
How to Buy Contact Center Software: Step 4 
3 Know Your Internal Purchasing Process
When it comes to buying software, one of the most overlooked4but absolutely essential4steps is understanding 
your own internal purchasing process. You've done the research, compared vendors, sat through demos, and 
maybe even built consensus around a preferred platform. But deals often stall or fall apart entirely when buyers hit 
internal friction they weren't prepared for.

Contact center leaders are often tasked with selecting new technology, but that doesn't mean they're familiar with 
the ins and outs of procurement, legal review, or budget approval workflows. Understanding who's involved, what 
steps are required, and how long each part typically takes is critical to avoiding delays and making a confident, 
timely decision.

This step is all about mapping that process4and preparing your team and your vendor for what's ahead.
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1. Map the Purchasing Journey
No two organizations have the exact same buying process. Some are highly structured 
with strict procurement workflows, while others are more flexible but rely on informal 
influence from key stakeholders. Regardless of your organizational style, you'll need to 
understand:

Where the process starts 3 Is it initiated by the contact center? IT? Procurement?

What formal steps are required 3 Are RFPs mandatory? Do you need a legal review 
before vendor conversations begin?

How long each step typically takes 3 Contract reviews, budget approvals, and IT 
security assessments can take weeks or even months.

Who the gatekeepers are 3 Know who signs off at each phase and what their 
concerns tend to be.

Ask colleagues who've recently purchased software what the process looked like. Look at 
past tech rollouts for guidance. The better you understand your internal playbook, the 
easier it will be to set realistic timelines and expectations with vendors.



2. Understand Budgeting and Approvals
Budget cycles can dramatically impact your timeline. If a budget has already been set for the year, you may need to 
make a case for reallocating funds or wait until the next cycle. Conversely, unspent end-of-year budget can 
sometimes be a catalyst for faster decisions.

Know what budget is 
available
Is there a capital budget vs. 
operating budget distinction? 
Is this considered a new 
spend or a replacement?

Tie requests to 
business outcomes
Focus on cost reduction, 
improved KPIs, customer 
retention, or employee 
efficiency.

Package your request 
properly
Use clear, outcome-focused 
language in your business 
case to make it easier for 
finance to say yes.

Pro Tip: Don't build the business case alone. Put your vendor(s) to work helping create it. Ask for ROI 
calculators, real-world metrics from similar customers, and assistance quantifying cost-of-delay. A strong 
vendor will be able to co-author a compelling, data-backed case.



3. Engage Stakeholders at Every Stage
Stakeholder engagement is not a one-time effort4it's a continuous process. Don't assume people will stay aligned 
just because they joined an early meeting. Keep everyone informed, especially when decisions are being made or 
new information is available.

Tips for stakeholder engagement:

Involve Finance early 3 Don't treat them as a final checkpoint; make them part of the journey so they understand 
the rationale.

Prioritize IT and Legal 3 These teams can be blockers if not engaged early. Loop them in before demo decisions 
are made.

Tailor communication 3 Speak the language of each stakeholder group: ROI and budget for Finance, security 
and compliance for IT, usability and workflows for Operations.

Pro Tip: Build a stakeholder engagement plan. Document who's involved, what input they need to give, when to 
engage them, and how best to communicate with each.

Evaluators
Team members who assess 
demos, ask questions, and 

compare functionality.

Input Contributors
SMEs from Ops, Customer 
Experience, Legal, Security, etc., 
who raise critical needs.

Recommendation Makers
Likely yourself and a small 
steering team.

Approvers
Often IT, Procurement, Finance, 

and Legal.



4. Prepare for Procurement, Negotiation & 
Legal Reviews
Even if you've selected your preferred vendor, you're not done yet. Procurement and legal reviews can often be the 
longest4and most frustrating4part of the process.

Here's how to make it smoother:

Document needs and priorities in advance
Know which contract terms you care about most: flexibility, SLAs, exit clauses, etc.

Anticipate redlines and blockers
Many legal teams have boilerplate objections. Get ahead of them by asking your vendor for a sample 
contract early.

Negotiate with alignment
Ensure you and the vendor are clear on business outcomes, not just line items. Avoid nickel-and-
diming when value alignment is more important.

Most vendors will be willing to work with your legal and procurement team if they know the process in advance and 
see a path to closure.



Conclusion: Don't Let Internal Roadblocks 
Derail a Good Decision
The best-fit software and a strong vendor relationship won't 
matter if you can't get the deal across the finish line. 
Understanding your internal purchasing process is just as 
important as evaluating features or forecasting ROI. It 
empowers you to anticipate objections, align stakeholders, 
and accelerate decision-making with confidence.

As the chart shows, internal processes often take longer 
than the actual vendor evaluation, highlighting the 
importance of understanding your organization's purchasing 
journey.
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Up Next: Step 5 - Reviewing Detailed Case 
Studies
In the next and penultimate post in this series, we'll look at how to evaluate detailed case studies and references to 
validate vendor claims and get behind the marketing. Stay tuned.

Step 1: Define Requirements
Identify your contact center needs 
and priorities

Step 2: Research Vendors
Compare solutions and create a 
shortlist

Step 3: Evaluate Demos
See platforms in action with your 
specific use cases

Step 4: Know Your 
Purchasing Process
Map internal workflows and engage 
stakeholders

Step 5: Review Case Studies
Validate vendor claims with real 
customer experiences


