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Al Call Center Vendor Selection Guide

The right Al call center platform can improve customer satisfaction, handle repetitive tasks for your staff, and capture
more revenue. The wrong choice frustrates customers and limits your ability to scale. This guide offers a structured,
step-by-step process for evaluating and selecting an Al call center vendor that fits your business.

Step 1: Define Your Goals and Pain Points
Before evaluating any vendor, decide exactly what you're trying to solve. Ask your team these questions:

* Where are we losing customers today? Is it missed calls, long hold times, and transfers that go nowhere?
* What tasks consume the most agent time that do not require human judgment?

* Which channels do our customers use (phone, text, chat, or a combination)?

* Do we struggle more with volume, consistency, or after-hours coverage?

* What would success look like in 90 days? In 12 months?

Document your answers. You will use these to evaluate every vendor against your actual needs.

Step 2: Identify Your Must-Have Capabilities

Some Al call center solutions are focused on a single workflow, while others are designed to handle multiple interaction types
across multiple channels. Clarify what you need before you start evaluating.

e Channel support: Does the platform handle voice, text, and chat, or just one?

*  Workflow completion: Can it complete transactions end-to-end, or does it route and hand off?

* Integration depth: How does it connect to your existing systems (POS, CRM, scheduling, and others)?

e Natural language processing: Can it handle natural, unscripted conversation, or does it require specific phrasing?

e Escalation control: Can you define when and how interactions escalate to human agents?

* Real-time data access: Does it pull live customer data to personalize interactions?

* Analytics and reporting: What insights does it offer on customer interactions, agent performance, and outcomes?

e Security and compliance: Is the platform PCI compliant, and does it meet TCPA and other regulatory requirements?

Mark each capability as “required,” “preferred,” or "nice to have.” This prevents you from choosing a platform based on
features that are impressive but irrelevant to your situation.

Step 3: Build Your Vendor Shortlist

With your requirements defined, start building a shortlist of vendors to evaluate. Aim for three to five. Sources for your shortlist
include industry analyst reports (Gartner, Forrester), peer recommendations from operators in your industry, review platforms
like G2, Capterra, or Trustpilot, and trade publications and conference coverage.

For each candidate, confirm they have relevant experience in your industry or with businesses of similar scale. A vendor that
works well for a 500-seat enterprise contact center may not be the right fit for a regional restaurant group, and vice versa.

Step 4: Prepare a Structured RFP or Discovery Call
Whether you issue a formal Request for Proposal or run a structured discovery call, you need consistent questions across all
vendors so you can compare them accordingly. Include these in your evaluation:

1. What industries do you serve, and what are your most relevant case studies?

2. How does your platform handle conversations that go off-script or change direction?

3. What does your integration process look like, and what does it require from our team?

4. How do you handle escalations to human agents? Can we customize the rules?
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5. What does ongoing optimization look like after launch?

6. How quickly after deployment can we make updates to agent behavior or workflows?
7. What security certifications do you hold? How do you handle PCI compliance?

8. How do you measure and report on customer satisfaction outcomes?

9. What does your pricing model look like, and what is included?

10. What does onboarding and implementation look like, and who is responsible for what?

Take notes during each conversation. Take note of vendors who answer your questions directly versus those who only want to
give a demo or redirect to a brochure.

Step 5: Evaluate the Demo Against Your Real Workflows
Every vendor will show you their best-case scenario demo. Your job is to test it against your actual business context. During
the demo:

* Ask them to walk through a workflow specific to your business, such as your most common call type or your most

problematic scenario.

e Ask what happens when a customer goes off-script, changes their mind, or asks something unexpected.

* Ask how the system handles edge cases, such as missing data, system downtime, and ambiguous intent.

e Ask to see the escalation flow in action.

* Askabout what the human agent experience looks like when a handoff occurs.

Step 6: Check References and Case Studies
Ask every vendor for references from customers in your industry or with comparable operational complexity. Speak with at
least two references before advancing a vendor to final consideration. Questions to ask references:

* What problem were you trying to solve when you selected this vendor?

* How long did implementation take, and were there surprises?

* What measurable outcomes have you seen on customer satisfaction, staff hours, or revenue?

* What s the vendor like to work with post-launch?

* |sthere anything you would have done differently?

Pay attention to how references talk about the vendor's responsiveness and willingness to optimize after deployment.
Implementation is one thing, but partnership is another.

Step 7: Assess Integration Requirements
One of the most common sources of friction in Al call center deployments is integration. Before signing anything, map out
exactly what systems the vendor will need to connect to and how. Confirm with your team:
* From what systems (CRM, POS, scheduling, loyalty) does the Al platform need to read?
* What systems does it need to write to or update?
* What does your IT team need to support the integration?
e What APIs or connectors does the vendor provide?
* What happens when a connected system is unavailable or slow?
Ask the vendor to detail how they handle situations in which a direct APl does not exist. The best Al contact center platforms

are able to complete workflows, even when native integrations are unavailable, through autonomous agents that interact with
web-based systems.

Step 8: Evaluate Pricing and Contract Terms
Al call center pricing models vary. Understand exactly what you will pay and under what conditions that could change. Review:

* What s the pricing model (i.e., per minute, interaction, or seat, or a platform fee)?
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e Are there volume minimums or overage charges?
* Whatis the contract length, and what are the exit terms?
* Whatisincluded in the base price versus billed separately (onboarding, support, updates)?
* What triggers a price increase?
Model out the cost at your current call volume and at two times your current volume. This reveals whether the pricing model

scales favorably.

Step 9: Pilot Before You Commit

Where possible, negotiate a pilot before signing a full contract. A pilot gives you real-world performance data. Structure your
pilot to:

e Cover your highest-volume interaction type.
* Run for at least 30 days to account for variability.

* Measure specific, pre-agreed success criteria (i.e., customer satisfaction scores, containment rate, resolution rate, agent
performance metrics).

e Include input from your front-line team (agents, managers, and customers).

Before it begins, define in writing what constitutes a successful pilot. This gives you a clear basis for the decision.

Step 10: Make the Decision and Plan the Rollout

With pilot data in hand, you are ready to make a final decision. Use your original requirements document to score each vendor
against your defined criteria. Before signing, confirm:

* Your implementation timeline and key milestones

* Who owns what during the rollout (vendor vs. your team)
* How training for your staff will work

e What the first 30 days post-launch look like

* How ongoing optimization and updates are handled

Pre-Decision Checklist

Before making your final decision, confirm you have completed each of the following:
Defined your primary goals and specific pain points
Documented required vs. preferred capabilities
Built a shortlist of three to five vendors
Conducted structured discovery calls or issued an RFP
Evaluated vendor demos against your workflows
Spoken with at least two customer references per vendor
Mapped integration requirements with your IT team
Modeled pricing at current and projected volume
Completed a pilot with pre-agreed success criteria

Confirmed onboarding and post-launch support terms in writing
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