The 6-Question Checklist for Choosing a CCaaS Vendor

Selecting the right Contact Center as a Service (CCaaS) platform is one of the most critical technology decisions your organization will

make. With customer expectations at an all-time high and digital transformation accelerating across industries, the stakes have never
been higher.



Question 1: Al & Analytics That Actually Work

Beyond the Al Hype

Every CCaaS vendor claims Al capabilities, but the reality varies dramatically. Focus on practical applications that deliver
measurable business value, not flashy demos that don't translate to real-world performance.

73% 45% 28%

of organizations report Al features that improvement in first-call resolution reduction in average handle time
underperform vendor promises with properly implemented Al routing using effective agent assist tools

Essential Analytics & Al Capabilities

Real-Time Dashboards Sentiment Analysis

Live visibility into queue status, agent performance, and Automatic detection of customer emotion and satisfaction
customer satisfaction metrics. Look for customizable views levels across all channels. This should trigger escalation
that match your management structure and KPIs. workflows and coaching opportunities.

Speech & Text Analytics Intelligent Routing

Comprehensive analysis of customer interactions to Al-powered customer routing based on intent, history,
identify trends, compliance issues, and improvement agent skills, and real-time conditions. Should reduce
opportunities across your entire contact center. transfers and improve resolution rates.

Agent Assist Predictive Forecasting

Real-time suggestions, knowledge base integration, and Accurate volume and staffing predictions based on
next-best-action recommendations that help agents historical data, seasonal patterns, and business events to
resolve issues faster and more effectively. optimize resource allocation.

"The best Al implementations are invisible to customers but transformative for agents and managers. Focus on
vendors who can demonstrate clear ROl metrics, not just impressive technology demos." - Scott Sayler, Crimson
Technology



Question 2: Channel Coverage & Future-Proofing
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Voice Live Chat SMS & Messaging

Traditional phone support remains Real-time messaging for instant Text-based communication

the backbone of customer service, customer support, with features including SMS, WhatsApp, and
requiring crystal-clear audio like typing indicators and file other popular messaging
quality and advanced call routing sharing capabilities. platforms your customers prefer.

capabilities.
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Email Support Social Media Video Support
Comprehensive email Monitor and respond to customer Face-to-face customer interactions
management with automated inquiries across Facebook, Twitter, for complex issues requiring visual
routing, templates, and integration Instagram, and other social demonstration or personal
with your existing email systems. platforms from one interface. connection.

Crimson Compass: Can you easily add new channels without a major platform rebuild? The best CCaaS
solutions offer plug-and-play channel additions that don't require extensive IT resources or system downtime.

Your customers expect seamless transitions between channels. They might start a conversation via chat, continue it over

email, and finish with a phone call — all while maintaining context and conversation history. Does your potential vendor
deliver this ?



Question 3: Integration Ecosystem Compatibility

Essential Integration Categories

Your CCaaS platform doesn't operate in isolation. It needs to
seamlessly connect with your existing technology infrastructure to
provide agents with complete customer context and streamline
workflows.
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CRM Systems

Salesforce, HubSpot, Microsoft
Dynamics, and other customer
relationship management bidirectional data flow to ensure

platforms must sync customer no customer inquiry falls through
data, interaction history, and case the cracks.

information in real-time.

Ticketing Systems

Zendesk, ServiceNow, Freshdesk,
and similar platforms need
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Workforce Management

Scheduling, forecasting, and analytics tools that help optimize agent
productivity and ensure adequate coverage across all channels.

Pre-Built vs. Custom

Integrations

Look for vendors offering
extensive marketplace
integrations. Custom API work
should be the exception, not the
rule. Every custom integration
adds complexity, cost, and
potential failure points.

IT Resource Requirements

Will your IT team need to
dedicate significant resources to
integration work? The best
solutions minimize technical
overhead while maximizing
functionality.
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"The best CCaaSs platforms offer pre-built
integrations that work out of the box, not
custom development projects that take
months to implement." - Scott Sayer,
Crimson Technology

Future-Proofing

As your tech stack evolves, can
the CCaaSs platform adapt? Look
for open APIs and a track record
of keeping pace with technology
changes.



Question 4: Total Cost of Ownership Reality Check

The sticker price is just the beginning. Smart buyers dig deeper to understand the over the
entire contract lifecycle.

40% 6-18 S50K

Hidden Costs Months Training Investment
Average percentage of additional costs Typical implementation timeline that Average cost for comprehensive agent
beyond base licensing that impacts your ROI calculation and and administrator training across a
organizations discover after resource allocation mid-size organization

implementation

Cost Categories to Evaluate

Setup & Migration Ongoing Operations Scaling Considerations

e Professional services fees e Monthly/annual licensing e Seasonal demand flexibility

e Data migration costs e Support tier pricing e Agent seat scaling

e Configuration and e API call limitations e Feature upgrade costs
customization e Storage and bandwidth fees e Geographic expansion fees

e Testing and validation

Crimson Compass: Ask vendors for a detailed TCO calculator that includes all potential costs over a 3-year
period. Be wary of vendors who can't provide transparent pricing for commmon scenarios.



Question 5: Security, Compliance & Reliability
Standards

In today's regulatory environment, security and compliance aren't optional features — they're fundamental
requirements that can make or break your CCaaS implementation.

Uptime Guarantees Compliance Certifications Data Sovereignty

should be the HIPAA, PCI-DSS, GDPR, SOC 2 Type Where is your data stored and
mMinimum expectation. This Il, and industry-specific processed? Many organizations
translates to less than 53 minutes requirements. Verify current require data residency in specific
of downtime per year. Look for certifications and understand the geographic regions for regulatory
vendors with proven track records vendor's commitment to or security reasons. Ensure your
and transparent uptime reporting. maintaining compliance as vendor can accommodate these

regulations evolve. requirements.

Critical Security & Reliability Features

Disaster Recovery Security Monitoring
Automatic failover to secondary data 24/7 security operations center (SOC)
centers with minimal service disruption. monitoring, threat detection, and incident
Recovery time objectives (RTO) should be response capabilities to protect your
Mmeasured in minutes, not hours. customer data and communications.
1 2 3 4
Regional Redundancy Encryption Standards
Multiple data centers across different End-to-end encryption for all customer
geographic regions to ensure service communications, data at rest encryption,
continuity even during major regional and secure key management practices
outages or natural disasters. that meet enterprise security
requirements.
$4,500,000.00 -
$3,000,000.00 4
$1,500,000.00 4

$0.00 T T
Data Breach Service Outage  Compliance Violation System Compromise

The financial impact of security incidents and compliance failures far exceeds the cost of implementing robust security
measures. Choose vendors who treat security as a core competency, not an afterthought.



Question 6: Cloud Provider Alignment & Cost

Optimization

Here's a critical consideration that many organizations overlook:

Existing Commitments

Most enterprises have minimum
spend commitments with major
cloud providers — AWS, Microsoft
Azure, or Google Cloud Platform.

25%

Average Savings

=

Credit Utilization

CCaaS solutions running natively on
your contracted cloud platform can
help you maximize existing credits
and meet minimum spend
requirements.
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Cost Optimization

Failing to consider cloud alignment
could result in paying full price for
CCaa$S while leaving contracted
cloud credits unused.

60%

Credit Utilization

Average annual cloud spend Percentage of organizations not fully
commitment for large enterprises that utilizing their contracted cloud credits
could offset CCaaS costs

Typical cost reduction when leveraging
existing cloud credits for CCaaS
deployment

Crimson Compass: Before finalizing your CCaa$S vendor selection, consult with your cloud procurement team to
understand your current commitments and credit balances. This single conversation could save your
organization hundreds of thousands of dollars.

"The most successful CCaaS implementations align with existing technology investments and procurement
strategies. Don't let vendor selection happen in isolation from your broader cloud strategy." Scott Sayler, Crimson
Technology
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