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Migrating	Your	Call	Center	to	the	Cloud	
	
	

It’s	a	big	decision	to	move	your	on-premise	call	center	to	the	cloud.	Since	your	call	
center	is	mission-critical	to	your	business,	you	can’t	take	any	chances.	So	how	do	you	
know	the	cloud	is	right	for	your	business?	What’s	involved	in	the	actual	migration?	
We’ve	put	this	ebook	together	to	help	you	get	a	handle	on	the	process	without	being	
overwhelmed.	
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Benefits	of	Moving	to	the	Cloud	
	
	
Migrating	your	call	center	to	the	cloud	provides	many	benefits.	Though	you	may	be	moving	to	take	
advantage	of	one	or	two	main	benefits,	you	want	to	be	sure	to	make	the	most	of	all	of	them.	
	
Productivity	
Cloud-based	call	centers	reduce	the	number	of	applications	on	agent	desktops.	Cloud	software	
comes	with	better	integration	capabilities	with	third-party	products	for	a	more	consistent	
experience.	This	integration	and	unified	user	interface	between	applications	leads	to	greater	agent	
productivity	(which	in	turn	leads	to	a	better	customer	experience).	For	example,	you	can	have	
seamless	integration	between	your	contact	center	software	and	your	Customer	Relationship	
Management	(CRM)	software.	
	
Cloud-based	call	center	providers	generally	provide	upgrades	and	new	features	at	no	additional	
cost,	and	they	manage	the	maintenance.	The	IT	administrators	currently	tasked	with	maintaining	
the	system	can	be	freed	up	to	concentrate	on	adding	more	value	to	the	business	side,	providing	
another	productivity	gain.	
	
Visibility	
Migrating	to	a	cloud-based	call	center	gives	you	centralized	control,	making	it	easier	to	integrate	
data	from	different	systems.	Cloud-based	sites	can	easily	share	data,	giving	you	a	global	view	and	
the	ability	to	optimize	business	performance	across	sites	and	channels.	You	can	monitor	agent	and	
outsource	partner	performance	across	channels	and	sites.	Some	cloud	solutions	also	include	
predictive	analytics-based	routing	to	dynamically	improve	contact	center	business	performance.	
	
Modern	omni-channel	software	can	provide	real-time	operational	dashboards,	which	you	can	use	
to	monitor	operations	throughout	the	day,	allowing	you	to	maximize	performance	and	
productivity	on	the	fly. There are a variety of analytics technologies that can help you find the 
trends, patterns and business drivers in your cross-system data. These include pattern 
recognition technologies, artificial intelligence, and predictive analytics technologies.	
	
Cloud-based	contact	systems	are	built	with	more	open	and	modern	APIs	for	better	integration,	
meaning	you	get	the	same	reports	and	control	facilities	across	channels.	This	is	true	even	if	third-
party	on-premise	systems	are	used	in	some	locations.	Business dynamics change, so what drove 
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your positive business outcomes last quarter or last year may have changed. A cloud-based 
system can help you keep an eye on them so you can adapt operations and systems accordingly 
to maintain optimum performance.  

	
Minimizing	and	Controlling	Expenses	
On-premise	legacy	call	center	systems	are	expensive	to	manage,	difficult	to	maintain,	and	
potentially	disruptive	to	upgrade.		By	implementing	a	cloud-based	contact	center,	you	can	upgrade	
to	a	full-featured	omni-channel	contact	center	at	a	much	lower	cost.	The	ongoing	costs	of	
maintaining	and	upgrading	on-premise	call	center	software	and	hardware	can	be	high,	and	you	
have	to	question	whether	the	benefits	are	worth	the	expense.		Cloud-based	call	centers	switch	this	
to	an	operational	expenditure,	which	means	a	shorter	billing	cycle,	but	also	predictable	(and	
lower)	costs.	Cloud-based	contact	centers	do	not	have	maintenance	or	licensing	costs.			
	
Scalability	and	Agility	
Companies	experiencing	significant	growth	need	to	be	able	to	extend	existing	call	center	capacity	
on	demand	-	preferably	without	additional	capital	expenditures	for	licenses	and	equipment.	With	
CCaaS,	you	can	rapidly	scale	up	your	call	center	operation	without	having	to	invest	in	new	
hardware	or	architecture.	Cloud-based	call	centers	allow	you	to	add	and	remove	assets	as	needed.	
If	you	want	to	add	new	channels,	you	can	easily	add	IVR,	ACD,	and/or	email	to	your	contact	center.	
The	cloud-based	solution	should	be	able	to	scale	up	to	thousands	of	agents	without	issue.	
	
Unified	onmi-channel	call	center	solutions	create	centralized	control	and	management	across	sites	
and	channels.	You	can	change	routing	rules	and	scripts	on	the	fly.	If	you	want	to	enable	off-site	
productivity,	agents	only	need	an	internet	connection	to	use	cloud-based	call	center	software.	One	
integrated	system	is	much	simpler	to	manage,	enhancing	management	productivity.	In	addition,	
some	cloud	solutions	can	overlay	existing	on-premise	systems	and	drive	their	behavior	from	the	
cloud.	This	dynamically	improves	contact	center	business	performance.	These	can	also	allow	you	
to	combine	cloud	routing	and	hybrid	solutions.	
	
Reliability	
Since	call	centers	are	crucial	to	customer	service	and	retention,	it	is	critical	that	they	be	reliable.	
With	a	cloud-based	contact	center,	you	won’t	have	to	worry	about	the	viability	of	an	on-premise	
equipment	provider.	Neither	should	you	have	to	worry	about	system	uptime,	as	cloud-based	
software	is	dependable.	A	cloud-based	solution	can	provide	up	to	99.99%	uptime	while	balancing	
call	loads	and	ensuring	the	most	efficient	use	of	agents	in	multiple	locations.	If	a	call	center	
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location	goes	down,	a	cloud	call	center	continues	to	accept	and	queue	calls	to	other	locations	or	
home	agents.	Geography	does	not	matter,	as	agents	in	any	location	can	log	into	the	queue	to	
answer	calls.	Cloud	contact	centers	also	have	state-of-the-art	security	standards.	
	
Positive	Customer	Experiences	
Cloud-based	contact	centers	give	your	agents	a	consistent	and	seamless	experience	across	
channels	-	they	can	access	key	customer	information	from	any	channel.	Having	customer	and	
interaction	data	easily	available	to	agents	makes	for	a	better	customer	experience.	This	data	
availability	also	gives	you	a	global	view	to	optimize	performance	across	sites	and	channels.	As	
previously	mentioned,	the	unified	user	interface	between	cloud-based	applications	leads	to	
greater	agent	productivity	and	in	turn	a	better	customer	experience.	
	
Competitive	Advantage	
Cloud-based	call	centers	give	you	access	to	the	latest	upgrades,	so	you	will	have	the	best	features	
that	your	competitors	with	on-premise	hardware	and	software	will	have	to	spend	money	(and	
wait)	to	obtain.	Cloud-based	software	gives	smaller	companies	access	to	solutions	which	were	
previously	available	(at	great	cost)	only	to	large	corporations,	and	they	give	you	access	to	the	
latest	upgrades	when	they	are	released,	so	there	is	no	wait	to	upgrade	and	little	to	no	cost.	
	
Disaster	Recovery	
Traditional	call	center	hardware	is	vulnerable	in	the	event	of	an	emergency	or	natural	disaster.	
You	may	experience	significant	downtime	while	facing	the	expense	of	rebuilding	an	on-premise	
call	center;	in	the	meantime,	your	customers	are	frustrated	and	revenue	is	lost.	Cloud-based	call	
centers	are	virtual,	allowing	call	center	agents	to	answer	calls	from	anywhere	in	the	world.	Cloud-
based	infrastructure	can	deliver	redundancy	and	disaster	recovery	capabilities	that	smaller	
businesses	could	not	previously	afford.
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Issues	Solved	by	Migrating	to	the	Cloud	
	
	
Just	as	you	get	benefits	from	migrating	your	call	center	to	the	cloud,	it	also	solves	many	issues.	
Though	you	may	be	moving	for	the	benefits,	you	want	to	be	sure	to	take	advantage	of	all	the	
problems	migrating	to	the	cloud	can	solve.	
	
Varied	or	peak	call	volumes	
If	your	call	center	experiences	peak	call	volumes	during	a	seasonal	business	cycle,	and	low	call	
volumes	the	rest	of	the	time,	cloud-based	call	centers	allow	you	to	add	and	remove	assets	as	
needed	(thus	reducing	capital	expenditures),	When	you	need	it,	it	has	to	be	there,	but	those	capital	
expenditures	like	maintenance	and	licensing	are	still	there	when	the	infrastructure	is	sitting	idle.			
	
Control	performance	and	service	levels	across	multiple	sites	
Lack	of	visibility	across	channels	makes	it	difficult	to	effectively	manage	operations	and	
performance.		Once	a	cloud-based	call	center	is	deployed	across	multiple	sites,	those	sites	can	
easily	share	data,	so	you	can	get	a	global	view	and	assure	a	better	customer	experience.	
	
Customer	experience	problems	
If	your	agents	can’t	access	key	customer	information	because	it	is	spread	across	multiple	contact	
center	systems,	the	result	can	be	a	poor	customer	experience.	Unified	omni-channel	cloud-based	
contact	centers	can	create	a	seamless	customer	experience	across	channels.	
	
Missing	key	KPIs	and	Poor	Service	Quality	
10	years	ago	the	priority	was	cost	reduction,	but	in	today’s	competitive	environment	the	focus	is	
on	improving	business	performance	through	key	performance	indicators	(KPIs).		Today’s	
disparate	and	distributed	systems	are	not	delivering	the	needed	collaboration	and	integrated	
views	to	improve	operational	and	business	KPIs.		
	
Legacy	on-premise	call	centers	often	cannot	keep	up	with	rapidly	growing	technology	across	a	
growing	number	of	communication	channels,	causing	an	inconsistent	customer	experience.	High	
abandon	rates	due	to	long	or	inconsistent	wait	times,	and	not	meeting	service	levels	across	
multiple	sites	are	often	the	result.	Customers	respond	negatively	to	unreliable	situations.	
Maintaining	reliability	requires	managing	uptime	and	service	levels	across	systems	and	sites,	
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knowing	when	things	are	working	and	not,	and	having	insight	into	peak	times,	loads,	and	other	
analytics	across	all	systems.		
	
Cloud-based	call	centers	should	provide	the	visibility	and	control	needed	to	optimize	business	
performance	across	sites	and	channels.	A	cloud	solution	with	predictive	analytics-driven	routing	
can	improve	business	performance,	as	well	as	operational	efficiency	and	costs.	The	unified	
experience	and	centralized	performance	data	across	channels	and	systems	some	cloud	contact	
center	systems	provide	allow	agents	to	provide	better	service,	and	managers	to	better	understand	
operations	and	performance.	
	
Multiple-System	Reporting	
If	your	on-premise	call	center	system	is	providing	disparate	reports	and	control	facilities	for	each	
system,	you	may	be	missing	the	visibility,	control,	and	management	across	channels	that	you	need.	
Cloud-based	contact	systems	are	built	with	more	open	and	modern	APIs	for	better	integration,	
empowering	agents,	supervisors,	and	management	to	optimize	contact	center	performance.	
	
	
	 	



	 8	

When	to	Migrate	
	
	
Challenging	situations	can	arise	that	are	really	opportunities	for	you	to	take	stock	of	your	existing	
call	center	and	improve	your	business	by	migrating	to	the	next	generation	of	contact	center	
functionality.	While	the	many	benefits	of	a	cloud-based	call	center	may	be	tantalizing,	it	isn’t	
uncommon	for	call	centers	to	put	off	migration	to	a	virtual	solution	until	some	issue	forces	their	
hand.	While	these	situations	may	seem	unfortunate	at	first,	they	could	actually	be	an	opportunity	
to	improve	your	contact	center’s	performance	and	bottom-line.		
	
It’s	time	to	migrate	your	on-premise	call	center	system	to	the	cloud	at	the	following	times:	
	

1.	Legacy	Call	Center	End	of	Life	
First-generation	legacy	on-premise	call	centers	are	aging	and	sooner	or	later	will	have	to	be	
replaced.	Expanding	or	upgrading	on-premise	equipment	is	expensive,	and	while	your	
existing	vendor	may	be	pressuring	you	to	buy	a	whole	new	system,	this	is	the	perfect	time	
to	look	into	cloud-based	solutions.	While	these	next-generation	systems	offer	many	
benefits,	whether	on-premise	or	in	the	cloud,	you	need	confidence	a	new	contact	center	
will	be	relatively	easy	to	install,	will	perform	well,	and	will	make	a	decent	ROI.		
	
Cloud-based	call	centers	are	easy	to	deploy,	because	it’s	just	a	matter	of	getting	a	browser	
to	connect	to	the	system;	the	provider	has	already	got	the	infrastructure	ready	and	waiting	
for	you	to	use.	A	traditional	call	center	can	be	upgraded	to	an	omni-channel	contact	center	
in	a	matter	of	weeks	(depending	on	size).	
	
2.	Call	Center	Hardware	and/or	Software	Upgrades	
Even	if	your	on-premise	call	center	is	not	yet	at	the	end	of	its’	productive	life,	it	may	be	time	
to	upgrade,	perhaps	to	keep	the	call	center	software	up	to	date,	to	add	new	features,	or	to	
integrate	with	other	channels	or	systems.	If	you	are	maintaining	different	contact	center	
systems	at	different	sites,	you	may	need	to	juggle	upgrades	between	sites	to	minimize	
downtime.		
	
If	you	are	questioning	whether	the	benefits	of	upgrading	your	old	system	are	worth	the	
risk,	hassle,	and	cost,	you	could	consider	a	hybrid	solution,	which	can	provide	all	the	latest	
features	and	channels,	in	addition	to	unified	cloud	routing,	predictive	analytics-based	
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routing,	and	a	graceful	migration	path	to	the	cloud.	This	is	particularly	valuable	to	multi-
site,	multi-system	contact	centers.	
	
3.	Moving	or	Relocating	Call	Centers	
There are many reasons why a business needs to relocate - more space, a better location 
and financial necessity among them. Whatever the case for the move, it might be a good 
time to leave your old call center system with your old address. Since cloud-based 
systems are easy to deploy, and much less expensive in terms of up-front capital 
expenditures, it might actually be cheaper and/or easier to have your new cloud-based 
call center ready and waiting for you in your new digs. 

4.	Growing	and	Scaling	Your	Call	Center	
If	you	must	have	a	problem,	growth	is	a	relatively	good	problem	to	have.	At	the	same	time,	
if	your	call	volume,	number	of	agents,	distributed	sites,	or	outsource	partners	are	
increasing,	it	can	lead	to	other	problems	that	aren’t	so	good	to	have,	such	as	difficulty	
scaling	your	old	system,	and	difficulty	controlling	and	managing	the	needed	expansion.	If	
you	upgrade	a	traditional	call	center,	you	have	a	big	capital	expense	up	front	for	licenses	
and	equipment,	and	you	may	still	be	limited	by	the	number	of	ports	you	have.		
	
With	a	virtual	call	center,	the	upfront	cost	is	considerably	less,	and	you	will	never	have	to	
worry	about	managing	and	maintaining	equipment	going	forward.	In	addition,	the	better	
cloud-based	solutions	are	scalable	from	small,	middle,	and	up	through	large	enterprises.	
	
5.	Mergers	and	Acquisitions	
We’ve	all	been	through	it	-	your	company	gets	bought	or	sold,	and	not	only	do	departments	
have	to	merge	functions	across	the	new	enterprise,	but	call	centers	that	were	originally	not	
designed	to	work	together	now	have	to.		
	
You	can	try	to	keep	the	original	systems	and	teams	working	separately,	but	it’s	difficult	to	
manage	and	optimize	in	real-time	with	no	unified	view	or	control	of	multiple	sites	or	
systems.	An	alternate	solution	is	to	create	a	hybrid	cloud	solution,	which	overlays	some	of	
your	existing	systems	to	unify	and	correlate	metrics	from	the	multiple	systems	and	sites.	
Cloud-based	contact	centers	have	the	capability	of	displaying	cross-system,	channel,	and	
site	operational	and	performance	metrics	-	in	real-time.	The	more	sophisticated	cloud	
systems	can	also	drive	the	behavior	of	on-premise	systems,	letting	you	create	centralized	
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distribution	rules	across	sites	and	technologies.	In	time,	you	can	gradually	migrate	some	
sites	to	the	cloud.	
	
	
6.	New	Contact	Center	Features		
With	all	the	advances	in	communications	and	contact	center	technology,	there	will	be	times	
you	need	to	add	new	features	to	stay	competitive.	While	you	may	be	able	to	get	the	same	
features	from	your	legacy	on-premise	contact	center	vendor,	how	much	more	will	it	cost?	
Does	that	include	the	cost	of	the	people	implementing	the	new	features?		
	
Virtual	call	center	solutions	deliver	allow	you	to	get	the	latest	innovations,	features,	and	
upgrades	faster	and	at	a	lower	cost.	Going	forward,	you	won’t	have	to	manage	upgrades,	
because	the	cloud	service	provider	does	that	for	you.	
	
7.	Integrating	You	Call	Center	With	Other	New	Systems	
Even	if	you	haven’t	migrated	your	on-premise	call	system	to	the	cloud,	other	SaaS	
platforms,	such	as	a	CRM	(Customer	Relationship	Management)	can	enter	the	scene	at	your	
company.	While	software	such	as	Salesforce	might	easily	integrate	with	a	cloud-based	call	
center,	it	might	not	integrate	so	easily	with	an	old	on-premise	system.	Modern	cloud-based	
contact	center	software	provides	a	unified	solution	that	uses	open	standards	to	easily	
integrate	your	data,	voice,	applications,	and	databases.	

	
	
	
	 	



	 11	

How	to	Migrate	
	
Once	you’ve	decided	there	are	definite	benefits	in	moving	your	call	center	to	the	cloud,	it’s	a	good	
idea	to	plan	out	the	process	of	migration.	We’ll	explore	best	practices	to	migrate	your	contact	
center	to	the	cloud.	
	
Step	One	-	Assess	Your	Current	Call	Center	
First	you	need	to	assess	your	current	contact	center	systems	and	determine	which	you	will	be	
replacing,	which	you	will	keep	and	how	you	want	to	fill	in	any	gaps	with	additional	capabilities.			
	

A. Communications	channels:	If	you	already	support	voice,	email,	chat,	SMS,	and	social,	
determine	if	you	want	to	move	all	or	some	of	these	to	the	cloud.		If	there	are	channels	you	
don’t	support	today,	decide	if	you	want	to	add	them	now	or	plan	for	them	in	the	future.	

	
B. Contact	Center	systems:	Determine	which	you	want	to	move	to	the	cloud	now,	which	

later,	and	which	you	want	to	keep	on-premise	(if	any).		Here	is	a	checklist	to	get	you	
started:	

a. Core	systems:	ACD,	IVR,	dialer,	caller	queue,	CTI	
b. Management	systems:	Workforce	optimization,	quality	management,	analytics	and	

reporting	
c. Servicing	applications:	CRM	suite,	scripting,	and	knowledgebase	systems		
	

C. Weak	Spots:	Once	you	have	assessed	A	and	B,	determine	if	any	of	these	systems	are	weak,	
if	there	is	additional	functionality	you	would	like	to	add	to	them,	or	if	they	need	to	be	
replaced	now	or	in	the	future.		
	

D. Personas:	Now	look	at	the	users	of	your	contact	center	systems:	agents,	supervisors,	
managers,	and	customers,	and	their	communication	needs	with	others	in	the	organization.	
Determine	which	users	are	a	priority	for	the	move	now,	and	which	are	a	priority	for	the	
future.		

	
E. Key	Performance	Indicators	(KPIs):	Before	you	start	shopping	for	a	new	solution,	assess	

the	operational	and	business	performance	of	your	contact	center,	and	see	where	there	is	
room	for	improvement.		Are	there	particular	KPIs	you	want	to	improve,	or	KPIs	you	want	
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to	track	that	you	cannot	track	now?		This	assessment	step	significantly	influences	which	
solutions	you	evaluate	and	select.	
	

F. Site	Inventory:		Survey	all	your	contact	center	sites,	their	buildings,	and	their	associated	
service	bills.	You	also	want	to	look	at	any	leases,	plans	for	acquisition,	and	growth	patterns	
so	that	your	new	system	is	ready	for	future	change	and	growth.	This	information	will	
influence	your	schedule	and	final	plan.	

	
Step	Two	-	Find	the	Right	Cloud-Based	Solution	
You’ve	mapped	out	your	existing	premise-based	call	center	and	you	know	what	your	functional	
and	business	requirements	are.	The	next	step	is	to	find	a	virtual	solution	that	best	meets	your	
needs.		
	
Now	that	you	are	moving	to	the	cloud,	you	have	an	opportunity	to	add	some	functionality	you	may	
not	have	with	your	on-premise	system.		Be	sure	to	include	solutions	in	your	evaluation	that	have	
cloud-specific	capabilities	and	don’t	just	replicate	your	existing	on-premise	system.			
	
Here	are	some	features	to	look	for	in	cloud	systems:	
	

A. Omni-channel	communications	with	a	unified	user	experience	for	agents	and	customers	
B. Global	queue	in	the	cloud		
C. Analytics-based	routing	for	an	improved	customer	experience	
D. Real-time	dashboards	and	reports	that	integrate	data	from	multiple	systems	
E. Integrated	collaboration	features	so	agents	can	consult	with	peers,	managers,	and	subject	

matter	experts	to	improve	first-time	resolution	and	customer	satisfaction.		
F. Hybrid	cloud	environment,	particularly	if	you	want	to	keep	some	of	your	on-premise	

systems	or	do	a	phased	migration	to	the	cloud	
	
Step	Three	-	Choose	the	Best	Cloud	Call	Center	Migration	Tools	
For your call center migration to the cloud to be as easy as possible, it is important to pick a 
provider with robust migration tools. These tools should include: 
 

A. Web-based	administration	and	management	tools	for	business	users	–	one	of	the	
advantages	of	the	cloud	is	that	a	large	portion	of	the	IT-related	effort	is	handled	by	the	
vendor.	This	creates	an	opportunity	to	empower	business	users	to	handle	the	migration,	
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management,	and	administration	of	the	call	center	systems	themselves	(if	you	pick	a	
vendor	with	appropriate	tools).	

B. Site	and	user	configuration	migration	tools	
C. Plug	&	Play	with	existing	customer	premise	equipment	and	telephony	
D. Repository	to	capture	all	historical	customer	and	agent	interaction	data	with	APIs	for:	

a. Agent	Desktop		
b. Historical	Data	Integration	and	Reporting		
c. Routing	Rules		

 
Step	Four	-	Choose	a	Trusted	Cloud	Call	Center	Partner	 
Things	to	look	for	in	a	provider	include:	geographic	availability,	network	access,	and	the	ability	to	
integrate	with	your	new	cloud-based	call	center	with	your	other	existing	systems	(such	as	CRM).		
	
Since	choosing	the	right	partner	for	your	call	center	migration	to	the	cloud	is	an	important	
decision,	ask	these	questions:	
	

A. Size	-	Are	they	big	enough	to	meet	my	needs?	Will	they	be	able	to	scale	up	as	my	business	
grows?	

B. Scope:	How	much	of	our	requirements	do	they	meet	now	and	in	the	future?		Do	they	have	
all	the	systems	we	need?		Can	they	integrate	well	with	the	ones	they	do	not	supply?		Does	
the	company’s	product	offering	extend	beyond	the	contact	center	in	a	way	that	will	be	
useful	or	detrimental	to	our	goals?	

C. Security:	What	certifications	do	they	support?	Can	they	support	things	like	credit	card	
security	with	PCI	compliance?	

D. Service:	Can	they	help	with	the	migration	and	help	to	improve	the	contact	center	
performance?	

E. Support:	Can	they	provide	support	in	all	locations	with	training,	integration	with	other	
applications,	etc.?	Make	sure	your	provider	will	continue	to	be	there	after	the	migration,	as	
the	first	30	days	of	a	conversion	are	critical	to	a	successful	migration.	

	
Step	Five	-	Create	a	Call	Center	Migration	Blueprint		
A	blueprint	for	deployment	of	your	new	cloud-based	call	center	is	a	series	of	project	plans.	There	
should	be	a	strategic	project	plan	for	the	entire	enterprise,	and	a	more	granular	plan	for	each	site.	
Each	project	plan	should	include:		

• Timelines	
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• Milestones	
• Deliverables	
• Deadlines		

	
A	popular	framework	for	managing	these	projects	is	a	Responsibility	Assignment	Matrix	(also	
known	as	a	RACI	matrix).	A	RACI	chart	describes	who	(by	role)	is	responsible	for	completing	tasks	
or	deliverables	for	the	project.	It	helps	clarify	responsibilities	for	projects	(such	as	migrating	to	the	
cloud)	where	responsibilities	are	cross-functional	and	cross-departmental.	
	
There	are	a	variety	of	migration	paths	for	multi-site	environments.	As	a	general	rule,	it	is	best	to	
focus	first	on	small	branch	offices	and	mobile	workers,	and	migrate	sites	with	modern	equipment	
and	systems	last.	In	other	words,	focus	on	your	high-risk	areas	and	blend	in	your	more	modern	
sites	and	systems	over	time.		
	
Step	Six	-	The	Cloud	Call	Center	Migration	Process	
Once	all	the	upfront	planning	is	done,	the	actual	migration	process	consists	of	three	steps:	export,	
transform,	and	deploy.		
	

A. Exporting:	Use	tools	to	extract,	parse,	cleanse,	and	transform	existing	data.	In	other	words,	
take	the	data	on	your	existing	system	and	put	it	in	a	format	that	will	work	in	your	new	
system.	Your	provider	should	have	tools	to	help	with	this	part	of	the	process.	Data	
collection	will	be	automated	and	your	existing	on-premise	data	and	equipment	will	be	
reused.	This	step	reduces	human	error	and	any	impact	on	the	existing	environment.	

B. Transforming:	Use	APIs	to	migrate	sites,	tools,	and	load	user	configurations.	Onsite	work	
is	automated,	and	any	issues	are	identified	and	ironed	out.	This	reduces	manual	work	and	
makes	the	upgrade	simpler.	Your	historical	data	can	be	used	to	optimize	routing,	making	
your	routing	rules	simpler.	

C. Loading:	Activate	multiple	sites	and	users	on	the	new	hosted	service.	This	should	be	
seamless	and	be	structured	to	have	as	minimal	an	effect	on	business	as	possible.	
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Conclusion	
Once	you’ve	successfully	migrated	your	on-premise	call	center	to	the	cloud,	you’ll	find	that	your	
provider	will	take	care	of	upgrades	for	you	-	without	interrupting	your	day-to-day	business.	You	
will	always	have	access	to	the	latest	innovations.	You’ll	be	able	to	scale	up	and	down	on	demand.	
You’ll	be	able	to	focus	on	your	core	business	and	improve	the	business	performance	and	
operational	efficiency	of	your	contact	center.		Your	load	on	internal	IT	resources	will	be	reduced.	
	
Also,	now	that	you	are	in	the	cloud,	you	can	focus	on	improving	those	operational	and	business	
performance	KPIs	you	identified	in	the	assessment	phase.	From	the	cloud,	you	can	do	this	
centrally	to	improve	customer	satisfaction	and	first	call	resolutions,	improve	sales,	upsells,	and	
cross-sells,	and	customer	retention.	
	
We	think	you	will	find	that	migrating	your	on-premise	call	center	to	the	cloud	is	well	worth	the	
effort.	
	
	
About	BroadSoft	
BroadSoft	is	the	technology	innovator	in	cloud	communication,	collaboration,	and	contact	center	
solutions	for	businesses	and	service	providers	across	80	countries.	We	are	the	market	share	
leader	for	cloud	unified	communications	with	a	secure	and	trusted	platform	chosen	by	the	world’s	
leading	service	providers.	BroadSoft	Business	empowers	users	and	teams	to	share	ideas	and	work	
with	purpose	to	achieve	breakthrough	performance.	
	
For	contact	centers,	BroadSoft	offers	CC-One,	an	omni-channel	cloud	solution	that	uses	predictive	
analytics	to	lower	operating	costs	and	improve	business	outcomes,	transforming	the	contact	
center	into	a	strategic	business	asset.	Whether	you	are	a	new	business	creating	your	first	contact	
center,	a	medium	size	business	looking	to	improve	contact	center	operations,	or	a	large	enterprise	
needing	visibility	and	control	over	multiple	contact	center	sites	and	systems,	BroadSoft	has	a	
contact	center	solution	for	you.
	


