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INTRODUCTION

The UAE has reported some success in increasing local rainfall by cloud seeding in recent years.  In a similar
vein, an increasing number of savvy Customer Experience (CX) managers have successfully “seeded the cloud”
by automating and elevating their operations into hybrid cloud-based contact centers.

The COVID 19 pandemic has exacerbated the long-running trend towards more remote customer servicing
and further reduced the level of human interaction between companies and their customers.

Consumer expectations have increased exponentially as they expect their requests and needs to be met on
their terms, through their preferred channels, and at their convenience. Because of the “instant access” to
almost everything they need during the pandemic (grocery deliveries, banking services, in-home COVID tests,
etc.), customers have come to increasingly expect everything to be at their beck and call, and this mentality
applies especially to services provided through contact centers.

RESPONDING TO THE DIGITAL TRANSFORMATION OF 
CUSTOMER EXPERIENCE 
Smart CX managers have recognized that customers are no longer satisfied with the traditional approach
where call centers are 100% reliant upon human agents.  More customers are now searching for a hybrid
solution, where human agents handle particularly complex requests, while AI is used to respond to more
repetitive queries.  The proportions will di�er between businesses, but a typical ratio for such a hybrid model
may be in the order of 60:40. In response, more businesses are turning to cloud-based contact center
solutions that o�er the potential to deliver an enhanced customer experience through automation without
losing the human touch.   

The increased use of cloud-based contact centers forms part of a broader digital transformation. This transformation
constitutes a universal game-changer, with the financial sector alone expected to invest more than $40 billion
on technology across the MENA region over the next 2 to 3 years . Applying new technology has always been
a necessity for successful companies to remain ahead of the curve and this is nowhere more evident than in the
delivery of an enhanced customer experience through cloud-based contact centers.

A MORE CLOUDY MIDDLE EASTERN HORIZON 

Although cloud-based contact centers defy geographic boundaries and are therefore aspatial by nature, they
are particularly attractive in those areas where customers are technologically driven and more open to
communicating with businesses with a minimum of human interaction.  The Middle East and North Africa
(MENA) region has a typically young and highly tech-literate demographic, with countries such as the UAE
having among the highest levels of 5G mobile phone penetration globally.  Customers in this region are far
more comfortable corresponding with automated tools and far less likely to enquire if they are communicating
with a real person or a robot, than customers in more established markets such as Western Europe or the US.  

of companies are planning to increase their
cloud-based contact center capacity by 2024
(Gartner, Nov 2020).  70%



A key component of the digital transformation of contact centers has been the development of a range of
increasingly sophisticated AI chatbots, providing customers with instant access to much-needed data while
agents are summoned to provide the personal touch for more complex queries. It is therefore not surprising
that a recent study found 

In addition to improving first contact resolution, chatbots can benefit businesses by lowering costs, allowing
the same number of customer service agents to manage a higher level of client interactions. 

RECOGNIZING THE RIGHT TIME TO AUTOMATE 

of clients were happy to interact with
businesses through chatbots 
(CCW Digital Research).71%

Savvy customer experience executives have recognized the need to respond to the digital transformation 
of their business and move towards a cloud-based contact center solution. Three common components 
have driven the timing of this decision for most, if not all of them. 



65% of customers regard having their issues resolved
in their chosen channels as the most important
aspect of a good customer service experience. 

The number one cause for customer dissatisfaction is long wait times, compounded by poorly
equipped ustomer service sta� operating on limited business hours.

Instances of airline passengers being forced to wait ‘on hold’ for more than one hour to e�ect changes
to their bookings due to COVID19, have resulted in leading airlines turning to cloud-based solutions to
reduce the waiting time for the initial customer interaction.
 
Once customers are able to interact with customer service agents, many are finding these agents to be
uninformed and unable to assist them.  The use of cloud-based solutions increases the range of services
and requests that can be handled without human intervention, freeing up agents to address the more
complex or higher value inquiries. While new technologies can certainly assist, they can never fully replace
the importance of training, educating, and motivating customer-facing sta� across the enterprise.

An increasing number of disgruntled customers are finding themselves lost in the maze of multiple
customer service channels when dealing with just one company.

A di�erent channel, a di�erent, unconnected experience. Customers increasingly expect businesses
to respond over the channel of their choice (be this WhatsApp, Viber, SMS, Live chat, Facebook Messenger,
or Apple Business Chat).
 

It is far easier to implement an omnichannel approach (one platform, all channels), using a cloud-based
strategy, allowing clients to start their engagement on one channel and  seamlessly switch to other
channels.

Contact center operations are becoming trickier to manage as they start to encounter di�culties
on CX integration, adaptability and scalability.

Savvy CX Experts can vouch that scalability and uninterrupted access are further advantages of
cloud-based solutions over on-premises contact centers that are constrained by limitations on physical
space and operating hours. 

While global organizations have long since implemented ‘follow the sun’ strategies to provide 24*7 
support from multiple contact centers located in di�erent time zones, the use of cloud-based solutions
o�ers new and more e�cient ways to satisfy the increasingly ‘here and now’ demands of customers. 

One specific way they can achieve this is through the support and coordination of a higher volume of
home-based workers, operating remotely from di�erent locations around the world. 

(American Express Research)



While the ultimate advantage of cloud-based contact centers is their ability to reduce customer service friction
and enhance customer satisfaction, businesses can also benefit from cost savings, improved e�ciencies, and
higher levels of quality control. Current contact centers are often di�cult to manage, do not scale easily and
are hard to integrate with other systems (from reporting and call recording to email and CRM). 

In contrast, cloud-based centers o�er seamless scalability in response to rapidly changing customer demands.
Driven by the availability of new tools and technologies, cloud-based contact centers provide a means of reducing
customer service friction and enhancing customer experience far ahead of that possible from more traditional
on-premise -based contact centers.  Faster response times, more informed customer service agents, 24/7
access and omnichannel operation are among the numerous benefits o�ered by cloud-based contact centers. 
 
Quantifying these benefits has underpinned the decision of many CX executives that now is the right time to
establish or expand their cloud-based capacity.

IN CONCLUSION
Switching to a cloud-based contact center is not without its challenges.  Inevitably, there is a level of capital
expenditure involved and not every organization will have the internal resources and expertise required.
 
A growing number of savvy customer experience managers have, however, come to recognize that the benefits
of a well-designed cloud-based strategy far outweigh the risks involved and that now is the right time to
proceed down this route. 

Cloud-based contact centers o�er the potential to transform customer experiences while at the same time
achieving operational e�ciencies and cost savings not available from traditional on-premise contact centers.

Having identified these advantages, the focus of many forward-looking client service managers has now
shifted to the implementation stage. The prize for those managers that get this right will be substantial, given the
importance that businesses are placing on enhanced customer satisfaction in an increasingly competitive marketplace. 
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