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Wainhouse Research Definition:  

Combining digital tools, data, and predictive 

analysis to redefine business methods, 

automate and eliminate legacy workflow, 

enhance internal and external 

engagements, and ultimately optimize 

business outcomes.
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“Wow, they 

really get 

me!”

Digital Transformation
“It is not the strongest of the species that survives, nor the 

most intelligent that survives. It is the one that is the most 

adaptable to change”     

- Charles Darwin | English Naturalist and Geologist
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• Relationship versus Transaction

• Brand Identity

• Shifting Expectations

• Independent of time / geography

• Generational culture

• Mobile first

• “Support me on my terms”

• Help me based on the way I  

consume information the best

• Omni – Channel

• Optimize Outcomes
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Enhance Engagement “Tweet others the way you want to be tweeted.”

― Germany Kent
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Example Campaign
“I love me some  me!”

― Terrell Owens (former NFL Football player)
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Statistics
“I'm doing everything that I can, working with experts, really studying the 

statistics to figure out a way we can make it cool or normal to be kind and 

loving. ”

― Lady Gaga

• Companies that developed social care capabilities improved YoY revenue per contact by 18.8% over 

companies without social customer service.  - Twitter

• 62% of global consumers have stopped doing business with a brand or organization due to a poor 

customer service experience – Mircrosoft

• 44% of millennials say they are loyal to brands they buy, and 52% choose quality over price. – IRI

• 77% of US online adults say that valuing their time is the most important thing a company can do 

to provide them with good service – Forrester

• Brands in the UK are currently losing nearly 15 billion annually due to poor customer service  -

ClickSoftware Survey

• 81% of all consumers agree that it is frustrating to be tied to a phone or computer to wait for 

customer service help. – The Harris Poll and OneReach
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Factors generating the discussion 

to refresh or replace the Contact 

Center

• Churn

• Competition

• Revenue

• Profitability
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Compelling Event
“Everyone who has ever taken a shower has had an idea. 

It's the person who gets out of the shower, dries off, and 

does something about it that makes a difference.”

― Nolan Bushnell
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• Omni Channel

• Mobile centric, rather than voice 

centric

• Persistent Engagement History

• Unified Experience across 

channels

• Flexibility

• Scalability

• Extensibility

• Cloud Migration

7

Modern Contact Center 
Requirements

“Customers don't just want another cool product or 

service, they want to have an experience worth sharing”

― Bernard Kelvin Clive
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The Challenge
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“There are risks and costs to action. But they are far less 

than the long-range risks of comfortable inaction. “

- John F. Kennedy

• Decision Makers

• Agents

• Supervisor

• Operations

• Business Owner

• Digital Marketing

• IT

• Cost

• Complexity

• Disruption
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CPaaS-born CC Solutions
“Patience is also a form of Action.”

- Auguste Rodin

Talkdesk

• Originally conceived in 2011

• Over $100 million funding 

• Fast Growth

• Incumbents wind

• Built on top of Twilio

Twilio Flex

• Originated in 2018 -

• Needed to bridge the gap

• Enterprise adoption is complex

Amazon Connect

• Originated in 2017

• Used by Amazon as their contact center….

• Illustrates need for team that knows the 

platform
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Key Takeaways
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“Start with the end in mind.”

-Stephen  R. Covey

The digital age is changing the way customers want to engage with brands

Organizations must adapt to how customers want to engage to develop a lasting relationship

CPaaS promises a compelling method to transform the Contact Center operation

Most organizations are not prepared to “operationalize” a CPaaS implementation as a true 

Contact Center replacement solution
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Wainhouse Research (http://www.wainhouse.com) provides strategic guidance and insight on products and services for collaboration and 

conferencing applications within Unified Communications.  Our global client base includes established and new technology suppliers and service 

providers, as well as enterprise users of voice, video, streaming, and web collaboration solutions.  The company provides market research and 

consulting, produces conferences on technology trends and customer experiences, publishes a free weekly newsletter, and speaks at client and 

industry events.

Jeremy DuPont is an Analyst with Wainhouse research covering Unified Communications and Conferencing (UC&C) and more 

specifically helps to lead coverage of UC as a Service (UCaaS) by providing his unique, experience-driven perspectives from the 

service provider and enterprise end user viewpoints. He also brings these perspectives to client consulting projects - specifically (but 

not limited to) strategic UC services planning, custom customer research, and sales enablement efforts.  Jeremy brings over twenty 

years of industry experience to WR, which includes product management roles at Voyant, Genesys Conferencing, and, most recently, 

Level3 Communications where he was a Senior Product Manager of Unified Communications & Collaboration services.  He is a 

graduate of the University of Colorado with a B.S.B.A in Marketing and an MBA focusing on Technology Innovation Management.  

Jeremy is based in Denver Colorado from which he serves WR clients globally.  He can be reached at jdupont@wainhouse.com.

About the Author

The information contained herein has been obtained from sources believed to be reliable. Wainhouse Research shall have no liability for errors, omissions or inadequacies in the information contained herein 

or for interpretations thereof. The reader assumes sole responsibility for the selection of these materials to achieve its intended results. The opinions expressed herein are subject to change without notice.
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