Buyer's guide for

CALL CENTER
SOFTWARE

J

&

2020

cloudtalk



Contents

Section 01

Who is a call center software for & why
should you have one?

Section 02

Why should you use cloud call center software?

Section 03

How to choose a proper call center software?
Section 04
What factors should you keep in mind when

choosing a call center software?

Section 05

Top call center software providers

Section 06

Implementing the chosen call center solution

Section 07

What's next for your call center?

Summary

14

20

26

32

35

39


https://www.cloudtalk.io/

Who is a call
center software
for & why should
you have one?

ttttttttttttttttttttttt


https://www.cloudtalk.io/

Who is a call center
software for & why should
you have one?

A few years ago, only large companies could have afforded running
their own call center. What's more, its functions were pretty limited in
many ways. Even now, when you hear the term "“call center”, the first
thing that most likely comes to your mind is a huge open space filled
with identical desks and hundreds of agents dialing phone numbers
gathered in spreadsheets. Of course, with headsets on. You might
even imagine monotonous, mundane tasks, and activities related
more to telemarketing than to anything else. A boring place with limit-
ed business purposes.

Now the reality is way different. Today, no company can function
without a contact center that makes it possible to get in touch with
customers, prospective clients, suppliers, and business partners.
What's more, there are ready-to-use call center tools out there that
even small organizations can afford to build their own contact cen-
ters.

To put it simply, call center software helps to handle inbound, as well
as outbound calls. Of course, the common use of a call center soft-
ware revolves around offering support to the existing customers. But,
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call centers can also be aimed at obtaining new business opportu-
nities, offering telesales, advertising products or services, providing
technical support, collecting receivables, conducting surveys, running
marketing campaigns... The possibilities here are endless.

Let's dive deeper into them, and see how exactly you can use call
center software and choose the best service provider for your
needs.

Phone-based customer service

If your customer service agents deal with the stream of phone calls
from existing clients, traditional phone connections and spreadsheets
may not be enough to offer your customers the support they deserve
and need. Fortunately, you can use call center software to organize
all activities related to inbound phone interactions with your clients.

With the right solution, all data related to the customer queries are
accessible in one place, organized, and easy to filter. Easily accessi-
ble information and contact history, in turn, are a must-have for your
agents to assist your customers and quickly respond to their queries,
resolving them in real-time. A single management system also makes
it easier to measure customer satisfaction and improve your service
with advanced analytics like sentiment analytics or tracking call ac-

tivity, e.g., real-time dashboard.

Cold calling & outbound sales

If you sell products or services over the phone and your sales reps
make lots of calls daily, you surely need to have a call center soft-
ware in place. First of all, it automates many tasks, helping you reach
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more potential buyers and convert them thanks to features like emo-
tion analytics, auto-dialers, callback, and integrations with major
CRMs. It's also easier to measure your reps' performance and con-
trol their work, as all data about their daily activities are stored in
the software you use. You can also do it by analyzing call recordings,

which you can also use later for training and coaching purposes.

A comprehensive solution can also support you in creating
cold calling scripts for each sales scenario. You will need them while

running outbound activities. Relevant templates are also vital to en-
sure your communication is effective.
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Lead qualification

Sometimes, companies own endless contact lists and databases,
which put the focus on quantity rather than quality. It's very tempting
to make assumptions about the number of potential customers you
can get if, for example, you have a database of 20,000 contacts avail-
able.

The problem occurs when you realize that you are spending too many
resources (time and money) on leads that are far from being your tar-
get customers. Instead of trying to convert them all, you can qualify
(or disqualify) them with a single welcome call and decide if they are
a fit for your sales team or not.

And obviously, you can use your call center software to do so. Hire @
sales development rep (SDR), arm them with the right tools, introduce
a phone qualification process, and start filtering your leads.

Market research

To expand market share, organizations should have a deep under-
standing of their competitors, target audience, and client base. There
are a few ways to gather all this information, and with a call center
implemented - you'll have all the right tools to run a market study, in-
dustry analysis, marketing campaign, campaign performance report-
ing, or survey among your customers (or contacts).

As with the outbound sales, call center software makes it easier to
streamline all activities related to reaching out to the outside world.
A phone conversation is the easiest and most effective way to gather
insights about your company, your customers' expectations, or mar-
keting your new product.
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Why should you use cloud
call center software?

As stated above, call center software can apply to and facilitate
many business activities. But, in essence, it doesn't only create the in-
frastructure for your communication with the outside world. It also
delivers additional values and offers multiple advantages delivered
across your company's departments.

Being in the cloud

You can run a call center from anywhere in the world with
a fraction of the cost of a regular on-premise call center
software. There are no complicated installations, hard-
ware, or local storage space required - what's needed

is a proper device, headphones, and Internet connection
to make and receive calls. The actual software is set up,
maintained, and upgraded by the call center software
provider, which also offers additional support during the
whole process.
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Personalized service

With professional call center software in place, you are
able to offer each customer and a potential client a per-
sonalized experience. Your support agents and sales reps
can access the contact information of each user in sec-
onds, check the history of their interactions with your
company, and assist them with each and every query
hassle-free.

Costs reduction

Building and maintaining an in-house call center infra-
structure and hardware is time-consuming and pretty ex-
pensive. It also requires hiring and managing IT staff re-
sponsible for the technical support of your call center.

If you implement dedicated software instead, all these
costs are gone. Not to mention that a reliable solution
also increases the productivity of your employees. Speak-
ing of...

Productivity boost

If you choose your call center software wisely, it will be
packed with intuitive and automated features related to
both reps’ work and reporting. Options such as call tag-
ging, predictive dialer or skills-based call routing can help
you eliminate repetitive, mundane tasks, and increase the
efficiency of your employees in the process. Not to men-
tion that detailed statistics and monitoring will help you
introduce smart KPIs and measure the productivity of
each agent.
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Improved security

Call centers deal with lots of sensitive data. That's why
this kind of solution, if designed well, is highly secure.
They offer robust security protocols, compliance, and sys-
tem maintenance to keep your call center operation se-
cure and up and running all the time.

Accessibility

In general, consumers expect a real-time response, 24/7.
Research shows that at each stage of contact with the

brand, buyers defined quick contact with a salesperson

as "important” or “very important”. They indicated this in
82% of cases when they had sales or marketing related

questions.

“
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One of the key factors for companies in this new era of
communication is accessibility. Now customers are used
to comparing, researching, and trying to solve their issues
in seconds. That's why it's crucial for any company to be
accessible and ready to address all queries that occur at
any phase of the buyer's journey. Purchase decisions are
made in the heat of the moment, and it's this positive in-
teraction with the brand that speeds up the process, as
long as the product or service matches the customer's
needs.

Operational flexibility

Modern call center software is a comprehensive, all-in-
one solution that can do much more than just manage
calls and information. Such tools are easy to use even by
new agents and are designed to accommodate multiple
types of operations simultaneously. The software can be
integrated with your existing applications for CRM, CEM,
e-commerce, marketing solutions, and others, building

a powerful platform within your company. The best call
center software is also highly customizable to meet all
kinds of organizational needs.

Brand image and recognition

Owning a professional call center software not only helps
to support your customers, sell more and achieve your
goals, but it's also an unbeatable way to create and nur-
ture a professional brand image of your business.
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When a person interacts with a company on the phone,
the first impression says a lot and will be decisive when

it comes to tipping the balance in favor of your prod-

uct or service. Using a call center software pow-

ered by advanced features such as call queuing or
intelligent call routing will make the difference in terms of
professionalism and brand image, and will help convey to
the customer the message that they are talking to a seri-

ous and reliable company.
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How to choose a proper
call center software?

When it comes to choosing the best call center for your needs, it

pays off to use a different strategy depending on your starting point.
Have you been running a call center for months (or years) already and
you'd like to another software provider? Or maybe you're setting up @
contact center from scratch?

In each of these cases, you should focus on different factors, which is
why we summarised them below.

Choosing a phone system
for a new call center

Picking one of the many options available on the market can be
daunting, especially if it's your very first call center. Keep in mind that
your call center will keep growing — and your software should grow
together with you. Some choices may work well at the start but later
you may find out that they don't scale too well.

And that's not the only issue: every change of call center software is
time-consuming — and time is money. This is why it pays off to choose
a flexible, cloud based call center solution at the start to avoid extra
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hassle later.

Even when you decide on the basic pricing plan, be sure

to see what's included in the more extended offers.

We're going

to discuss all the factors and features worth keeping in

mind later on, but here are some of the most important ones to get

you started:

Cloud first - Compare the advantages and disadvan-
tages of being in the cloud. Low initial costs and easy
scaling make cloud the number one choice for companies
looking for new call center software in 2020.

Mobile app - Think about cases when your call center
agents would need to work remotely. When your call cen-
ter software comes with a mobile app, this would give
them a lot of flexibility. They would be able to pick up
calls on the go, no matter where they are.

Pricing — When you make the choice, have a closer look
at the pricing logic. Will the company charge a set price
every month, or does it charge separately for every call
center agent? Consider different scenarios that may take
place in the future and see how the prices may change
along the way.

Coverage - Is there any chance that your call cen-

ter will need international coverage, either now or in the
future? Even if you start locally, you might consider ex-
pansion later on. It's important to see which countries
are covered by the phone system of your choice. For in-
stance, CloudTalk works in more than 70 countries across

different continents.
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Integrations - Make a list of all the tools you're already
using. If you're working with a particular sales CRM (e.g.
Pidedrive, Zoho or Hubspot) or help desk software, you
will probably need to integrate it with call center soft-
ware of your choice.

Power dialer / Smart dialer - Have a look at more
advanced features that are offered by different provid-
ers, especially Smart dialer. It's a powerful solution that
automatically scans the available content in search of
phone numbers, which are then being added to your call-
ing queue and can be dialed with a single click.

Switching to another cloud
call center software

No company should be forced to deal with a cloud call center soft-
ware that limits their options and can't be adapted to their business
needs. If you're frustrated with the current service provider, it's time to
make the change.

Here are some of our best tips to get it all right:

Test the solution first.

Most software providers offer free trial periods, usual-

ly for more or less two weeks. This way, you can see if
the app works smoothly, which features are included and
whether you actually enjoy using it. Keep in mind that
you're looking for something significantly better than your
previous solution.
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Focus on the intuitiveness.

Speaking of — when you're trying out a new tool, don't
overlook your first impressions. If you feel that the app is
not intuitive and you have to spend a lot of time to figure
it out, it is a potential red flag. Not everything has to be
crystal clear from the start, but if you're not really feeling
comfortable with the app, it's probably not going to get

any better in the future.

Consider the ease of transition.

Changing from one call center system to another always
comes with extra work. Because of that, the objective is
to make it as hassle-free as possible. If you're not sure
what you'll need to do, don't hesitate to talk to a custom-
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er support representative. They will be happy to explain
all the details and you'll know exactly how much time and
resources you're going to need.

Some tools might even offer migration services or au-
tomated migration of your data which makes it easi-

er to switch. To give you an example: CloudTalk has ex-
perienced a surplus of customers switching from Aircall,
which is why they introduced an Aircall migration feature.

Check system reliability.

When you choose a cloud call center solution, service
quality has to be impeccable. This can only be achieved
with a reliable call center system. Many things can be
tested during the trial period yet it also pays off to do
some in-depth research. You can check, for instance, how
many data centers are used by the company or check
each provider's status page for recent uptime..

Set your priorities.

Last but not least, have a look at the features you've
been using most frequently. Figure out what are the most
important ones for your team and treat these as a prior-
ity. For instance, most inbound call center teams make
good use of ACD (automated call distribution), while out-
bound salespeople will find it hard to work without the
right integrations.
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What factors should
you keep in mind when
choosing a call center
software?

No matter if you're starting your own call center or you're just look-
ing for a new tool for your existing one - choosing the right call center
software might get overwhelming at times. With the wide offer avail-
able on the market, it's good to have some points on mind letting you
focus on what is essential. That is why you'll find here a few important
factors that will help you make the right decision.

Call quality and uptime

The quality and reliability of the service are the most im-
portant factors to look at. No matter the number of ad-
vanced features, integrations, and benefits - you can't
make good use of them if the call center system is not
working properly and the quality of calls is poor. That's
precisely why you should look for a cloud call center solu-
tion that offers the maximum quality of calls with guaran-

teed latency and minimal jitter.
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Ease of making & receiving calls

The first and most important task of a good call cen-

ter tool is to make the process of calling easier for your
team. So, it should be intuitive, automated where pos-
sible, and with a user-friendly interface. Take a look at
the list of features available. If you find there options like
Smart Dialer that helps you to call a list of your contacts

with a single click, or call tagging to manage and orga-
nize them more easily, this could be a good solution.

International numbers offer

An important factor for your customers when deciding
whether to call you or not is the cost of the call - espe-
cially if you operate on the international market. Make
sure your call center has an option of a toll-free number
and an international number, to make getting in touch
easier than ever.

back to contents
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Options for call routing

It may actually be the first feature you should focus on,
as it ensures that each call will be received by the right
agent in the correct department. It impacts your cus-
tomer service on various levels. Starting from the speed
of providing a relevant response, to the overall satisfac-
tion of your customers who aren't redirected from one
agent to another, adequately set call routing may be a
game-changer.

Level of security

In times when the data security breach becomes the
nightmare of almost all companies, ensuring your call
center solution takes the issue seriously is definite-

ly on the list of deciding factors. If the company offer is
compliant with the General Data Protection Regulation
(GDPR), you can be assured your sensitive data is stored
safely.

Range of integrations

The more your tools interconnect, the easier it is for you.
No need to copy and paste and to keep in mind some
manual synchronization: you get all the relevant data
across your software. Think about all the tools you cur-
rently use and can't live without, and then search for @
call center tool that supports them.
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Reporting and analytics

An ideal call center tool will not only help you boost
your results by streamlining the workflow, but also by
giving you insights into improving your performance.
That's where the analytics features show their potential.
Call statistics and agent reporting are the very basis for

evaluating your actions, yet you can go further than that.

An important factor is also the visual and usability sides
of the analytics. If your data is presented in a way you
can't understand at first glance, chances are you won't
make the most of it. That is where a custom reporting
feature may be useful: you can adjust your reports to
present data relevant to your business in a way you can
use it without hassle.

Possibility of upscaling and
downscaling your plan

When choosing a call center tool, you probably don't wish
to change it anytime soon. That is why you should take
into account how flexible the tool is, so it can grow with
your business. Translating it into factors to keep in mind,
think about how much effort does it take to add or re-
move your agents: can you do it yourself, or do you need
assistance from your provider? Also, do you have to stick
to one package for a year, or can you change it accord-
ing to your needs?

This factor is vital if your business is still in the phase of
growth, or if you're planning to develop it further. That's
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why a pay-as-you-go pricing or additional features to pick
up as you need, can meet your needs no matter how they
change.

Free trial

All of the factors mentioned above won't make a differ-
ence if you can't test them out in your environment — and
make sure they work for you. That is why a free trial peri-
od will be the last and the most critical stage of choosing
your call center tool. Make sure you get enough time to
test all the features you're interested in.

Pricing plans and call rates

After comparing the available solutions and narrowing
down your choices, the price vs quality factor should help
you pick the most appropriate solution. Take a closer look
at pricing plans - in many cases, you don't have to pur-
chase big enterprise packages to use all the options. Flex-
ible pricing and the' pay as you go' model are definitely
something to look for.

Keep in mind that call rates can also make a big differ-
ence for your call center. Check how much do outbound
calls really cost, and whether there are any limitations on

the number and duration of calls, be it incoming or outgo-
ing. CloudTalk, for example, offers unlimited call packag-

es even for high volume call centers.

Ready to test out those factors in practice? See what call
center solutions you can choose from.
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Top call center
software providers

It shouldn't come as a surprise that increasingly more companies de-
cide to use cloud-based phone systems, and the demand is met by

a variety of call center software providers. As a matter of fact, the
global cloud-based contact center market is expected to grow to
20.93 billion USD by 2022.

That's precisely why when choosing the best option for your call cen-
ter, you should not only keep in mind all of the factors listed above,
but also and get familiar with the users' opinions about the tools.

Platforms such as G2 and Capterra can help you make the right
choice. The advanced search options enable searching through hun-
dreds of tools and filter the most suitable results. For example, Cap-
terra offers search results filtering considering pricing options, fea-
tures, number of users and deployment. You can also sort solutions
by the highest rated or most reviews to get the most helpful results.
Such comparison websites can be extremely useful and time-saving,
and enable you discovering solutions, that you didn't know before.

To make it easier for you to choose the best call center software for
your needs, have a look at the most popular tools that can help you
boost your call center:
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CloudTalk

Currently, the highest-rated call center software on G2 and Capterra
thanks to above-average call quality ratings and 99.99%+ uptime.

In comparison with other VoIP vendors, CloudTalk comes out on the
lower price end with plans starting at 15 EUR per month. It is compli-
ant with GDPR and relies on multiple data centers worldwide, that are
constantly monitored and protected physically. You can add tags and
notes to your calls and manage your conversations easier.

CloudTalk also offers international numbers from more than 70 coun-
tries so that you can efficiently work globally. It has a lot of features
that can boost your teams’ productivity, such as a power dialer, IVR
menu, skill-based routing, automated call distribution and more.

Additionally, CloudTalk provides over 25 integrations with tools such
as HubSpot CRM, Pipedrive, Zoho and LiveAgent.

< Capterra 4,8 /5

4,3 /5
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Aircall

It's probably one of the most known VoIP providers out there. Its pric-
ing starts at $30 per user for the basic version, while live call monitor-
ing and call tagging, as well as Salesforce integration, are covered in
the more advanced plan for $50 per user per month.

At the same time, using the basic version of Aircall enables having
only five callers waiting in the queue, but the Professional plan allows
keeping an unlimited number of callers on hold.

On the contrary to some other solutions, Aircall can be used by @
minimum of three users. Still, with many features like call recordings,
smart call routing, and Interactive Voice Response menu, Aircall can
be effective for larger teams, especially in its advanced plan.

You can also integrate it with many tools, including helpdesk, CRM
systems, and e-commerce software.

< Capterra 4.2 /5

4.2 /5
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RingCentral

It's also one of the most popular VoIP solutions, both for small busi-
nesses and enterprises. The lowest monthly price for RingCentral is
$19 if paid annually, and monthly pricing starts at $29.

What's interesting in particular, is that RingCentral Analytics Portal
provides in-depth reporting on your call center performance.

When it comes to integrations, it offers, among others, Alexa for Busi-
ness, Asana, Trello, Mailchimp, and Github. It also has many features
helpful for both small and large enterprises and provides a mobile

app.

< Capterra 4.2 /5

3.8/5
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JustCall

With different call distribution settings, missing a call from your cus-
tomer is almost impossible. It gives an easy way to your callers to
reach relevant departments, allow them to remain in the queue while
waiting for an agent to take the call, and leave a voice mail if needed.

Its costs vary from $25, and up to $50 per user. Interestingly, it's also
charging users per minute of calling.

It misses some of the advanced features, like an automatic callback,
or skill-based routing. On the other hand, JustCall offers many in-
tegrations, including Salesforce, Pipedrive, Zoho, Hubspot, Zendesk,
Freshdesk, Intercom.

< Capterra 41/5

3.8/5
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Implementing the chosen
call center solution

It's clear to see that there are plenty of factors and possibilities that
come into play when choosing the right call center software pro-
vider. Once you make your choice, though, keep in mind that the de-
ployment shouldn't take too long in order not to impede the work of
your call center agents. Luckily, when implemented right, many cloud-
based call center solutions can take just a moment to go live.
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Nonetheless, some training and support will be required, and it may
take a while to onboard your agents. For this reason, it also makes
sense to see whether the service provider offers some kind of support
during the implementation (and after, for that matter).

Consider the following:

Is there a dedicated customer success representative
that can take you through the deployment?

Do you have an assigned specialist to guide you through
the customization of your software?

Is there a contact person you can still stay in touch with
when the software is up and running?

Is the service provider going to deliver continued learning

R R

resources and training?

What should also help you at this stage is to figure out how exactly
your team will be using the software. Successful deployment doesn't
end with the "installation” - with the right call center software, you will
also have to think about how it will affect your agents’ job and how it
can be used to their advantage.
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What's next for your
call center?

It definitely is tempting to make a decision about the preferred call
center software based on the current needs of your business. Even if
you choose to deploy a cloud-based call center solution today, ask
the service provider about your options if/when these needs change.
You should know how much autonomy you will have when it comes to
customizing the software and its features, and how much dependency
your call center has on the service provider when making any changes.

Basically, when choosing any software, you want to make sure that it
will help you move closer to achieving your future business goals, not
keep you from them. In the beginning, you don't have to choose the
most advanced package to use all the features. As already mentioned,
flexible pricing and ‘pay as you go’ model can give you an opportuni-

ty to upscale and downscale any time you want or need to.

A scalable software can help everyone involved - increasingly more de-
manding customers, ambitious call center reps, and the future needs
of your whole call center. Not to mention that a call center solution
that allows you to easily add or remove the number of agents, num-
bers, or specific features is extremely useful whenever there are any
unexpected changes in your call center that have to be made.
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The best way to anticipate and prepare for the changes is to keep
an eye on the performance of your call center. That's precisely why
it makes sense to leverage the insights & reporting feature of your call
center software (which should be there at your disposal), and track
relevant metrics on a regular basis - such as first contact resolution,

average call duration, and customer satisfaction.

This way, you can spot any issues and opportunities almost immedi-
ately, and react accordingly once you're at it. In fact, with the possi-
bility to analyze the performance of your call center and scale when-
ever needed, you can easily keep your customers and call center reps
satisfied, for years to come.
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How to make sure the software can scale with your business, then?

a See if there are any limitations (regarding the number of
agents, call volume or concurrent calls, for example),

9 Check whether you can easily add and remove agents,

Take a look at the available features - are you able to

9 add, remove, and tailor them to the needs of your call
center? Can you do it on your own, or you need to rely on
the service provider?

a Figure out how often do you have to download new soft-
ware, updates, and plug-ins,

a Know what you're paying for at all times — are you being
charged for the number of agents? Minutes that you use?
Features that you take advantage of?

Answering such questions shouldn't be problematic for the soft-
ware provider - if it is, you might want to consider switching to
a call center software that can scale with your business.
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Summary

More and more companies are investing in their own call centers, and
there are a few good reasons for that. Above all, the phone is still one
of the most frequently chosen communication channels - even though
its role and available features are changing. It's mostly due to the rise
of cloud-based phone systems that are fully capable of transforming

any call center into a powerful contact hub.

In fact, cloud solutions offer certain flexibility, reliability, scalability,
and support that on-premise solutions are not able to provide. You
can easily set up your call center in a few minutes, and there are no
complicated installations, hardware, or local storage space required.
Not to mention that they are often cheaper and more secure as well.


https://www.cloudtalk.io/

The only issue here is to find the best cloud call center software that
can be tailored to your needs. That's precisely why the Buyer’s Guide
for Call Center Software 2020 was created - to help you make the
right choice.

We hope that with all the tips above, we made the whole process
easier for you. No matter if you're about to set up a brand new call
center or you simply want to switch from your current software pro-
vider, there are certain factors you should keep in mind. Take a closer
look at the available solutions, their features, and integrations - and
make sure you test them in practice. Compare the providers and take
into consideration all the pros and cons. After all, there is an import-
ant decision ahead of you!

And to make it even more straightforward:

as you might have already guessed, CloudTalk
Is a perfect example of a cloud call center solu-
tion that is likely to meet all your requirements.
It doesn't only let you make and receive lots of
your calls but also offers an excellent quality of
calls, a variety of features and integrations, and
favorable pricing terms on top of that.

See it for yourself.
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