
COLLABORATIVE 
CONTACT CENTRE 
MIGRATION

LET'S MAKE THE JOURNEY TOGETHER



90%

88%

With technology continuing to change the way we all work,  
it's clear that today's businesses need to improve digital 
operations in order to remain competitive.

It's why Digital Transformation is a top priority for enterprise CEOs***, and making the 
journey is becoming ever-more urgent for businesses of all shapes and sizes in a tough 
commercial environment. 

Contact centre infrastructure is an instrumental part of this evolution. Unified 
Communications technologies give you the tools you need to deliver an 
uncompromisingly excellent customer experience across the board, while saving 
money and making life easier for your hard-working employees. But deploying it can be 
a complex process. With multiple solutions on offer from various different providers, 
and the need to maximise the life of legacy architecture, how do you  
know which path is best for you?

* https://www.globalservices.bt.com/en/aboutus/news-press/technology-delivers-workplace-productivity-boost
** https://enghouseinteractive.co.uk/wp-content/uploads/2018/12/EI-Consumer-Survey-2017.pdf
*** https://www.gartner.com/en/newsroom/press-releases/2018-05-01-gartner-survey-reveals-that-ceo-priorities-are-shifting-to-embrace-digital-business

of employees say mobile tools and collaboration services have improved 
the productivity of their workplace.*

Meanwhile, customers demand more from every interaction, especially when it comes 
to contact.

of people consider it important to be routed quickly through to an expert 
whenever and however they communicate with an organisation.**

MANAGING THE DIGITAL TRANSFORMATION 
DILEMMA



YOUR IDEAL CONTACT  
CENTRE MIGRATION PARTNER

DIGITAL TRANSFORMATION  
THE WAY YOU WANT IT

Enghouse Interactive can solve your dilemma. As specialist contact centre providers, 
we pride ourselves in the smooth, swift and secure migration of communications 
infrastructure to deliver your digital transformation objectives, optimally.

Unlike other contact centre providers, Enghouse Interactive is not limited to its own telephony/UC 
infrastructure or operating environment. Instead, we’re free to work across any or all platforms and 
technologies – meaning that we can always advise you on the best option for your business.  
Plus, it leaves us more time to focus on the most important thing: providing you with excellent service.

Working closely alongside you, we'll assess your possible migration paths, make a selection then 
transition you smoothly with as little disruption as possible. 

Platform agnostic and accredited with the leading PBX and UC platforms,  
Enghouse Interactive will bring the best out of your existing technology 
investments whether you decide to host in the cloud, on premise or in a  
hybrid environment. Through intelligent integration, and consolidating your 
front, middle and back office processes, we get the best out of your combined 
resources so you benefit from a 360-degree view of your customers,  
cost-effectively.

We’ve worked with PBX and UC platforms for years – and as their technology 
has evolved, so we too have evolved with them. Along the way, we’ve established 
long, strong partnerships: we are a Microsoft Gold Partner and Cisco’s preferred 
partner. So, you can be confident you’re working with an industry expert,  
whatever deployment you choose.

“Enghouse Interactive’s entire product portfolio 
and underlying infrastructure is designed to 
support migration. Our business strategy has 
always focused on getting customers where 
they need to be, seamlessly and successfully.”
Alex Black, CTO, Enghouse Interactive



Typically, this works in one of three ways:

Case study: Futures Housing Group

Case study: Landmark Information

Case study: Broadacres Housing Association

RIP & REPLACE

PILOT, 
PROVE, 
MIGRATE

HYBRID

Generally used as part of a site relocation strategy. If you’ve just moved site and 
especially if part of the reason is to reduce cost, the cost-efficiency of moving to a 
new UC environment is more attractive than buying a completely new switch and 
incorporating that into an existing network.

After an initial trial in a small 
workgroup, the solution is rolled out 
across a department and then an 
entire organisation. Ideal as a low-risk 
migration option. 

Where UC is rolled out to a select group within an organisation, typically a non-critical 
line of business where it can run in parallel with existing systems. This happens a lot 
with internal IT helpdesks, which can effectively act as a mini contact centre in their 
own right.

Having buy-in from all departments is need to ensure a smooth transition. We 
deployed Futures’ contact centre solution in a new UC environment in order 
to deliver increased digital engagement across the board. Following a proof of 
concept, we ripped and replaced the contact centre and overlaid into their new 
Microsoft Skype for Business, taking employees and agents into a collaborative, 
headset-based world. 

Landmark needed a better way to provide products and services to customers. Our contact centre 
solution enabled a richer and faster user experience, while allowing changes to be made in real-time to 
maintain service excellence. A phased approach moved users into UC then one by one into the contact 
centre. All agents use the same platform so there is limited change in functionality. It's one centralised 
system that can be individually reconfigured according to needs.

Broadacres operate a highly skilled contact centre and services need to 
be delivered very quickly. We deployed an omni-channel contact centre so 
customers could get in touch in a range of ways, digitally and telephonically. 
The system transitioned in phases, originally integrated Lync, but moving to 
Skype for Business, then including mobile devices and linking the Enghouse 
Contact Centre and UC. This provided a complete view of customers and 
employees to improve efficiencies and shorten response times.

https://youtu.be/AzgjmGMAvS8
https://youtu.be/my-eGbjqeqc
https://youtu.be/tKTAV6Hdzz8


Enghouse Interactive's integrated, Microsoft-based  
contact centre solutions connect your customers 
to your entire enterprise. This allows you to achieve 
greater efficiencies, enterprise-wide collaboration 
and complete service flexibility, with no added costs 
arising from third-party technologies.

From 5 to 8,000 seats, we're ready to deliver truly 
class-leading UC that makes all the difference to 
your business.

•    We rank in the top 1% Microsoft’s partner ecosystem      
Supported launch of SFB online - the first  
          cloud-based contact centre for SFB
                •    Involved with Ignite - APIs using Teams for                    

"The tight integration between 
Microsoft technology and Enghouse 
solutions plays an important role 
in facilitating and simplifying the 
migration experience for customers 
- and their resulting collaboration, 
communications and productivity 
gains."

A LONG, SUCCESSFUL  
MICROSOFT RELATIONSHIP
Enghouse Interactive is a Microsoft Gold Partner. We've worked with Microsoft for more 
than 11 years at the forefront of communications technology, during which time over 
600 customers have trusted us to deploy leading-edge contact centres in a Microsoft 
environment. So, you can relax knowing you're in safe hands from start to finish,  
however complex your vision.

Using the latest integrated technology and best-in-class services and support, our Unified 
Communications solutions can be tailored to suit your precise environment and user needs, 
putting your whole company in constant contact with customers, whenever and 
however they demand it. Once installed, we remain flexible and agile as 
your needs change, and can update or scale your solution so you 
continue delivering the best experience every day you're with us.

Microsoft:  
a collaborative  
communications relationship



Find out how Enghouse Interactive can  
migrate your Contact Centre for success, 
today and tomorrow. 

Call +44 (0) 20 3357 3040 
Email marketingemea@enghouse.com
www.enghouseinteractive.co.uk

Recognised by Gartner as a Challenger in its latest Magic Quadrant 
for Contact Centre Infrastructure, Enghouse Interactive has achieved 
consistent double digit year on year growth over the past decade, 
both organically and through the acquisition of well-regarded 
specialists in the contact centre industry.

We rank in the top 1% of Microsoft’s partner ecosystem and 
are committed to “best-in-class” solutions that meet Microsoft 
customers’ evolving needs in today’s dynamic business environment.

We hold Microsoft Gold Application Development  
and Communications competencies.

www.enghouseinteractive.co.uk



