
1.	 80% of the market cannot access traditional call center solutions 
 
Small- and medium-sized call centers make up about 80% of the market, yet most of the 
premise-based Call Center offerings available today are out of their reach.
 
Call Center apps have traditionally been large CapX, human-resource-intensive software 
geared toward large call centers.
 
SMBs are missing out on the advantages of a Call Center and the ability to monitor daily 
business operations such as:
 

•	 How many calls are coming in?
•	 When is the peak time for inbound calls?
•	 How long are customers on hold?
•	 How many customers hang up?

 
But cloud-based CCaaS changes everything for small and medium-sized call centers. It is 
feature-rich, easy-to-use (the mantra in this new marketplace!), and can be up and run-
ning in days instead of months.
 
80% of the market is waiting for such a solution – could you be the one to give it to them? 

2.	Your customers are realizing they need call center features 
 
Many ITSPs are now finding that their average prospect does have some form of call cen-
ter requirement. A few examples: 

•	 A small business with inbound order taking – CCaaS can automate their order pro-
cess and prevent a lot of headaches.

•	 Any company with customer service – CCaaS can improve customer interactions 
and open up more modes of communication

•	 Growing companies that want integration – CCaaS supports integration with 
things like CRM to capture valuable customer details

They probably do not even realize they are looking for call center features, but each of 
those examples would be a perfect CCaaS customer.
 
What about your existing customers – have they been asking for these kinds of features?
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3.	 You will earn more from call center customers 
 
The per-seat retail price for a call center is nearly double that of a hosted seat. What 
many are failing to realize is that your customers and prospects are more than willing to 
pay this if it means the opportunity to have data that will help them manage their busi-
ness better. 
 
A common pitfall in today’s marketplace is thinking of VoIP is a commodity that our cus-
tomers want for as cheap as possible. This could not be farther from the truth. This kind 
of thinking cheats ourselves and our customers, requiring them to work longer and more 
frustrating hours to achieve less. 
 
Start offering CCaaS and its features – not only will your customers pay for it, they will 
probably thank you for stepping up.

4.	The whole comms industry is moving toward the Cloud 
 
Our entire industry is making the gradual move to the cloud, so it makes sense for call 
centers to follow suit. 
 
Just one example - the global Cloud PBX market is expected to double in value by 2023, 
growing at a CAGR of 14.9%. 
 
Cloud-based anything gives us features and flexibility that are no longer bonuses, but 
expectations. So, it is no surprise the cloud-based CCaaS is so feature-rich, scalable, and 
user-friendly.

5.	 CCaaS will increase your stickiness 
 
CCaaS can reduce customer churn in two ways. One, your existing customers likely al-
ready want these features whether they realize it or not. By meeting that demand you 
head off the risk of them switching to a different provider. 
 
Two, anything that increases regular interaction with your customers is bound to be good 
for your stickiness. Customers that develop an ongoing relationship with their vendor tend 
to become much more loyal than those that are limited to a one-time transaction. 
 
CCaaS will be a complex, integral part of your customers’ businesses, so it stimulates a 
long-term commitment. Regular upgrades and integration with other pieces of your offer-
ing will contribute to that relationship as well.
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6.	The competition is still low 
 
According to the Gartner Magic Quadrant for CCaaS in North America (https://www.gart-
ner.com/doc/reprints?id=1-3KJEIYI&ct=161024&st=sb), there are only ten CCaaS solutions on 
the North American market today. 
 
With the CCaaS market growing so quickly, we would expect the quadrant to begin filling 
up. Now, with the competition at a low-point, is an ideal time to throw your hat in the 
ring.

 

7.	 CCaaS will help you build your brand 
 
One of your primary goals is probably building your own brand and securing it for the 
future. One way to do this is by turning your individual products into bundles that encour-
age customer commitment, increase your value, and make it easier to keep pace with 
industry trends and emerging technologies. 
 
In a marketplace where prospects are short on time and high on expectations, a “one-
stop-shop” is going to be a winner in their eyes. CCaaS is one step closer to attaining that 
goal. 
 
CCaaS could be your ticket into new worlds like Voice and the Cloud, allowing you to 
eventually expand to UCaaS and beyond.

Learn more about CCaaS at www.bicomsystems.com/ccaas or contact us today.
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Cloud CCaaS Webinar 
Bicom Systems & ThinQ

Tuesday August 28th

1:00 PM EST

REGISTER

Call Center PBX Demo
Bicom Systems

Wednesday August 29th

1:00 PM EST

REGISTER
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