
How to Buy Contact Center Software: Step 1 
3 Evaluating the Need
In the fast-paced world of customer service, selecting the right software for your contact center is essential for 
enhancing customer satisfaction, streamlining operations, and empowering your team to perform their best. Before 
diving into vendor evaluations, it's important to start by identifying your organization's specific needs and the 
operational challenges your team faces. This foundational step, Evaluating the Need, will ensure that any 
technology investment is strategically aligned with your goals and supports your contact center's efficiency and 
effectiveness.
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Recognizing the Need for New Software
Signs that your contact center may benefit from new software can often be found in daily operational struggles and 
patterns in customer feedback. Here are the key indicators that your current technology may need an upgrade:

Process Challenges

Individual contributors, such as agents, 
supervisors, and analysts, often face daily 
obstacles that prevent them from operating at 
full capacity. These challenges might include:

Agent Coaching 3 Without tools that make 
coaching accessible and actionable, 
supervisors struggle to provide effective 
feedback and development for agents.

Data Collection and Reporting 3 Gathering 
accurate, real-time data for reporting 
purposes can be a cumbersome process if 
the technology is outdated or difficult to use. 
This can lead to delays in insights and lost 
opportunities to act on key performance 
indicators (KPIs).

Forecasting and Staffing Evaluations 3 
Effective workforce management relies on 
accurate forecasting, but without robust 
software, staffing evaluations and planning 
can be both time-consuming and error-
prone. This can lead to inconsistent service 
levels and an inability to meet customer 
demand.

Customer-Centric Performance 
Challenges

If your team is consistently dealing with issues 
such as long handling times, low first-call 
resolution (FCR), or prolonged customer wait 
times, this likely reflects limitations in your 
current software. These factors impact 
customer satisfaction directly, as customers 
expect fast, efficient, and effective service. In 
analyzing customer feedback, look for common 
themes, such as dissatisfaction with resolution 
speed or difficulty reaching the right agents, 
which can signal that current tools are falling 
short.

Scalability and Integration Hurdles

As your company grows, your software must be 
capable of scaling with it. If your contact center 
technology struggles to keep up, lacks 
integration with new channels, or has limited 
reporting functionality, it may hinder your ability 
to adapt and grow.



Setting Clear Objectives for New Software

Once you've identified areas where your contact center struggles, the next step is to define what you hope to 
achieve with new software. Setting clear objectives is essential for focusing your software search on tools that will 
address specific challenges. Goals may include:

1

Improved Operational Efficiency
With enhanced workflows and data access, agents 
and supervisors can spend more time on high-value 
tasks. For example, new tools might streamline data 
collection for reporting or automate routine 
forecasting tasks.

2

Enhanced Customer Experience
Customers expect consistent, personalized service. 
Software with advanced features4like omnichannel 
support, self-service options, and AI-driven 
assistance4can significantly improve the customer 
journey.

3

Increased Productivity
Effective tools reduce time spent on repetitive or 
manual tasks, allowing agents and supervisors to 
focus more on meaningful interactions and 
improvements in overall performance.

4

Enhanced Employee Experience
Providing your team with intuitive, effective tools 
boosts their engagement and job satisfaction. 
Software that simplifies tasks, supports real-time 
feedback, and offers meaningful insights can 
empower agents and supervisors alike, reducing 
burnout and turnover rates.

These objectives clarify the impact of a new software investment and will guide you toward solutions that best 
meet the needs of your customers, agents, and operations as a whole.



Engaging Key Stakeholders
The software evaluation process benefits from diverse insights and support from across the organization. Engaging 
stakeholders early on4including Operations, IT, and Customer Service4ensures all needs are accounted for, 
leading to better alignment and a higher likelihood of successful implementation.

Here's what each team brings:

Operations

Provides insight into workflow efficiencies and 
the productivity needs of frontline staff.

IT

Ensures that new software integrates 
seamlessly with existing systems and meets 
technical standards.

Customer Service

Shares direct knowledge of customer pain 
points and the tools agents need to deliver 
exceptional service.

Creating a collaborative approach among these teams early in the process fosters a shared understanding of the 
software's purpose and ensures that the evaluation and selection process is as thorough and relevant as possible.



Making the Case for Change

Even when the need for new software is clear to your team, it may require a strong business case to gain approval 
from upper management. To build this case, consider emphasizing:

Impact on Key Metrics 3 Outline how the new software will help improve crucial KPIs like FCR, handling time, 
and customer satisfaction scores.

Customer Loyalty and Satisfaction 3 Demonstrate the potential for increasing customer retention and loyalty by 
addressing common service pain points.

Operational Cost Savings 3 Highlight how the software can reduce inefficiencies, improve productivity, and cut 
costs in areas like staffing and support over time.



Conclusion

1

Needs Assessment
In the competitive contact center landscape, having 
the right technology in place is essential to delivering 
outstanding customer experiences while achieving 
your business objectives. By carefully evaluating 
your contact center's specific needs and setting 
clear, strategic goals, you lay the foundation for a 
successful software selection process.

2

Strategic Planning
This approach will simplify future steps4from 
researching solutions to assessing vendors4
ensuring you invest in software that addresses real 
pain points and drives meaningful improvements.

Process
Efficiency

Customer
Experience

Agent
Productivity

Integration
Capability

Scalability

A thorough needs evaluation creates the roadmap for selecting software that truly transforms your contact 
center operations.



Up next: Step 2 3 Researching Software

Identify Potential 
Solutions
We'll explore how to create a 
comprehensive list of contact 
center platforms that might meet 
your needs.

Compare Features and 
Capabilities
Learn techniques for effectively 
comparing different software 
options against your specific 
requirements.

Evaluate Vendor 
Compatibility
Discover methods to assess 
which vendors align best with 
your team's needs and 
organizational goals.

Continue to Step 2 Download Evaluation Checklist
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