
How to Buy Contact Center Software: Step 3 
3 Evaluating Vendors
Selecting the right contact center software vendor is one of the most critical decisions in your buying journey. By 
this stage, you've identified your organization's specific needs and conducted thorough research to compile a list 
of potential solutions. Now comes the step of systematically evaluating vendors to ensure the software you choose 
aligns with your operational goals, technical requirements, and budget.

This blog will walk you through best practices for assessing vendors effectively, empowering you to make a 
confident, well-informed decision.

by C MunozCM



Key Considerations When Evaluating 
Vendors
The vendor evaluation phase involves more than comparing features and costs4it's about understanding the 
company behind the software and determining whether they'll be a reliable, long-term partner. Below are key 
factors to focus on during this process.

Assess Vendor Expertise, Reputation, and Values Alignment

When evaluating potential vendors for your contact center software, it's critical to look beyond the features and 
capabilities of their solutions. A vendor's expertise, reputation, and alignment with your company's values are 
equally essential to ensure a successful long-term partnership. By assessing these factors, you can determine 
whether the vendor has the experience, credibility, and shared vision needed to meet your organization's goals 
effectively.

1 Vendor Expertise
A vendor with a proven track 
record in the contact center 
industry is more likely to 
understand your unique 
challenges and provide 
solutions tailored to your 
needs. Look for evidence of 
their expertise, such as:

Case studies and success 
stories in your industry or 
similar business models.

Tenure and specialization 
in contact center 
software.

Recognition from 
reputable industry 
analysts or awards for 
innovation.

2 Reputation and Client 
Feedback
A vendor's reputation can 
provide insights into the 
quality of their products and 
services. Review 
independent sources such as 
online forums, peer reviews, 
and testimonials to evaluate 
customer satisfaction. Pay 
attention to trends in 
feedback, particularly 
regarding the vendor's 
responsiveness, reliability, 
and overall value delivery.

3 Values Alignment
Just as critical as expertise 
and reputation is the 
alignment between your 
company's values and the 
vendor's mission and 
practices. A vendor that 
shares your organization's 
commitment to customer-
centricity, innovation, and 
ethical business practices is 
more likely to be a trusted 
partner. For example, if your 
company prioritizes 
sustainability, seek vendors 
that incorporate eco-friendly 
practices into their 
operations. Similarly, if 
employee experience is 
central to your mission, 
consider vendors that 
demonstrate a commitment 
to enhancing workforce 
engagement through their 
solutions.

Aligning values with a vendor ensures that your partnership is built on mutual understanding and shared objectives, 
making it easier to navigate challenges and collaborate on future innovations. Ultimately, selecting a vendor whose 
expertise, reputation, and values resonate with your organization strengthens the foundation for a successful and 
productive relationship.



Matching Features and Evaluating Support

Match Features to Your Business 
Needs
During your research phase (Step 2), you identified 
must-have features and desirable capabilities. Now it's 
time to evaluate how each vendor delivers on these 
priorities. Pay close attention to:

Customizability: Does the software offer flexibility 
to adapt to your workflows or scale with your 
business?

User Experience: Ask for hands-on demos or trials 
to assess usability for agents, supervisors, and 
managers. A user-friendly platform minimizes 
training time and boosts adoption rates.

Integration: Ensure the software integrates 
seamlessly with your existing tools, such as CRMs, 
workforce management (WFM) systems, and 
analytics platforms. Ask vendors for proof of 
integration success with similar systems.

Evaluate Support and Service Quality

Implementation Assistance
Does the vendor provide onboarding 
support, training, and resources to 
ensure a smooth rollout?

Ongoing Support
What does their post-
implementation support look like? 
Consider factors like response 
times, dedicated account 
management, and availability of 
technical resources.

Community and Resources
Vendors with active user 
communities, knowledge bases, and 
frequent updates demonstrate 
commitment to customer success.



Analyze Pricing and ROI Potential
Evaluating the pricing structure and ROI (Return on Investment) potential of contact center software is a crucial 
step in the vendor evaluation process. While cost is an important factor, it's essential to look beyond the price tag 
and conduct a thorough analysis of Total Cost of Ownership (TCO) and potential ROI to ensure the software 
delivers long-term value.

Understand Pricing Models
Vendors often offer different pricing models, such as subscription-based, per-user, or usage-based pricing. 
Take the time to understand how each pricing structure aligns with your operational needs and growth 
trajectory. For instance, if you anticipate scaling your contact center, a pricing model that offers flexibility and 
predictable costs will be more advantageous than one with rigid tiers or hidden fees.

Factor in Total Cost of Ownership (TCO)
To accurately assess the total cost, consider all associated expenses beyond the initial purchase price. This 
includes implementation costs, training, integration, ongoing support, and any potential customizations. By 
accounting for these factors, you'll have a clearer picture of the software's long-term affordability.

Conduct a Thorough ROI Analysis
A meaningful ROI analysis goes beyond rough estimates or sample scenarios. It requires time, 
transparency, and access to real operational data. Engage with vendors early in the process to share 
specific datasets, such as agent productivity metrics, average handle times, customer satisfaction 
scores, or current system inefficiencies. In turn, ask vendors to demonstrate how their solutions can 
improve these metrics with clear, data-backed projections.

Collaborate with Stakeholders
ROI and TCO assessments shouldn't be conducted in isolation. Collaborate with Operations, IT, and 
Finance teams to ensure the analysis incorporates all relevant perspectives. For example, IT may 
highlight hidden integration costs, while Operations can validate whether projected efficiency gains 
are realistic based on current workflows.

Look Beyond the Numbers
While quantitative ROI is important, also consider qualitative benefits such as improved employee 
engagement, better customer satisfaction, and enhanced scalability. These factors may not always be 
reflected in immediate cost savings but can significantly contribute to the long-term success of your 
contact center.

By taking the time to perform a detailed and transparent ROI and TCO analysis using real data, you can confidently 
compare vendors and identify solutions that align with both your budget and strategic goals. Avoid shortcuts or 
relying solely on sample datasets, as these can result in skewed projections that fail to capture the unique 
dynamics of your business. With a complete understanding of pricing and ROI potential, you'll be better equipped 
to make an informed, future-proof investment.



Structuring Your Vendor Evaluation Process
A structured approach to vendor evaluation ensures consistency and reduces bias. Here's a framework you can 
use:

Create a Vendor Scorecard
Develop a scoring system to objectively compare 
vendors against key criteria, such as features, 
integration capabilities, support, and cost. Weight each 
category based on your organization's priorities to 
ensure the final scores reflect what matters most.

Conduct Cross-Functional 
Assessments
Involve stakeholders from Operations, IT, and 
Customer Service in the evaluation process. For 
example:

IT: Validate technical compatibility and security 
standards.

Operations: Assess feature relevance and potential 
process improvements.

Customer Service: Evaluate usability and agent 
experience.

Request Custom Demos

A product demonstration is one of the most powerful ways to evaluate whether a contact center software solution 
meets your organization's needs. However, the value of a demo depends heavily on the level of preparation and 
customization that goes into it. A demo tailored to your specific workflows and challenges will provide far greater 
insights than a generic product overview.

Engage in Comprehensive 
Discovery Discussions
Before scheduling a demo, 
participate in a detailed discovery 
session with the vendor. This step 
is critical to ensuring the demo 
aligns with your organization's 
unique needs. Clearly 
communicate procedural or 
functional challenges, benefits 
you currently enjoy, critical 
workflows, and specific use 
cases you expect the solution to 
address.

Define Key Areas of Focus
Provide vendors with a list of 
priorities and desired outcomes 
for the demo. Are you looking for 
improved agent productivity, 
better omnichannel integration, or 
enhanced analytics capabilities? 
Identifying these focus areas 
allows the vendor to showcase 
relevant features and avoids 
wasting time on functionalities 
that are less important to your 
organization.

Insist on Use-Case 
Alignment
A generic product overview often 
fails to demonstrate how the 
solution would perform in real-
world scenarios specific to your 
business. Instead, request that 
the vendor structure the demo 
around your actual workflows. 
This includes demonstrating how 
the software handles the 
functional challenges you outlined 
during the discovery session and 
how it supports mission-critical 
tasks.

Consider alternate options for general overviews: If you're early in the evaluation process and only need a broad 
understanding of the solution, request a pre-recorded video or marketing collateral instead of a live demo. This 
allows you to efficiently gather information without burdening your team or the vendor.

Encourage interactive participation: During the demo, actively engage by asking questions, exploring different 
scenarios, and seeking clarification on how the solution addresses your unique needs. Involve key stakeholders 
from your organization to ensure all perspectives are represented and critical requirements are addressed.

A successful demo depends on thorough preparation, clear communication, and meaningful collaboration between 
your team and the vendor. By investing time in comprehensive discovery discussions and sharing detailed 
information about your challenges and workflows, you can ensure the demo delivers actionable insights and 
provides an accurate representation of how the solution will fit within your environment.



Check References
When evaluating a potential contact center software vendor, reference checks are an essential part of the due 
diligence process. However, to gain a balanced and accurate perspective, it's important to go beyond the standard 
list of satisfied customers provided by the vendor.

Seek Transparency: Vendors confident in their offerings should have no issue facilitating conversations with a 
diverse range of current and former clients. If a vendor hesitates to provide references4or if their references seem 
overly curated4it may be a red flag worth exploring further.

By interviewing both current and former clients, you can uncover a full spectrum of insights into the vendor's 
capabilities, support model, and partnership dynamics. This approach provides the unvarnished feedback you need 
to make a well-informed decision about whether the vendor is the right fit for your organization.

Speak with Current 
Clients

Reach out to the vendor's existing 
customers to understand their 
experiences with the product, 

service, and support. Focus on 
how the solution performs in 

practice4its reliability, scalability, 
and ease of use. Ask about the 

vendor's responsiveness to 
issues, the quality of 

implementation support, and how 
well the solution has met the 

client's business goals.

Interview Former Clients
Just as valuable4if not more so4
is feedback from organizations 
that have chosen to leave the 
vendor for another solution. 
These conversations often reveal 
the less favorable aspects of the 
vendor's performance, such as 
support challenges, unmet 
promises, or hidden costs.

Look for Industry 
Alignment
In your reference conversations, 
prioritize clients with similar 
needs, industries, or operational 
models to your own. A vendor's 
performance in environments 
comparable to yours is a strong 
indicator of how well they'll be 
able to meet your specific 
requirements.

Balance Positive and 
Critical Feedback

Expect a mix of glowing reviews 
and critical insights. Use this 

feedback to evaluate whether the 
vendor's strengths outweigh any 

limitations and whether their 
approach to challenges aligns 

with your expectations for a long-
term partner.



Avoiding Common Pitfalls
Even with a structured evaluation process, 
organizations often fall into common traps when 
selecting contact center software. Being aware of 
these pitfalls can help you navigate the vendor 
selection process more effectively.

1 Overemphasizing Features

While features are important, don't overlook 
other aspects like usability, scalability, and 
support. Even the most feature-rich tool can fail 
if it's too complex or lacks proper vendor 
backing.

2 Failing to Consider Vendor Viability

Evaluate whether the vendor has the financial 
stability and strategic vision to support your 
long-term needs.

3 Neglecting User Input

Your frontline employees will be the ones using 
the software daily. Incorporating their feedback 
into the evaluation process ensures better 
adoption and fewer issues post-implementation.



Conclusion
Evaluating vendors is a critical step in your journey to 
selecting the right contact center software. By 
focusing on vendor expertise, feature alignment, 
support quality, and ROI potential, and by following a 
structured evaluation process, you can make a 
decision that benefits both your organization and its 
customers.

Remember that the right vendor isn't just selling you 
software4they're becoming a strategic partner in your 
customer experience initiatives. Take the time to 
thoroughly assess each potential vendor against your 
specific requirements, involve key stakeholders in the 
decision-making process, and validate claims through 
reference checks and customized demonstrations.



Up next: Step 4 - Knowing 
Your Internal Purchasing 
Process
In the next blog, we'll dive into understanding your internal purchasing 
process4an often-overlooked but essential step in ensuring a smooth 
path from vendor selection to implementation. Stay tuned!
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