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1  Hosted Contact Centre Technology 
 

Introduction to Hosted Contact Centres 
Hosted contact  centres are based on the Sof tware as a Serv ice (SaaS) bus iness 
model  and e l iminate the need for  companies to  buy,  implement and mainta in  ca l l  
centre  technology.   Instead,  in  e f fect ,  the technology is  outsourced to  the host ing 
prov ider .   Th is  re l ieves the contact  centre  management o f  the technica l  responsib i l i ty  
enabl ing them to focus on the i r  core bus iness.  

 

Hosted contact  centre  technology so lu t ions of fer  proven cost  sav ings and are an 
at t ract ive opt ion for  a  growing number of  companies as they remove the need to  
purchase sof tware,  bu i ld  in f rastructure,  and have IT resources to  implement,  support  
and upgrade the technology.   These cost  sav ings are dr iv ing the growth in  the hosted 
market ,  which is  pred ic ted to  be 50% for  2011.  

 

Hosted contact  centre so lu t ions of fer  numerous f inanc ia l ,  technica l  and operat ional  
advantages to  bus inesses of  a l l  s izes.   They are the most  cost  e f fect ive way to  set-up 
and operate a contact  centre  as they invo lve min imal  set-up costs  and prov ide to ta l  
f lex ib i l i ty  to  sca le  up and down in  capaci ty  as the bus iness evolves.   They de l iver  
powerfu l  per formance (because they are te lco grade so lu t ions) ,  and you on ly  pay for  
what  you use.  

 

 
1.1 Financial Benefits of Hosted Contact Centre Technology 
 

Hosted contact  centre  technology is  30 -  45% cheaper than premises based so lu t ions 
making them the smart  choice for  companies look ing to  bu i ld  ca l l  centres.   Mature 
organisat ions wi th  a  deta i led understanding of  the i r  costs  s t ructures have recognised 
th is  and are fue l l ing the dr ive to  host ing.   Below are the 6 pr imary factors  that  account  
for  the 30 to  45% cost  sav ing in  Hosted Contact  Centre env i ronments:  

 

Predictable Operating Costs 

With host ing there is  a  s ing le  month ly  pr ice per  seat ,  which inc ludes support ,  
upgrades and maintenance.   

Wi th  on-premises so lu t ions an increase in  ca l ls  is  usual ly  assoc ia ted wi th  an increase 
in  costs .   Unless you have extra  budget ,  th is  can lead to  some ser ious prob lems.   
These problems are e l iminated in  hosted env i ronments as they use a pay-per-use 
model  that  makes budget ing and p lanning much s impler .  

Addi t ional ly ,  on-premise so lu t ions require  large upfront  capi ta l  out lays which then 
decrease over  t ime whi le  hosted so lu t ions of fer  pred ic tab le  month ly  costs  making 
p lanning far  s impler .   The graph below shows the cost  o f  ownersh ip over  a  3-year  
per iod.   As shown, on-premise so lu t ions require  s ign i f icant  capi ta l  a t  s tar t -up,  whi le  
hosted so lu t ions prov ide pred ic tab le  month ly  costs .  
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Figure 1: Technology cost comparison - Operational versus Capital  
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Note  –  a l though  capex  based  so lu t i ons  appear  marg ina l l y  l ess  expens ive  than  hos t ing  (opex )  so lu t i ons  
in  yea r  2  and  3 ,  t hey  requ i re  techno logy  upg rades  in  yea r  4  o r  5  tha t  cause  an  add i t i ona l  i nc rease  in  
cos t .  

 

No Capital Costs 

Unl ike premises based so lu t ions,  there are no capi ta l  costs  associa ted wi th  hosted 
contact  centres.  Th is  resu l ts  in  a  sav ing,  par t icu lar ly  on set-up where you do not  incur  
costs  for  in f rastructure,  hardware and sof tware.  

 

Reduced Risk Related Costs 

As exper ience shows f rom the f inanc ia l  cr is is  exper ienced throughout  most  o f  2009 
and 2010,  bus inesses can be dramat ica l ly  a f fected by changes in  economic 
condi t ions.   The r isk  does not  end there;  companies a lso have to  worry  about  
compet i tor  act iv i ty  in  the market  and var ious other  factors .   Change of  some k ind is  
inev i tab le  in  bus iness and even the best  bus iness forecast  can be subject  to  
unforeseen changes.   For  th is  reason,  companies buy ing premise-based so lu t ions 
of ten purchase 20% overcapaci ty  as insurance.   Th is  overcapaci ty  is  o f ten never  used 
resul t ing in  waste.   By go ing the hosted route capaci ty  can eas i ly  be ad justed to  meet  
demand.  There is  no more need to  buy 20% growth capaci ty ,  just  in  case.   I f  you 
need more capaci ty ,  s imply  add more.  I f  you need less,  s imply  use less.   In  th is  way 
hosted so lu t ions can per fect ly  match demand and supply .  

 

Contact  centres are complex env i ronments,  when problems ar ise of ten the most  
ta lented s ta f f  are drawn in to  work ing on them.  In  hosted env i ronments th is  does not  
happen as the host ing prov ider  assumes responsib i l i ty  for  the technology f ree ing the 
company to  focus on the i r  core bus iness.   Companies can deploy what  they need 
when they need i t .  A l l  they need to  access the system is  a  PC and a USB headset.  
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No Technology Upgrade Costs 

With premises based so lu t ions upgrades are never  f ree,  even i f  the new sof tware is  
prov ided at  a  zero costs  as par t  o f  the maintenance agreement.   The upgrade wi l l  
need new servers and a l l  o f  the support ing sof tware not  on the contract  has to  be 
upgraded at  the same t ime.   There is  a lso the t ime and cost  o f  the technica l  s ta f f  
required to  p lan,  bu i ld  and ro l lout  the new re lease.   So upgrades that  are adver t ised 
as ‘ f ree ’  can end up cost ing a s ign i f icant  amount .  

With  hosted contact  centre  so lu t ions the upgrade is  the responsib i l i ty  o f  the host ing 
company and is  prov ided as par t  o f  the serv ice.   There are no h idden costs  as 
customers on ly  pay the pr ice per  seat ,  which inc ludes upgrades.  

 

Lower Operating Costs 

With on-premise so lu t ions you a lways have to  buy for  your  peak needs and hope you 
can cover  the next  18 to  24 months.  When demand drops,  that  capaci ty  s i ts  id le ,  
cost ing money in  maintenance and support .  

Wi th  a  hosted so lu t ion,  you on ly  deploy enough capaci ty  to  meet  current  demand,  so 
you are no longer pay ing for  excess capaci ty .  I f  you need more seats  to  meet  
seasonal  f luc tuat ions you can add them for  the t ime needed and remove them when 
the need is  over .  

The graph below shows the 3-year  to ta l  cost  o f  ownersh ip for  a  100 seat  contact  
centre .   As shown, the hosted so lu t ion costs  less over  the per iod.  

 

Figure 2: 3-Year average  technology total cost of ownership for 100-seat contact centre 
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No Technology Support Costs 

Contact  centre  hardware and sof tware requires h igh ly  sk i l led technica l  support  s ta f f  to  
keep i t  operat ional .   The host ing prov ider  assumes responsib i l i ty  for  managing the 
technology and as th is  is  done centra l ly  they achieve s ign i f icant  economies of  sca le.   
These sav ings are passed on to  customers.  

 

 
1.2 Conclusion 
 

The Yankee Group (an independent  technology research and consul t ing f i rm) 
compared the to ta l  cost  o f  ownersh ip for  on-premise so lu t ions and hosted so lu t ions.  
Tak ing in to  account  the costs  o f  deployment,  hardware,  sof tware,  insta l la t ion,  
maintenance and ongoing support ,  they pro jected that  for  o therwise- ident ica l  
so lu t ions;  over  three years a hosted so lu t ion would prov ide cost  sav ings of  between 
28-45%. 

 

The numerous f inanc ia l ,  technica l  and operat ional  advantages of  hosted ca l l  centre  
so lu t ions have made them the preferred choice for  customers look ing for  ca l l  centre  
so lu t ions in  smal l ,  medium and large-scale bus inesses.   They are gradual ly  tak ing 
over  the on-premise based so lu t ions due to  the i r  ab i l i ty  to  prov ide ef f ic ient ,  cost-
e f fect ive serv ices for  bus inesses.  

 

 

 

 

 

 

 

 

 

 

 

 

 

About 1Stream (Pty)  Ltd  

1Stream is  the leading and proven prov ider  o f  hosted ca l l  centre  technology in  South 
Afr ican.   Their  award-winn ing p la t form serves customers of  a l l  s izes.   1Stream prov ide 
pay-per-use access to  wor ld-c lass technology.   Customers prof i t  f rom 1Stream’s 
secure and re l iab le  funct ional i ty  that  is  fast ,  easy,  and af fordable to  deploy.   For  more 
in format ion v is i t  www.1stream.co.za 


