
HOW THE COMMUNICATIONS 
REVOLUTION IS RESHAPING THE 
CONTACT CENTER: THREE CASE 

STUDIES TO READ NOW



The communications revolution led by the rise of 
smartphones and mobile apps is combining with 
cloud computing to reshape the contact center. This 
white paper will examine the success of three 
companies that took advantage of key technology 
trends to build contact centers that stand out for their 
agility, flexibility, scalability and reliability, as well as the 
transparency of their operations.
In recent years, the task of running a contact center has grown exponentially more 
complex. Managers are facing a smorgasbord of technology options, from traditional on-
premises systems to hosted and build-it-yourself, cloud-based solutions. Contact 
centers, as well as agents themselves, are often geographically dispersed. They are 
responding not just to phone calls, but to gushing streams of social media commentary. 
Meanwhile, there's a growing chance that any single caller will be reaching out from a 
mobile phone or app, and a growing expectation that the agent should be at least as 
familiar with the caller as his or her mobile device is.

To be successful, contact center managers and agents must have easy access to real-
time information on the level of an individual caller and in the aggregate across all callers 
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and all channels. They also need the ability to respond across channels, as a contact that 
starts as an email may be more efficiently handled by voice or SMS.

Indeed, one of the top challenges facing contact center managers is the need for 
interoperability. According to a survey of 279 contact center decision makers by Forrester 
Research, Inc., 90 percent of companies had unintegrated communications channels: 
phone, email, chat, and web self-service. These data siloes led to inaccurate information 
and inconsistent service, and made it more difficult to add contact center data to 
customer relationship management solutions and other business applications.

Next-generation contact centers are addressing this challenge by tapping the power of 
the cloud for communications.   In the rest of this paper, we will see how Hulu, Home 
Depot and Wix were able to build contact centers of the future in a fraction of the time 
that it has traditionally taken to deploy contact center infrastructure.

Software eats the contact center: Hulu

From agriculture and books to weather reports, more businesses and even entire 
industries have been transformed into online services built on software. Why is this 
happening now? According to Marc Andreessen, the venture capitalist who first spotted 
this trend: “Six decades into the computer revolution, four decades since the invention of 
the microprocessor, and two decades into the rise of the modern Internet, all of the 
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technology required to transform industries through software finally works and can be 
delivered at global scale.”

Hulu, a video streaming service owned by NBCUniversal Television Group, Fox 
Broadcasting Company and Disney-ABC Television Group, has long been a poster child, 
along with YouTube and Netflix, of software’s make over of the video rental industry. In 
September 2012, Hulu was second only to YouTube in size with more than 694 million 
videos streamed.

An online service this large generates thousands of calls and emails each week for 
customer support, and in 2010, Scott Post, a senior software development lead, signed 
up for the task of building a customer support platform to support the launch of Hulu 
Plus, Hulu’s premium subscription offering.

“Everybody knows customer support can be a drag,” Post said. “You have automated 
menus nobody likes to talk to. You have long wait times. You get bounced around on 
queues. We wanted to avoid all of this from the get-go and just make it simple, fast and 
personal.”

After reviewing different contact center solutions, Post decided to build a back end—
nicknamed “Ecto” after the legendary vehicle used in the movie Ghostbusters— and 
integrate it with two external web services. He chose Twilio to handle communications 
and Zendesk to handle email ticketing. He’s also built a front end web portal—nicknamed  
“Casper.”
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There were a couple of reasons Post chose this approach. Building on Twilio meant Hulu’s 
web team could use leverage their existing web skills—they didn’t have dive into the 
arcane world of telecom technology. This made the team more agile.  The first prototype 
was launched in a day and went into full production shortly thereafter. Twilio’s ease of use 
further increased their flexibility.

Today, when a person calls Hulu's toll free support number, they are quickly routed to an 
available customer support advocate. If all customer support agents are busy, estimated 
wait times and queue positions are communicated to the caller. Music from popular 
shows on Hulu is played while a person waits, and there is the option to press “1” at any 
time to schedule a call back. In this scenario, Hulu's system will detect when an agent 
becomes available, and then automatically dial the caller back.

Some bonuses of the system include the ability to track a call’s source so that an agent 
knows if a caller has from a support forum, the sign-up page or is dialing the number on 
their bill. Besides voice and email, tweets are also monitored.

“Providing our agents with a detailed 360 degree view is key,” Post said. “When 
customers call in, we know everything. All the information that we have about them is 
presented to the agent so that they can use that when they are trying to solve a person’s 
problem. And then, in addition, it’s important to put the right metadata and metrics in 
place so that we can do reporting on how we’re doing in support, what’s working and 
what’s not, what are some areas that we can improve on.”
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Building a contact center from the outside in: 
Home Depot/Red Beacon

During the last year, the role of the contact center in many large enterprises has 
undergone a radical shift. Where the contact center was once seen primarily as a cost 
center that needed to be controlled, it’s now increasingly viewed as a source of 
competitive advantage because of the role it plays in shaping the customer experience.

The new perspective has been shaped by thought leaders, like Harley Manning, co-author 
of “Outside In: The Power of Putting Customer at the Center of Your Business,” and 
business leaders like Anthony Rodio, the founder of RedBeacon and a vice president at 
Home Depot, who can demonstrate what happens when you turn a customer-focused 
perspective into a business practice.

In his book, Manning argues that during an age of technology-fueled disruption an 
obsession with customer experience is the only competitive advantage that can survive. 
“For most companies, customer experience is the single greatest predictor of whether 
customers will return—or defect to a competitor,” he writes. 

The idea of building something from the “outside in,” of starting with the customer’s 
perspective, rings true for Rodio, who founded RedBeacon to make it easier for people 
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with home improvement projects to connect with home improvement professionals. He 
sold the company to Home Depot in 2012.

RedBeacon had started out using a “kind of cobbled together” solution for call center 
telephony. But once the company got acquired, Rodio saw a chance to change the game 
in favor of increased agility, flexibility and visibility..

“If you believe your customers are the most important asset your company has, then your 
interactions with them are the most important thing you do,” Rodio said. “If I talk to a 
customer, I want that to be part of my application. I want all the interactions, from the 
website to a phone call to be one record.

Five years earlier, while chief operating officer at Support.com, Rodio had built a cutting-
edge call center that let 1,000 people work from home by integrating a hosted solution 
with custom code. He wanted something that was similarly forward-looking for Home 
Depot—something that anticipated where the market was heading and would provide him 
with visibility into every interaction, whether on the web, email, chat, phone or SMS.

But the solution for Support.com had taken a team of several dozen developers months 
to be build, and Home Depot was on much tighter time line.  “We had about eight 
weeks,” Rodio said. “We looked around at the market. What we had capability-wise was 
not going to do it and integrating any of the big existing solutions would have taken much 
more work.” 
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The web development team at RedBeacon started building an application that spanned 
their CRM, their public web application and in-store presence. For telephony, the team 
integrated the application with Twilio.

Now, Rodio can examine each the interaction the RedBeacon team has had with any 
customer and see how experience went. He can see new job requests, how many times 
the customer called and how long it took to get help or to resolve a problem. In short, he 
has visibility to ensure the best possible customer experience without sacrificing the ability 
to quickly update his app. And the new system is as reliable as a traditional solution that 
would have taken longer to deploy and been much difficult to integrate.

Big data comes to the contact center: Wix

Business leaders know that big data—or even just moderate amounts of data—can help 
them make better decisions. But getting access to data has proven a challenge for many 
industries.

Jamison Harrison, director of U.S. sales and support for Wix, a popular do-it-yourself 
website building service, needed to get more information about the calls coming into 
Wix’s call center. In just two years, Wix had grown from one million to 20 million users. It 
was Harrison’s job to make sure those users were happy and were getting help when they 
reached out for it. But the hosted call center provider Wix had chosen didn’t make the 
detailed data Harrison needed available in real time.
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To meet the company’s demand for more visibility into call center performance and to 
quickly roll out new features, Harrison decided Wix should build its own application using 
Twilio, thanks to Twilio’s proven reliability and ease of use.

It took a single developer around six months to complete Wix Call Center, a project that 
could have taken dozens of IT professionals and outside consultants a year or more using 
traditional hardware and software. And the company started realizing benefits almost 
immediately. The single Twilio-based application provides the functionality of an automatic 
call distributor, along with call monitoring, call queuing and call recording, a case and 
contact management tool, computer telephony integration, interactive voice response and 
customer relationship management. 

At first, Wix continued to use its hosted provider to connect to the public switched 
telephone network, but it didn’t make sense to continue to pay high monthly per user fees 
for functionality the company was not using.

Harrison decided to switch to Twilio to handle the back-end telephony. Instead of paying a 
per-user fee, Wix now pays only for the minutes and numbers and text messages that it 
uses, and, equally important, it has access to granular call data.

The availability of detailed call event information enhances the reporting capabilities of 
Wix’s applications. Those capabilities include aggregating data in graphs to compare real-
time metrics like the average processing time of a call, the average wait time, the average 
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call abandonment rate, as well as the ability to evaluate the performance of specific 
channels or queues. 

Harrison can drill down and quickly get a sense of how the entire call center, or a 
particular agent, is performing during specific hours of the day. He can immediately 
evaluate how the center is responding to spikes in demand, and make necessary 
adjustments. He has the data he needs.

Conclusion

Companies who search for more flexible contact center solutions are discovering that the 
contact center of the future is well within their reach. In most cases, they have developers 
on staff or have relationships with third-party integrators and developers with the skills to 
quickly plug together services that enhance their existing infrastructure. The cost, 
compared to the implementation of traditional contact center solutions,is minimal. 

This approach is leading to unprecedented business agility. Not only does it free up 
resources that were once committed to maintaining cumbersome technology, it provides 
an organization’s technical talent with the tools they need to invent creative solutions to 
today’s business challenges. And managers have the time to begin to understand—and 
solve—tomorrow’s challenges, today. 
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