MARKET REPORT: CALL RECORDING

SOUND BYTES
James Slaney, Co-Founder of Dubber
The evolution of cloud-based solutions
is revitalising the industry and
expanding the market. Unfortunately.
many 'cloud' solutions actually operate
traditional software from hosted
platforms. which are restricted in
scalability and deployment speed. as
is characteristic of legacy solutions.
This distinction separates true cloud
from 'fake cloud' solutions. With
the rise of true cloud solutions. the
telecoms industry is shifting towards
Communication Platforms as a Service
(CPaaS) offerings. which integrate
real-time communications with
business applications. We see CPaaS as
a natural progression in the previously
stagnant industry - where call
recording and communication capture
play vital roles.
Andrew Dickinson, Managing
Director of Jola At the right price.
many companies will opt for
call recording even if there is no
regulatory requirement to do so. It is
essential if a company wants to take
orders over the phone and is a great
tool for training customer support and
sales people. Cloud-based recording is
often a cheap and flexible bolt-on that
can be added and removed monthly

as business needs dictate. There is no
logic to charging companies for the
storage they use. This only complicates
the proposition and after-all nowadays
storage is very cheap. Charge per seat
per month.

Chris Harris, Managing Director of
Xarios We have always said that it is
not recording calls that is the clever
bit ... it is searching for and retrieving
the calls in a timely fashion that is
the clever piece - and honestly it
does not matter if you are an SME or
Mid-market- you still want to find
your recorded calls quickly and easily.
Call recording deployment falls into
two key categories- those that need it
to meet their compliance obligations
-and those that need it as a critical
tool within their business process. As
more and more business is transacted
over the phone - the benefits of Call
recording become ever more apparent
- the primary function is dispute
resolution where quickly confirming
transaction details can often repay the
cost of the call recorder in a matter of
weeks.
Simon Whatley, Sales Director at
Tollring The key difference between
selling call recording to SMEs and
mid-market companies is that the
mid-market is more likely to request
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Tom Harwood, co-founder and Chief
Product Officer at Aeriandi
As a Telco I reseller. it's important
that the (Cloud based) solution has
been created as a multi-tenanted.
automatically provisioned (there is no
cost to set-up new accounts. and the
process is automated) solution from
the outset. Some solutions are really
legacy systems than have been moved
into the cloud and consequently
carry a lot of baggage and additional
costs. Don't be taken hostage - when
companies amass data. there's no
obligation to provide easy or cheap
access to export it. If this isn't covered
up-front then they can hold you
hostage to the data they retain.
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integration with CRM or other
corporate systems. The focus when
selling to the mid-market should
be on externalising information. so
it is important to have strong APls
available. This size of company tends
to want to do more with call recording
but in a centralised way. The most
effective way to sell call recording
is to start by understanding their
business needs and challenges. Many
companies will strive to improve
customer service to increase customer
retention and satisfaction. in order to
impact the bottom line and achieve
competitive advantage.
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