


The contact centre is going through its most important change in almost thirty 
years. Driven by rapid advances in digital technology, the ways in which 
customers engage with both enterprise and governments have moved on a long 
way from the 9-5 Monday to Friday call centre.

Today we expect rapid, easy-to-use, highly-accurate customer service, which 
means offering anytime, anywhere, any-channel, any-device communication that 
links customers and citizens to data-rich environments that are both automated 
and people-assisted.

During 2017 and 2018, enhanced customer engagement through cloud contact 
centres will provide earlier adopters with a strong competitive advantage and 
beyond that will be the norm, with latecomers struggling to survive.

The European marketplace has led the way in the adoption of cloud contact 
centres, with highly successful deployments starting ten years ago. During the 
last two years the global adoption of cloud has started to take off, with small to 
mid-sized contact centres (up to 250 seats) the main users, predominantly using 
voice. The next wave of change has started with larger contact centres 
(thousands and tens of thousands of seats) migrating to the cloud and utilising 
digital channels such as email, SMS, social media and chat in addition to voice.

Over the past decade we are delighted to have become Europe’s leading cloud 
contact centre provider, with our storm® platform supporting nearly a thousand 
large enterprises. No other vendor works to the scale of storm, with 
organisations running multi-thousand seat deployments for mission-critical 
applications in sectors such as financial services, utilities and public sector. 
storm’s scale, together with its powerful integration connects to hundreds of 
third-party applications such as CRM and WFM, fully integrated multi-channel 
communications capabilities and five-nines availability makes it the 
game-changer in the space.

We’re excited to bring the power of storm to the 
contact centre marketplace and look forward to 
helping you transition smoothly into the cloud.



Differentiators
Omni-Channel

storm offers a single, blended queue across every channel of communication, enabling 

true omni-channel service delivery and complete end-to-end customer journeys. 

Customisable real-time and historical reporting provides full visibility over all interactions, 

and routing plans can be adjusted rapidly through an intuitive graphical service 

management tool. 

Integration

storm is designed to open standards, and can integrate with any third-party system, 

application or database. There are currently hundreds of integrations live on storm, with a 

variety of platforms from mainstream CRM (e.g. Salesforce and Microsoft Dynamics), UC 

(e.g. Skype for Business and legacy Lync deployments) WFM (e.g. Verint and Teleopti) 

through to bespoke integration work with proprietary databases and systems such as 

secure electricity network monitoring (which feeds through live information on power status 

into utility contact centres).

SLA Services

Many storm clients operate large contact centres in mission-critical environments, such 

as the National Health Service (NHS) in healthcare, TUI Group in Travel, as well as 

numerous utilities and government organisations. The platform’s default Service Level 

Agreement (SLA) defines 99.999% (“five nines”) availability as standard, ensuring that 

these vital services can depend on the storm cloud. Architecturally, storm is multi-sited 

in a highly-resilient configuration, and is embedded directly within carrier networks to 

ensure that there is no single point of failure across either hardware or networking.

The underlying hardware and software is completely proprietary and has been continually 

developed and refined for over two decades.

Agility and Innovation

As a true cloud platform, all technology is 

already live and available on storm. 

Research and Development (R&D) is a core 

part of Redwood's business, and new 

innovations are continually rolled out to 

ensure that customers can access the latest 

technologies – and future-proof their contact 

and customer engagement strategies. With 

the ability to deploy all services within a 

single agent browser (and no need for 

physical infrastructure), rollout times event of 

large and complex solutions are very rapid.

Redwood Technologies demonstrated the first integration of WebRTC technology with contact centre 

capabilities, a feature which has been continually developed to include multi-party video chat and advanced 

collaboration (see right within the Desktop Task Assistant agent interface).

Scalability

Redwood Technologies was early-to-market with cloud contact centre 

capabilities through storm and the platform has been 

continually refined and expanded for over a decade, giving it 

an enormous capacity. During large-scale incidents, the 

platform seamlessly scales to handle any concurrent volume 

for every client on the platform at the same time. The graph 

on the right illustrates the impact of two events to hit the UK, 

Spike 1 and Spike 2, on a single provider. storm scaled 

on-demand to handle enormous spikes in usage, connecting 

customers to the information they needed and automating 

93% of these enquiries.
Contact centre contacts for a single provider

Multiple live video streams and desktop sharing via WebRTC
integration in a single agent desktop
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