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Executive Summary 

The Cloud is revolutionizing the way companies acquire 
and leverage business process applications. 

Traditionally, business applications have been tethered 
to in-house hosting and staff support, with all the 
attendant cost issues such as customization, upgrades, 
provisioning, IT infrastructure management, and 
hardware maintenance.  

This effectively meant that only larger companies 
possessing enough resources could afford to deploy 
enterprise-scale business applications.  Even in 
those companies, competition for IT resources 
forced prioritization of projects with the result that 
some business initiatives were delayed even though 
operational departments were ready to proceed.
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The Cloud enables business process applications to be 
untethered, providing direct and indirect cost savings.  
Using Internet connectivity, enterprises can quickly 
implement software applications to improve business 
processes while bypassing the traditional up-front cost, 
time, and resource commitments.  Products offered in 
the Cloud are configurable, enabling businesses to tailor 
them as needed while accelerating time-to-value. 

The Cloud also makes it possible for smaller 
organizations to use and benefit from enterprise software 
applications that they otherwise could not afford or 
support.

Voice technology is joining the migration to the Cloud, 
and Voxware has taken a proactive position by providing 
a practical solution that brings the benefits of voice-
directed work to a wider audience of companies.
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By taking advantage of a Cloud-based voice solution, 
companies that historically were unable to afford voice 
technology can now move up to embrace an industry 
best practice.  They can strengthen their customer 
service commitments by enhancing their operations to 
streamline work processes and uncover hidden savings. 

This paper gives an overview of what a Cloud-based 
voice solution is, and explains how such a solution can 
lower risk and open up new possibilities for companies 
that, up until now, believed that they could not realistically 
implement the technology.  It references Voxware Voice 
Management Suite – Cloud Edition as an example of how 
organizations can deploy a voice solution that is delivered 
from the Cloud.

A Cloud-Based Voice Solution
A voice-directed work solution, like other business 
processes that have already moved into the Cloud, has 
several characteristics that differ from the traditional 
model:

• Hosting. The solution is hosted by the voice solution 
provider.  This includes all servers and software needed 
to operate the solution. 

• Metered usage.  Fees for the solution are metered 
in such a way that customers pay for what they use.  
Typically this will be a monthly subscription based on 
the number of users who access the voice solution. 

• Scalability.  Because IT infrastructure resources 
are shared, the solution can scale as needed to 
accommodate peaks and valleys in a customer’s 
transaction volume.  

• No capital outlay.  Customers do not pay up-front 
software license fees, and they do not need to purchase 
mobility units to operate the voice solution.  

• Configurability. The voice solution is configured to 
support the customer’s operational requirements.  
The emphasis is on flexibility but also on a rapidly-
deployable solution that can adapt as experience and 
future business needs dictate. 
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A Cloud-based offering must be built on a successful and 
configurable software product, because voice solution 
providers cannot scale their businesses if they must 
program a voice solution for every customer.  The key, for 
a voice solution provider, is to have a software product 
that is rich in functionality but also configurable to the 
needs of different customers.  

Many traditional voice solutions cannot be moved into 
the Cloud because they are custom-coded.  Custom 
solutions prevent the delivery of a major Cloud benefit – 
the ability to roll out an upgrade to all of the customers 
who use the same product. 

We should note that it is possible today to operate an 
on-premise voice solution that has some of the above 
characteristics.  For instance, Voxware already offers a 
configurable product as well as subscription pricing to our 
enterprise customers, who deploy our solution on their 
premises; however a Cloud-based solution provides a 
number of additional benefits that are not possible with 
an on-premise solution.

Benefits of a Cloud-Based Voice Solution
Cloud-based voice solutions help organizations more 
effectively receive, act on, and communicate information 
critical to their business through a hands-free method 
without requiring an extensive commitment of their 
internal IT resources. In addition to the typical operational 
benefits of voice, there are significant cost and risk-
avoidance benefits. Below are some of the benefits 
offered by Cloud-based voice technology: 

• No IT infrastructure cost: The voice solution provider 
has already invested in the infrastructure needed to 
host and scale the voice solution.  This infrastructure 
is more robust and extensive than any single company 
would implement because it is a managed service, 
so customers have the benefit of a world-class IT 
infrastructure without having to purchase it.

• Minimal impact on IT resources:  A hosted solution limits 
how much strain is placed the customer’s IT team. The 
IT team is no longer encumbered with installation and 
management of servers or software, instead they will 
experience a straightforward one-time set-up to get the 
solution up and running.  

• Cost effective:  A Cloud-based voice solution includes 
all hardware and software, automatic software upgrades, 
and hardware device refreshes within the subscription 
pricing model.

• Operating expense financial model:  Because the Cloud 
offering is paid for via a subscription, the company is 
able to move from a CAPEX to an OPEX financial model 
for its voice solution.  This fixes the operating cost (like 
rent and other regularly recurring costs), stabilizing the 
year-on-year budgeting process, and eliminating CAPEX 
justifications during challenging business conditions.

• Scale usage up or down: The better Cloud-based 
offerings allow customers to acquire additional capacity 
when they need it, such as during a peak period when 
dozens of additional voice users are brought into the 
operation, then return that capacity later and only be 
charged for the actual usage.    

• Faster time to value: Voice-directed work delivers high-
impact operational benefits without disrupting current 
systems or requiring additional resource commitments.  

• Highly configurable: A voice solution is configured to 
meet a customers needs while being delivered quickly.  
Additionally, customers can scale their usage and 
capacity as needed, such during a peak period when 
additional workers are brought into the operation.
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• Smaller companies get best practice technology:  
Cloud-based voice solutions bring the benefits 
of voice to companies who traditionally could 
not undertake a voice deployment project.  Now 
smaller organizations can enjoy the same quality 
and cost benefits of voice without the need to invest 
in an on-premise solution.

This combination of business benefits is a major 
reason behind the popularity of Cloud-based 
solutions; this has been demonstrated by well-
known products for sales force management, CRM, 
and other business applications.  Any Cloud-based 
voice solution should deliver the same benefits.  

The Cloud offers benefits to major corporate 
groups: Finance executives prefer to purchase 
technology this way because the cost is level and 
predictable, IT executives are more inclined to 
outsource infrastructure management so they can 
focus on strategic IT initiatives, and Operations 
executives have faster and easier access to 
desired capabilities. 

Voxware Cloud Voice Management Suite
Voxware is the leading provider of high quality, robust 
Cloud-based voice technology. Their Cloud Voice 
Management Suite (Cloud VMS) enables companies 
to quickly implement a voice solution into an existing 
operation, providing them with a configurable, flexible, 
and high-quality voice solution that ensures the speedy, 
accurate communication of essential information in any 
environment and in the face of ongoing operational 
changes. In addition to the traditional features of Cloud-
based voice solutions, Voxware’s Cloud VMS offers 
additional features and benefits:

• High quality hosting.  Cloud VMS is hosted through 
Voxware’s managed service on virtual machines that 
reside on resilient, safe, fault-tolerant servers with the 
highest levels of performance and reliability.

• Rapid deployment.  As a configurable solution, the 
deployment of Cloud VMS happens at a fraction of the time 
when compared with a typical voice solution.  Additionally, 
customers receive a voice solution that is configured to 
their specific business needs.
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• Works with existing WMS.  Cloud VMS is designed 
to fit quickly into an operation and cooperate with 
the existing systems, eliminating the need to replace 
an existing WMS . Cloud VMS enhances the 
performance of a company’s existing WMS and works in 
organizations lacking a WMS system.  

• All-inclusive.  The subscription pricing model of 
Cloud VMS includes all mobility devices, accessories, 
software, deployment services, hardware warranty, 
software maintenance, and support.  It includes an 
automatic refresh of all hardware at specific times, 
enabling customers to move up to the latest mobility 
device without any extra costs.  Cloud VMS also 
includes periodic software upgrades as new releases 
are delivered.

• Minimal IT resource commitment.  Customers’ IT 
groups are not unduly interrupted from other priorities.  
While some effort is needed to properly interface VMS-
Cloud to the in-house WMS, Voxware’s configuration 
tools make this effort fairly straightforward.  Once 
operational, VMS-Cloud requires no customer IT 
resources. 

Cloud VMS gives companies the benefits of voice-
directed work at a fraction of the cost of traditional voice 
solutions.  By working with the customer’s existing 
IT systems, Cloud VMS improves an organization’s 
operations without requiring a major change.

Conclusion
As a proven technology, voice has enabled companies 
to achieve greater operational efficiency, increase the 
reputation of their brand, and face changes head on. 
Today, Cloud-based voice technology extends those 
same benefits to companies that historically were unable 
to afford voice. 

The Cloud offers the potential to change all that, but it’s 
important to deploy a proven solution that is designed 
for Cloud-based delivery.  With the cost of entry and risk 
significantly lowered, a far wider audience of companies 
can leverage the Cloud to move up to an industry best 
practice.  Cloud VMS makes the benefits of voice-
directed work available to these companies, enabling 
them to improve their operations and burnish their 
reputations for excellent customer service.


