
FOUR TECHNOLOGY 
TRENDS SHAPING 
MODERN CONTACT CENTRES
Technology is changing the way organisations deliver great customer 
experiences. Here are four trends you need to know.



Overview

The business landscape is evolving at a dizzying pace. Digital transformation, changing 
customer expectations and the dramatic rise of remote work across industries are just a few 
major trends fundamentally changing how organisations operate.

All of these trends directly affect contact centres, creating new challenges in the quest to 
provide outstanding customer experiences.

In order to meet these challenges, contact centres are turning to the next wave of technology 
solutions. Here are four key technology trends that are helping today’s enterprise contact 
centres thrive in the new business environment.



Cloud Software DELIVERY
For most enterprise contact centres, the benefits of moving to a 
cloud software delivery model are too substantial to ignore. A strong 
majority of contact centres in the US and UK have already moved 
one or more of their core software solutions into the cloud, and more 
will follow in the coming years.

There are multiple driving forces behind the transition to cloud 
delivery, including the rise of remote work, overall advances in cloud 
technology and the general trend toward software as a service 
(SaaS) by many contact centre software providers.

Cost containment is one of the primary benefits of moving to the 
cloud. For instance, an on-premises system requires you to purchase 
and maintain enough hardware to support peak staffing and call 
volumes. The cloud, on the other hand, offers a high level of scalability, 
allowing you to use (and pay for) the resources you need, when you 
need them.

A cloud model also gives you immediate access to any software 
updates and enhancements, without any of the delays or potential 
hassles of updating software on your on-premises servers. For all 
of these reasons and more, the trend of contact centres moving en 
masse to the cloud will continue in the coming years.



ADVANCED Analytics
Analytics can help you improve the efficiency and effectiveness of 
every aspect of your contact centre’s operations. Nearly all contact 
centres already use some form of basic analytics.

But modern analytics used by today’s most advanced enterprise 
contact centres open up a whole new world of possibilities. 
Whereas traditional analytics help organisations understand what 
is happening in their contact centres now, advanced analytics can 
help them predict what will happen next.

With these analytics, your contact centre can go from being a 
reactive service offering to providing a strategic advantage by 
proactively improving customer experience.

Of course, to make the most of your analytical capabilities, you need 
a unified software platform that can aggregate the massive quantities 
of data generated by contact centre operations. Only then, with your 
data centralised and accessible via a “single source of truth,” can you 
draw the most usable insights.

Making the most 
of your analytics 
requires having a 
unified platform that 
can aggregate the 
massive quantities 
of data generated 
by contact centre 
operations.



Speech 
Analytics
Speech analytics can 
automatically review call audio 
to do things such as:

•  Extract useful information 
about content or speakers

•  Automatically review and 
score calls based on a user-
defined scorecard

•  Evaluate agent performance 
and identify areas for 
potential coaching or training

•  Identify common customer 
questions or other important 
trends

The most immediate use of 
these insights is improving 
contact centre operations. 
But the insights gleaned from 
speech analytics can inform 
other areas of the business 
as well, including marketing, 
sales, product development 
and beyond.

Real-Time 
Speech Analytics
Real-time speech analytics 
(RTSA) is a subset of speech 
analytics that can provide instant 
feedback while the call is in 
progress. This feedback may be 
delivered to the agent performing 
the call, including suggesting 
potential answers to customer 
questions, ensuring the agent 
reads any necessary legal 
disclaimers or fulfills other 
compliance requirements, or 
pointing out an opportunity 
for an upsell suggestion, just 
to name a few. At other times, 
the RTSA system may notify 
a supervisor that it’s time to 
jump into the call.

Predictive 
Analytics
As the name suggests, predictive 
analytics help contact centres 
anticipate what’s coming. The 
applications for predictive 
analytics are wide-ranging and 
constantly expanding. They 
include predicting call volumes 
on specific dates and times, 
optimising staffing based on 
expected call volumes across 
different channels, identifying 
customers with the highest risk 
of churn, and more.

Predictive analytics can also 
have a major impact on 
outbound operations. For 
instance, they can help identify 
the right contacts to reach 
out to, when to reach out, and 
through which channels, so 
agents can make the most of 
each contact attempt.

Advanced contact centre analytics include:



OMNICHANNEL Contact Management
Contact centres used to operate as a necessary 
service that was available on the business’ schedule. 
Today, customers expect the ability to contact 
businesses on their own schedule and through the 
channel of their choice.

As a result, omnichannel customer contact has 
become a near necessity for today’s businesses. And 
for the organisations that master omnichannel, the 
rewards can be immense. For instance, businesses 

that adopt an omnichannel strategy on average see 
91% higher year-over-year customer retention rates 
than businesses that don’t.

But adopting an omnichannel strategy comes with 
significant challenges that must be addressed in 
order to reap the full benefits of this approach and 
ensure consistently great customer experiences 
across all channels.



Challenge #1: 
Context Continuity
Customers expect seamless experiences across 
channels. This requires your contact centre software 
to share customer information automatically from 
channel to channel, and to make relevant information 
available to agents responding to customer inquiries 
via those channels.

This is referred to as “context continuity” — the ability 
for customers to transition from one channel of 
communication to another without having 
to repeat either their personal or account 
information or what they’re trying 
to accomplish.

Challenge #2: 
Omnichannel Agent 

Scheduling

Right-sizing your contact centre is always a 
challenge. Omnichannel multiplies that 

challenge because you no longer just need the 
right number of agents — you need the right 
number of agents to handle inquiries across 

individual channels as well.

Traditional workforce management models were 
not designed for an omnichannel 

environment. Consequently, they lack the 
ability to accurately schedule agents 

across both voice and numerous digital 
channels. Today’s contact centres need 
software solutions that offer advanced  

forecasting and scheduling features 
to meet omnichannel demand.

Businesses that 
adopt an omnichannel 

strategy on average 
see 91% higher year-
over-year customer 
retention rates than 

businesses that 
don’t.



Gamification
Gamification refers to applying game mechanics 
to contact centre operations, typically through 
contests and reward systems for meeting 
meaningful objectives. Gamification is a powerful 
way to align agent goals with organisational goals 
and improve overall contact centre productivity.

One of the trends that has become apparent in 
recent years is the direct link between employee 
experience and customer experience. Put bluntly, 
providing a great customer experience is impossible 
without a great employee experience.

One of the primary benefits of gamification is 
increased employee engagement, a major factor in 
positive employee experience. The data supporting 
the importance of employee engagement is 
unequivocal. Consider these numbers:

•  Companies with highly engaged employees 
have an average 3-year revenue growth 2.3 times 
greater than companies whose employees have an 
average level of engagement

•  Companies with engaged employees outperform 
those without by 202%

Yet according to Gallup, engagement levels for 
employees nationally hover around 30%, indicating 
major opportunities for improvement at most 
organisations.

Gamification delivers proven benefits in terms 
of agent engagement, job satisfaction and 
performance through:

•  Recognition and rewards that incentivise agents 
to meet meaningful quotas, reach important 
milestones or deliver consistently high levels of 
service

•  Perpetual feedback that helps agents improve 
on their own, without supervisor or manager 
intervention

•  Constant visibility into individual and team 
performance compared to both peers and key 
performance indicators (KPIs)

Companies with engaged 
employees outperform those 
without by 202%.



Is Your Contact Centre Optimised for Today’s 
Business Environment?
Contact centres are no longer simple service offerings that exist to deal with customer complaints 
and routine questions. For today’s businesses, they comprise one of the most essential 
components of the overall drive to create great customer experiences.

But for contact centres to fulfill this expanded role, new technology solutions are needed. Now is 
the time to take stock of whether or not your contact centre is equipped with the tools it needs to 
strategically differentiate your organisation from the competition.
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