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Customer Care On Demand: Speeding
Deployment Cycles While Reducing Risk

Enterprises of all sizes use third-party outsourcers to support their customer
care efforts in the most cost-effective ways possible. In the wake of
downsizing or “right-sizing” in the IT department, many lack the resources to
support self-service applications over the phone. In this document, we look
at the strategies and tactics followed by hosted service to accelerate the time
it takes to deploy new services while reducing the technological risk of
making the transition to IP-based networks and new delivery platforms.
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Key Findings

For a variety of reasons companies large and small look to third-parties to
support phone-based customer care:

o Complexity and risk avoidance drive demand for third-party
hosting - Enterprise spending for hosted solutions remains on par
with capital spending on premises-based systems. Our assessment
showed 2007 spending at $873 million and we expect growth in the
15% range over the next five years.

e Hosted services support “transition without disruption”- Third-
party service providers (MSPs, ISPs and ASPs) play an important role
as enterprise decision-makers look to third parties to accelerate the
time it takes to deploy new applications, monitor both system and
application performance and manage application life-cycles.

e Hosting is an integration point - Packaging strategies place
hardware, software and technical support personnel “in the cloud” as
the core resources to support multimodal care and achieve business
objectives.

e 0Old segmentation strategies no longer hold true - Previously,
Opus Research differentiated between “pure plays,” hybrids and
incumbent carriers, but these distinctions no longer apply to a
community of solutions providers that address business objectives
rather than pure voice-application hosting.

e Winning offers are the product of partnerships - More than ever,
service providers purvey “best-of-breed” solutions from multiple
sources for transport, applications, monitoring, analytics and reporting.

e Not an “either/or” decision - A new crop of requests for proposals
(RFPs) prompt vendors to offer both premises-based and hosted
solutions, as well as a “hybrid” approach.

e Pricing depends on implementation objectives - New delivery
schema remove emphasis on “commodity” minutes, making
performance- or success-based pricing more possible. But the industry,
as a whole, is not moving from well-understood and accepted “per-
minute,” “per-port” and “per-seat” pricing.

e A blip in the BPO opportunity - Changes in enterprise IT topologies
has driven significant spending on business process outsourcing
(BPO); customer care and phone-based self service is a comparatively
small subset of the overall opportunity.
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