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is the #1 driver in determining 
contact center location

Staff availability 

So should your contact center be in the cloud?
A move into the cloud is never preordained. It is critical to analyze your contact center 
challenges and opportunities, then take a totally objective approach to deployment. 

Make the right decision with
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30% 
reduction in total cost of 

ownership for cloud-based 
contact centers

of contact centers have had to make 
use of their disaster recovery plan

of new contact center agent 
seats in 2012 will be hosted

of contact centers will use
some form of SaaS by 2013

of contact centers 
looking into hiring 
home based agents

of business leaders see 
customer service as the 

next competitive battleground
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