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In today's fast-paced business environment, contact centers play a crucial role in delivering
exceptional customer experiences and driving growth. With rapid technological
advancements, contact centers must continuously evolve to meet customer expectations
and stay ahead of the competition. Developing a strategic technology roadmap is essential
to align technology investments with business goals and maintain a competitive edge.

This report explores practical strategies and best practices for creating a technology
roadmap, managing vendor relationships, tracking project performance, and achieving ROI
in contact centers.

Don’t miss Customer Contact Week (Las Vegas, June 19-22, 2023) for human insight that
brings industry data to life, exclusive opportunities to work through operational challenges
with your peers, and one-of-a-kind opportunities to connect with customer contact movers
and shakers.
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THE IMPORTANCE OF A STRATEGIC TECHNOLOGY ROADMAP
A well-designed technology roadmap is a blueprint for contact centers to identify, prioritize,
and implement new technologies supporting their business objectives:

A technology roadmap ensures that your contact center's technology initiatives
support your organization's overall objectives, helping to maximize the value of
your investments.

ALIGN TECHNOLOGY INVESTMENTS WITH BUSINESS GOALS

By identifying emerging technology trends and opportunities, a strategic
roadmap enables contact centers to stay ahead of competitors and capitalize on
new developments.

STAY AHEAD OF THE COMPETITION

A technology roadmap helps identify areas where process improvements can be
made, leading to increased efficiency, reduced costs, and improved customer
experiences.

IMPROVE OPERATIONAL EFFICIENCY

By prioritizing technologies that improve customer interactions, a strategic
roadmap enables contact centers to deliver seamless, personalized experiences
that drive customer loyalty and satisfaction.

ENHANCE CUSTOMER EXPECTATIONS
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DEVELOPING A TECHNOLOGY ROADMAP: KEY STEPS AND BEST
PRACTICES
Developing a technology roadmap involves several key steps and best practices to ensure
a successful outcome. Senior executives with 20+ years of experience should consider the
following when creating a technology roadmap:

Begin by evaluating your existing technology stack, identifying gaps and
opportunities for improvement. This assessment should consider the age,
functionality, and scalability of your current systems and any integration
challenges or compatibility issues.

ASSESS THE CURRENT STATE OF YOUR TECHNOLOGY
INFRASTRUCTURE

Research emerging trends and technologies in the contact center industry to
determine which could benefit your organization. Consider factors such as
customer preferences, industry regulations, and potential cost savings.

IDENTIFY TECHNOLOGY TRENDS AND OPPORTUNITIES

Define a clear vision for your contact center's technology strategy, outlining the
goals you want to achieve through your technology investments. This vision
should align with your organization's objectives and consider customer
experience, operational efficiency, and employee engagement.

ESTABLISH A VISION AND OBJECTIVES

Determine which technology initiatives to prioritize based on factors such as
potential ROI, alignment with business goals, and the ability to address critical
gaps in your current infrastructure.

PRIORITIZE INVESTMENTS



JUNE 28 - 30 , 2020
CAESARS FORUM, LAS VEGAS

www.customercontactweek.com

JUNE 19-22, 2023
CAESARS FORUM, LAS VEGAS

www.customercontactweek.com

4

Create a comprehensive plan outlining the steps, resources, and timelines
required for each technology initiative. This plan should include milestones,
budget estimates, and potential risks or challenges.

DEVELOP A DETAILED IMPLEMENTATION PLAN

Set clear KPIs to measure the success of your technology initiatives, and
establish a process for tracking progress against these KPIs. This will help ensure
that projects stay on track and deliver the desired outcomes.

ESTABLISH PROJECT KPIS AND TRACKING MECHANISMS
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MANAGING VENDOR RELATIONSHIPS AND ESTABLISHING
DECISION CRITERIA
A successful technology roadmap often relies on strong vendor relationships. Senior
executives should consider the following best practices for managing vendor relationships
and establishing decision criteria:

Create a comprehensive framework to assess potential vendors, considering
product features, pricing, integration capabilities, and customer support.

DEVELOP A VENDOR EVALUATION FRAMEWORK

Communicate your expectations to vendors and establish Service Level
Agreements (SLAs) outlining performance metrics and response times.

SET CLEAR EXPECTATIONS AND ESTABLISH SLAS

Regularly engage with vendors through meetings, status updates, and
collaborative problem-solving to ensure a strong working relationship and
address any issues that may arise.

MAINTAIN OPEN LINES OF COMMUNICATION

Periodically assess vendor performance against SLAs and other established
criteria to ensure they continue to meet your organization's needs and
expectations.

EVALUATE VENDOR PERFORMANCE

Focus on building long-term relationships with vendors that share your
organization's values and are committed to mutual success.

FOSTER LONG-TERM PARTNERSHIPS
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ACHIEVING ROI IN CONTACT CENTERS
A successful technology roadmap aligns with your business goals and delivers a strong
return on investment (ROI). To ensure your technology initiatives yield positive results,
consider the following best practices:

Define clear metrics for assessing the ROI of your technology initiatives, such as
improvements in customer satisfaction, reductions in call handle time, or
increases in agent productivity.

ESTABLISH ROI METRICS

Regularly track progress against established KPIs and ROI metrics, adjusting your
approach as needed to ensure projects stay on track and deliver the desired
outcomes.

MONITOR PROJECT PERFORMANCE

Use data and analytics to identify areas of improvement and optimize your
technology investments, ensuring they continue to deliver value over time.

LEVERAGE DATA AND ANALYTICS

Provide training and support to help employees effectively use new
technologies, ensuring they are fully utilized and deliver maximum ROI.

ENCOURAGE EMPLOYEE ADOPTION

Periodically review it to ensure it remains aligned with your business goals and
continues to deliver value in the face of evolving market conditions and customer
expectations.

CONTINUOUSLY REASSESS YOUR TECHNOLOGY ROADMAP
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Developing a strategic technology roadmap is essential for contact centers to remain
competitive, drive growth, and deliver exceptional customer experiences. Following the
practical strategies and best practices outlined in this report, you can create a
comprehensive roadmap that aligns technology investments with business goals, optimizes
vendor relationships, and ensures a strong ROI.

Don't miss Customer Contact Week Las Vegas for invaluable insights on developing
technology roadmaps, managing vendor relationships, and achieving ROI for your contact
center.

Join us in Las Vegas!
 

SPONSORSHIP
OPPORTUNITIES

 

REGISTER NOWVIEW THE
AGENDA

And, don't miss Customer Contact Week Las Vegas, June 19-22, 2023 at Caesar's Forum.
 

For any questions or if you'd like the agenda to be sent to you directly, contact us at
info@customermanagementpractice.com.

Connect with us! #CustomerContactWeek #CCWVegas

https://www.customercontactweek.com/page/2518973/sponsors
https://www.customercontactweek.com/page/2518974/registration
https://www.customercontactweek.com/agenda
https://www.customercontactweek.com/page/2518973/sponsors
https://www.customercontactweek.com/page/2518974/registration
https://www.customercontactweek.com/agenda
https://www.customercontactweek.com/page/2626998/roi-toolkit
https://twitter.com/CustContactWeek
https://www.facebook.com/CustomerContactWeek/
https://www.linkedin.com/groups/119551/
https://www.youtube.com/watch?v=QkGTnGnnY9Q&list=PLSBRZXvAmrDKPwVU4qveM8PIt2f9xSLCA&index=37
https://www.instagram.com/customercontactweek/

