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A GOOD CUSTOMER 
EXPERIENCE IS KEY TO A 
SUCCESSFUL BUSINESS. 

Not only is it essential to brand loyalty, but research shows that it’s also 
a key factor in employee engagement. The tools that make a good 
customer experience today, however, are quite different from what they 
were ten years ago. To retain customers, you need to keep up with their 
evolving needs.

Contact centers as a service (CCaaS) specialize in keeping businesses 
at the top of their customer experience game. This umbrella term 
encompasses several communication and collaboration services. A 
CCaaS platform modernizes the customer experience and empowers 
organizations to continually adapt to their audience’s changing needs and 
expectations. In this ebook, we’ll look at how CCaaS works and why it’s the 
future of customer service.

https://www.qualtrics.com/m/www.xminstitute.com/wp-content/uploads/2017/03/XMI_EmployeeEngagementBenchmarkStudy-2017.pdf?ty=mktocd-thank-you
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WHAT IS CCaaS?

CCaaS is the modern alternative to the outdated call 
center. In exchange for a monthly subscription fee, the 
software provider keeps your contact center software 
up to date with the latest communications technology. 
When your staff size or your need for certain features 
changes, a simple update to your subscription ensures 
you’re getting the services you need as you need them. 
It’s an ideal solution for hybrid and remote contact 
center employees, as staff can log in to the software 
from any device, anywhere around the world. This 
supremely flexible and scalable model requires no 
setup on the business’ part. All you need to get started 
is a good internet connection. 



Not only does CcaaS make contact centers 
more efficient and cost effective, but it also 
streamlines the communication process for your 
customers. Customers today expect more from 
contact centers than ever. 

HOW DOES CCaaS 
IMPROVE CUSTOMER 
EXPERIENCE?
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Picture the scene: You receive a bill in the mail that is 
way higher than you expected or than it has ever been 
before. What’s the first thing you do? If you’re like most 
modern customers, you’ll first try to figure out why on 
your own. You might check your account details, search 
the company’s website for any information they might 
have published about the issue, and browse online 
forums to see if this is a recurring problem. If you aren’t 
able to find the answer, only then will you call the 
company to ask for assistance.

In the past, picking up the phone was the primary way 
customers sought to resolve issues, but today, most 
customers have run a full diagnostic before they get in 
touch. That means the questions they have and solutions 
they require are more complex than they used to be.

A streamlined CCaaS puts all the information your 
employees need to respond effectively to your 
customers’ issues right in front of them. Using a single 
platform for diagnostics and communication equips 
them to help with these more complex queries.

2. CUSTOMERS ARE ALWAYS ON THE GO.

In the scene described above, how did you picture 
getting in touch with a company? Was it by phone or live 
chat? Today’s customers expect to be able to do both—
and they expect a smooth transition between the two.

For example, you may start by phoning a company 
but then run out of time. You need to switch the 
conversation to an online messenger so you can go 
about your day. You might continue the conversation via 
chat during your commute and between meetings at 
work, and at the end of the day, you speed things along 
by getting back on the phone.

CUSTOMERS HAVE DONE THEIR 
RESEARCH.

1.

Modern CCaaS accommodates 
two major changes in 
customer communications:
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Imagine your frustration if:

• The company doesn’t provide a chat option

• There is no smooth transition between channels

• You have to re-enter your details and reconfirm 
your identity multiple times

• You have to explain your problem all over again 
each time you’re handed off to a different 
representative

CCaaS solves these problems. It facilitates multiple 
communication channels and can keep customers with 
the same agent throughout a conversation. Customers 
don’t have to waste time reiterating details when 
they switch channels because the system remembers 
them. Not only is this much more efficient for both 
the customer and the contact center, but it also helps  
customers feel they’re being treated like a person, not a 
number.
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CCaaS makes this seamless communication 
possible with advanced technology. Here is how 
a few CCaaS features make a modern customer 
experience possible:

CHATBOT AUTOMATION

Chatbot usage has nearly doubled since 2019, and 
experts predict it will continue to increase. An intelligent 
chatbot program can save hundreds of labor hours in 
live conversations. When a customer makes contact, 
chatbots can collect their personal details, product 
or order numbers, etc. as well as answer customer 
questions about the most common issues. A recent 
survey, however, found that nearly 70% of consumers 
rank talking to a real agent on the phone in their top 
three contact methods. The next two most popular 
choices were email and live chat with an agent; chatbots 
didn’t make the list.

If consumers prefer talking to human agents, why should 
you use chatbots? They’re ideal for saving time before 
customers reach a live agent. The key is not to use them 
for the whole conversation. Being stuck in an automated 
question loop with a chatbot is incredibly frustrating, 
but if all the chatbot does is verify your identity, ask 
a few questions, and then hand you to a live agent, 
they can save time for you and the company alike. The 
chatbot can quickly and efficiently direct you to the 
appropriate live agent contact, who can then tackle 
your issue straight away. When consumers see how 
quickly they’re passed from a chatbot to a person, they 
won’t mind using them for brief initial interactions.

AI SMART ROUTING

The best CCaaS software passes consumers from the 
chatbot directly to the right agent. Finding the perfect 
match requires information about both the consumer 
and the customer service reps. AI software can examine 

CCaaS features modernize 
the customer experience.

https://aithority.com/natural-language/chatbots-intelligent-assistants/turning-chatbots-from-a-frustrating-failure-to-a-flourishing-business-function/
http://70% of consumers rank talking to a real agent on the phone in their top three contact methods.
http://70% of consumers rank talking to a real agent on the phone in their top three contact methods.
http://70% of consumers rank talking to a real agent on the phone in their top three contact methods.
https://blog.linksource.com/blog/ai-and-ccaas-what-you-need-to-know
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all the data you have on a consumer, such as

• Languages spoken

• Nature of the problem

• Whether they’ve contacted your business about the 
problem before

• What solutions they’ve already tried

• Which agent they spoke with last time

• How long they’ve been a customer

• Whether they’re a loyalty risk

This data and more informs the best agent for the job. 
A smart routing feature can direct customers to agents 
who are experienced with the specific issues they’re 
calling about. For the trickiest problems, it connects 

customers with the best problem solvers.

DATA INTEGRATION

Data integration puts customer data at your employees’ 
fingertips. When a staff member gets on a call, the 
software shows them all the relevant customer data, 
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and, depending on the software setup you choose, your 
staff may have access to mounds of product or service 
data on the same dashboard. They can see if any 
other similar problems have been reported with the 
product, or if this is the first of its kind. Starting out 
with this information saves everyone time by helping 
agents find solutions quickly.

FLEXI COMMS

Flexi comms are among the most crucial pieces of 
CCaaS technology. This enables an agent to stay in touch 
with a customer when they switch channels, eliminating 
the time wasted on re-explaining a problem or re-
verifying a customer’s identity and keeping the customer 
experience journey as smooth and painless as possible. 
Flexi comms’ consistency wouldn’t be possible 
without intelligent chatbots, smart routing, and data 
integration. These elements come together to create 
the most streamlined communication system available.

CLOUD TECHNOLOGY

In the past, upgrades had to be installed manually 
to the physical hardware. It was expensive, and each 
individual business was responsible for managing their 
own process. CCaaS is cloud-based software. This 
means that as updates become available, your system 
can be upgraded immediately, and the software provider 
handles everything for you. In this way, CCaaS can 
ensure you’re providing the best possible customer 
experience today—and tomorrow. Modernizing 
customer experience becomes a continual part of your 
customer service process.

https://blog.linksource.com/blog/benefits-of-migrating-your-contact-center-to-the-cloud
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CCaaS CAN DELIVER A HOST 
OF BENEFITS FOR YOUR 
BUSINESS.

When consumers contact a company, it’s often about a problem. When 
they reach a representative, they may be frustrated and tired after having 
tried and failed to address the issue themselves. By handling their 
problems swiftly and efficiently, you gain the opportunity to reverse any 
bad impression they were developing. CCaaS provides a cost-effective 
way to accomplish this. As your customer experience improves, customer 
loyalty and retention are bound to follow.

It’s well established that it’s several times more expensive to land a 
new customer than to retain a current one. CCaaS is a vital customer 
retention tool. If a customer ever thinks about switching companies, it’s 
likely to be when they’re experiencing an issue that requires them to reach 
out for assistance. How your company handles this contact can make or 
break their brand loyalty. In fact, recent research suggests that more than 7 
in 10 customers will consider changing brands after just one bad customer 
service experience. The benefits of retaining customers go beyond simply 
maintaining profits.; it actually increases them.

https://hbr.org/2014/10/the-value-of-keeping-the-right-customers
https://hbr.org/2014/10/the-value-of-keeping-the-right-customers
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Research published in the Harvard Business Review 
indicates that increasing customer retention by just 
5% can boost profits by up to 95%. 

CCaaS revolutionizes customer communications and 
the ability to build long-term brand loyalty. Because 
customer experience is crucial, the wrong software 
could undermine your efforts. A system that is glitchy, 
inconsistent, or hard to use will frustrate customers as 
well as employees. LinkSource partners with leading 
cloud providers and has the expertise to match your 
business with vendors that have the products and 
services you need at the best possible prices. Learn 
more about how we can help you modernize your 
business communications.

https://hbswk.hbs.edu/archive/the-economics-of-e-loyalty
https://hbswk.hbs.edu/archive/the-economics-of-e-loyalty
https://www.linksource.com/network-and-cloud-sourcing/networks/
https://www.linksource.com/network-and-cloud-sourcing/networks/
https://www.linksource.com/network-and-cloud-sourcing/networks/


With more than 20 years of experience developing and maintaining communications 
technology lifecycle management services at the enterprise level, LinkSource is 

motivated to help you achieve your IT and telecom goals. 

Contact our experienced technology consultants to learn more about how our 
services can benefit your business! 
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