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Introduction
“To cloud or not to cloud, that is the question”at least that was the question 5 years ago.
Now it’s quite clear that the cloud versus on-premises struggle is leaning
heavily toward cloud as the proud victor in the long term. According to
the highly comprehensive and widely quoted report, RightScale 2019 State
of the Cloud Report from Flexera, 91% of enterprises are running one or
more applications over a public or private cloud. This international survey
of business professionals also revealed that, on average, organizations are
already running applications on 3.4 different clouds, both public and private.
What is less common is for the software vendors themselves to contract
directly with more than one cloud platform provider to host their solutions.
A major reason for this is that until recently there were very few viable
third-party options for software providers. According to Gartner, in 2018,
Amazon Web Services was by far the dominant infrastructure as a service
provider with 47.8% market share followed by Microsoft Azure with 15.5%.
In this eBook, we will address the business case for software developers and
enterprise users to support more than one backbone cloud provider and
more than one delivery mode. We will review pertinent trends and highlight
the reasons why a multi-cloud/hybrid strategy for contact centers makes
sense, now and into the future.
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A Brief History of Cloud Computing
The concept of cloud computing has its roots in government research organization DARPA which created the ARPANET in 1969 as a means to
communicate and share computer resources among users, primarily for universities. In the early 1980s, the National Science Foundation launched
an initiative to build a national backbone network that would be used on TCP/IP to link supercomputing centers and regional academic networks.
These early experimental attempts laid the groundwork for the internet, and its rise in the 1990 unleashed a tidal wave of commercial development
for cloud computing delivered via the increasingly ubiquitous internet.
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Our conversations about cloud computing have become much more nuanced as we learn how to best utilize this new technology in a world where
most software applications were run on computing resources located on the premises of the organization or “on-premises”. With an annual growth
rate of about 18%, the cloud computing industry is an inexorable force to which we need to quickly adapt.
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The Inescapable Benefits of Cloud Software
What used to be a convenient option for the IT Department is now a strategic imperative for the entire organization.
The juggernaut of cloud computing is fueled by the many clear advantages that it brings to organizations of all sizes and
industries. Consider the following compelling reasons to migrate your software to the cloud:

Lower TCO

Reduced Risk

Eliminate hardware and software maintenance costs. Reduce
the number of IT staff as applications move off premises. Match
the cost of software usage with the level of internal demand
for that software. Convert Capex to Opex. Eliminate need to
purchase hardware and software licenses for peak demand.

Reduce the effort that your organization invests in keeping
the data center up and running, so you can focus on your
core business. Transition the responsibility of support and
downtime risk to the experts. Reduce the dependency on
internal IT staff.

Flexibility and Scalability

Business Continuity/DR

Quickly expand and contract computing power, memory and
network access as it’s needed by the organization, so you are
always paying for the least amount possible at any given time.

The guaranteed continuity of on-premises implementations
depend upon the IT department level of expertise and the
budget for disaster recovery. Outsource this difficult task to
public cloud providers that provide this service to thousands
of organizations world-wide.

High Availability
Draw on the stable, tested and resilient network of the
public cloud architecture to get extremely high availability of
computing resources for your applications.

Feature Enhancements/Upgrades

Accelerated Time to Value
The contact center is changing quickly. Get the most value
from important new features such as gamification, automation
and cloud transition by having these new features immediately
after release.

Enjoy the benefits of upgrading to the latest version of your
software solutions. Easily add valuable new functionality
immediately after each new release without on-site
support required.
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The Public Cloud Provider Landscape
Although Amazon Web Services is still the 800 lb. gorilla in the world of public cloud providers, its growth is slowing compared to the smaller
providers such as Microsoft Azure and Google Cloud. As of 2018, Gartner estimated the public cloud provider market shares as follows:

Amazon 47.8%

Microsoft 15.5%

Revenue - 15,495

Revenue - 5,038

Alibaba 7.7%

Infrastructure-as-Service
Global Public Cloud
Services Market Share
2018 ($US Millions)

Revenue - 2,499

Google 4.0%
Revenue - 1,314

IBM 1.8%
Revenue - 577

Others 23.2%
Revenue - 7,519
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The Public Cloud Provider Landscape
Analysts differ on their assessments of relative revenue size and growth, but the attached chart from Jefferies predicts that Microsoft Azure
market share will be roughly half of AWS by the end of 2020. With the dynamics of the market changing rapidly, it’s important to maintain a
software infrastructure that’s open enough to support public cloud applications that can run seamlessly in multiple cloud environments.
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The Public Cloud Provider Landscape
Despite a large difference in market share, adoption rates of the top two providers are quite similar, which means that many enterprises are
using both Azure and AWS, so users are familiar with both, but more applications are running on AWS at present, which makes sense given the
longer history of AWS.
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What’s Happening In The Marketplace?
As mentioned above, many organizations are using multiple
clouds (often called a multi-cloud or omni-cloud strategy).
Large enterprises are often using several hyperscaling cloud
providers to take advantage of the huge computing power
inherent in the cloud. At the same time, the historical silos
of cloud infrastructure (on-prem, privately hosted cloud
and public cloud) are becoming increasingly blurred. Often,
different but integrated software applications are running
in separate delivery modes, with the prospect of a single
software application running in multiple delivery modes
just now becoming available. For example, within a single
application, computing intensive work can be done in
the cloud while confidential information can be kept onpremises for extra security. Also, the concept of the “public
cloud” is giving way to a finer granularity that includes the
traditional multi-tenant public cloud, a single tenant public
cloud, a single tenant private cloud hosted by a public
cloud provider (e.g., AWS), or a single tenant on-premises
cloud such as with Outposts from AWS. Cloud software is
becoming an increasingly complex proposition.

94% of Respondents Using Cloud

Public
Cloud
Only

22%

69%

Hybrid Cloud

Public 91%
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Key Enabling Technologies Of Cloud
The biggest barrier to supporting a multi-cloud environment is the cost of redesigning
customer software to meet the specifications of different platform vendors. There are also
technical training and cloud management issues to contend with. Fortunately, there are many
tools that ease the migration to a multi-cloud and hybrid-cloud strategy:

Containers - It’s estimated that within three years, 80% of new apps will be
developed using “containers”. There containers are standardized units of
software that bundle application software code with all of the other dependent
code in its environment, so it’s easy to move the application from one software
environment to another. In the multi-cloud and hybrid cloud environments,
software that is not built in containers runs the significant risk of missing this
dependent code or finding incorrect versions thereof. Containers isolate
software from its environment and ensure that it works uniformly, despite
differences between development and staging, for example. ZDNet estimates
that the containerized software market is growing at about 40% annually.

In a world of numerous public cloud providers, many private clouds and countless onpremises implementations, containerized software is the vehicle that enables applications to
run equally well in any of these environments. Software built using containers is ready for a
rapidly evolving world of cloud software.
Docker and Kubernetes are two of the most popular software containerization platforms.
Over 50% of multi-cloud users are already using Docker containers and 63% are using
containers-as-a-service. By 2021, expect 65% to be using container orchestration.
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Tools That Ease Migration To Multi-Cloud
and Hybrid-Cloud Strategy
Micro-services - Micro-service architectures have emerged as the preferred way to engineer robust, scalable cloud-native
solutions. Using the micro-services model for developing cloud apps allows developers to quickly and iteratively redesign, replace
and augment customer experience based on dynamic interaction with users in the field. Fifty-six percent of multi-cloud maestros
already use micro-services in their cloud environments.

Virtual machines - Offering enhanced flexibility, virtual machines are runtime environments implemented in software that imitate
physical servers. Virtual servers allow provisioning and scaling on demand to meet workload requirements. Within three years, 48%
of multi-cloud maestros plan to use virtual machines in their cloud environments.

Serverless cloud services - Serverless platforms let developers quickly and easily build feature-rich apps that respond to events.
Instead of provisioning servers, manually configuring clusters, or worrying about networking and software administration,
developers focus on writing code. Within three years, over half of multi-cloud experts (59 percent) plan to use serverless cloud
services in their cloud environments.

Cloud management platforms - A cloud management platform provides management, visibility, automation and orchestration
across cloud providers using policy-based tools. Effective platforms present a single, self-service interface that enables
configuring, provisioning and deploying of development environments, as well as integration of service management and
monitoring, backup and security.

©2020 Aspect Software. All Rights Reserved. | The Future of Cloud Software in Your Contact Center | www.aspect.com | GOOD CALL™

10

Future Of Cloud Software
With the cloud software industry growing at over 20% per year, few doubt the fact that
the future of software is in the cloud, but it may be a long journey with many legacy
applications continuing to run in whole or in part in a private cloud or on-premises,
hence the importance of a non-siloed, hybrid approach. In fact, many organizations will
benefit from a combination of cloud and private infrastructure – mixed ecosystems that
offer cost efficiencies and necessary security controls in conjunction with optimized
compute capacity and existing IT investments. Given the current marketplace trends,
we are likely to see the following over the next several years:

More viable cloud providers
With the attractive growth of the cloud software market, more vendors
will continue to enter, despite the dominant market share of AWS. Google
Cloud Platform is growing quickly and will be a viable third place in North
America. IBM also has its eye on this market facilitated by the recent
acquisition of Red Hat.

Continued vendor enhancements
The cloud software world in increasingly complex and just plain bigger.
Each vendor has a different set of features, that that’s a primary basis upon
which the competitive buying decision is made. Vendors will continue to try
to outpace their competitors with new availability zones, easy add-ons for
AI, NLU, etc., ease of use and many others.

Easier switching
With the standardization and flexibility made possible by containerized
software, it will be easy to switch from one cloud provider to another
with total invisibility to the user. This will make the market increasingly
competitive and should drive down costs.
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Future Of Cloud Software
Network control and monitoring software
With the certainty of multiple public clouds and multiple delivery
modes, the task of controlling and monitoring the entire network
will be critical.

Resource sharing across clouds
Often, different applications will run in separate clouds, and that
means we’ll need to become better at managing these resources.
Likewise, portions of the same application can run in separate
clouds, which will require even better control across clouds.

Vendor hybrid environments
We are just now seeing more convenient ways to deliver software
in multiple delivery modes using the same vendor. AWS Outposts
and the Microsoft Azure Stack are enabling customers to enjoy all
the benefits of the public cloud with all of the security benefits of
on-premises software.

Organizations planned to spend

24% more

on public cloud in 2019 than 2018
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The Power Of Choice: Benefits
Of A Cloud-Neutral And
Delivery-Neutral Approach
If one cloud is good, then two or more must be better –
at least that is the thinking of most large businesses. In
a recent Gartner survey of public cloud users, 81% of
respondents said they are working with two or more public
cloud providers, and by 2024, it’s expected that over 90% will
be working with multiple cloud providers.
The world of cloud software is changing quickly, and
vendors like AWS and Microsoft are jockeying for position.
We can’t predict the future, but we can certainly say that
there will be increased competition among public cloud
providers as cloud becomes the dominant form of software
delivery with some components remaining in private cloud
and on-premises.
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The Power Of Choice: Benefits Of A Cloud-Neutral
And Delivery-Neutral Approach
Aspect has adopted a “cloud neutral” and “delivery neutral” approach to its contact center software applications that provides our software
customers with a host of benefits in this new world, including the following key advantages:

BUSINESS CONTINUITY

DISASTER RECOVERY

IMPROVED PERFORMANCE

Your cloud vendor may encounter
financial problems, international
legal complications, data piracy,
a major technical failure or even
sabotage. Additionally, a wellcrafted multi-cloud architecture
helps lessen the effectiveness of
DDoS attacks by providing a level
of resiliency not available with a
single provider. If a cloud provider
suffers an attack, this strategy lets
IT instantly shift the load or only the
impacted services to other cloud
environments. It is always prudent
to have a quick failover to another
provider to protect essential
business information.

In a survey of over 300 IT

Organizations can minimize latency
-- and other performance metrics,
such as jitter and packet loss -- by
choosing a cloud provider with data
centers that are geographically
close to their customers, as
performance is generally inversely
correlated with the number of
network hops between servers. For
enterprises with a wide range of
cloud-based workloads, the optimal
solution is likely to involve multiple
cloud providers.

professionals and business managers
65% cited disaster recovery was an
extremely or very important reason
for a multi-cloud virtualization
deployment. The survey was
conducted in 2019 and sponsored by
Teradici, a company that produces
software that eases the transition of
applications to the cloud.
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The Power Of Choice: Benefits Of A Cloud-Neutral
And Delivery-Neutral Approach

DRIVE INNOVATION AND
BUSINESS AGILITY
According to research sponsored by IBM,
businesses employ various cloud services
to drive innovation and aid business agility.
Forty-nine percent of them are establishing
a multi-cloud architecture to develop new
and enhanced products and services.
Forty-six percent say they need a multicloud environment to support agile
business processes.

MAINTAIN NEGOTIATING ROOM

RELUCTANCE TO
FINANCIALLY BENEFIT A
COMPETITOR
Amazon is a powerful player
in retail and is aggressively
moving into services as
well. Companies that have
experienced reduced sales
growth or profitability because
of Amazon’s incursions are
not inclined to financially
support them. Similarly, some
businesses are reluctant to
entrust data storage and
security to a major infrastructure
vendor that also supports major
competitors.

MAINTAIN NEGOTIATING
ROOM
Many companies -- particularly
in Europe -- are worried
that customer data stored
in data centers in the US or
(owned by US companies)
could be accessed by US law
enforcement. UK government's
cyber security agency has
warned that government
agencies need to consider the
country of origin when it comes
to adding cloud services into
their supply chains.

For many businesses the biggest benefit of
a multi-cloud strategy is protection against
vendor lock-in. Having options provides
negotiating leverage to defend against
price increases and unfavorable terms.
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The Aspect Approach
Aspect Software is an acknowledged leader and innovator in the
customer engagement space. The company’s enterprise software is
used by millions of agents every year and supports billions of consumer
interactions around the world. Aspect’s contact center and workforce
optimization applications help keep agents engaged while providing
exceptional customer service experiences. In 2016 Aspect decided
to offer their suite customer engagement suite as a subscription
service. Like virtually all major enterprise software wishing to offer a
subscription model, they turned to AWS to host and manage the cloud
infrastructure. While this relationship has continued to work out well
for both Aspect and AWS, in October 2019 Aspect announced that
their market leading Aspect Workforce Management (WFM) software
would also be offered via Microsoft Azure.
WFM software is used in about 60% of contact centers and 80 to 90% of
all large contact centers which have several hundred to several thousand
customer service representatives. In this environment businesses
strive to provide targeted service levels at all hours of business, often
7 X24. Redesigning their WFM software to meet Microsoft Azure
compatibility requirements was costly and time consuming, but large
enterprise customers wanted options and Aspect delivered.
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The Aspect Approach
Aspect has adopted a fully “cloud-neutral” and “delivery-neutral”
approach to its contact center cloud software solutions. In a rapidly
expanding and rapidly changing cloud computing environment, it’s
the only prudent approach that future-proofs customers. Aspect’s
Via platform allows its best of breed contact center software to run
in virtually any environment. Aspect’s approach embraces a fully
containerized ecosystem, so our Via solutions are highly portable
across different cloud providers and different platforms, which
supports both multi-cloud and hybrid cloud IT initiatives.
Aspect is one of the largest vendors in the space and the only major
vendor to date that can host its WFM solution on both AWS and
Microsoft Azure. Aspect obviously believes that two clouds are better
than one. Companies such as yours can significantly benefit from
multi-cloud strategy as well. Starting off with the contact center
where the workforce management function can be readily detached
from the broader applications suite is a great way to ease into the
multi-cloud world.
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About Pelorus Associates
Dick Bucci is Founder and Principal of Pelorus Associates where he specializes in contact center technologies. Dick has authored sixteen
in-depth market research reports on workforce optimization applications and numerous articles and white papers. Prior to founding
Pelorus Associates he was a senior sales and marketing executive with leading telecommunications vendors and value-added resellers.
Dick has over 30 years of experience in telecommunications and is one of the most widely published and widely quoted analysts in the
contact center industry.

Your Journey to the Cloud Starts Here
When you’re ready to migrate to the cloud, we're here to help. Contact us today
for a personalized introduction and demonstration of the Aspect Via® platform.
1-888-547-2481

Request a Demo
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