing if a ticketing and incident management 
system is not in place.    Support groups demonstrating 
best practices will generally offer some type of web-
based system to facilitate request and resolution 
management, along with a knowledge base for self-
help topics.  

Remember that support interactions are not always 
emergencies.   As time goes on there may be 
multiple requests for analysis or system adjustments 
emanating from a number of individuals or groups 
within your organization.    The ability to identify, 
search and report on all activity becomes increasing 
valuable as time goes on and requests increase.    

POST-DEPLOYMENT RELATIONSHIP

A cloud contact center and IVR support group should 
function as an extension of your team with the cost 
benefit of not adding to your payroll.   Cloud-based 
contact center support groups that can engage 
beyond emergency response are those that are 
staffed beyond triage and fix.   

A support team relationship should be characterized 
by regular direct contact, ability to reach the right 
person when you really need action, and evidence 
that the support team steps beyond with proactive 
outreach.
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About VoltDelta® Entourage Contact Center Support

VoltDelta’s Entourage virtual contact center and IVR support organization 
is based upon three centers of excellence; application support, network 
operations and IVR optimizations  tuning.   A large staff of  Entourage 
support engineers deployed across North America deliver coordinated 
support for a wide range of VoltDelta products and solutions.

VoltDelta’s Entourage team has decades of 
experience built from supporting a hosted 
telephony and networking platform handling 
more than 2 billion calls per year in North America.   
Redundant Network Operations Centers (NOCs) in 
North America with additional hosting facilities in 
the U.K. and Germany enable exceptional virtual 
contact center and IVR support.

About VoltDelta® 

VoltDelta is a global cloud-based contact center provider with 35 years of 
experience.   We perform intelligent, data-driven contact management to 
optimize your customer’s journey.   VoltDelta rapidly tailors and integrates 
our multi-channel contact center solutions to enable you to increase 
revenue, boost retention and reduce operating costs with proven scalability 
and reliability.   VoltDelta is part of NewNet Communication Technologies.   

Find out more at www.VoltDelta.com.

VoltDelta			•			info@VoltDelta.com		•		www.VoltDelta.com
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