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technology soars during lockdown
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Digital transformation acceleration drives cloud contact centre adoption of Calabrio workforce engagement
management technology
London, UK — Calabrio, the workforce engagement management (WEM) company, has seen a strong growth
trajectory in the UK during the last 12 months, despite the global pandemic. Achieving 30% year-on-year
sales growth, Calabrio International has welcomed more than 150 new customers, with the UK adding a third
of those from a wide range of industries including many online challenger businesses. In addition,
Calabrio has made strategic new appointments to build its customer support network.
Kris McKenzie, SVP, Sales, International at Calabrio commented, “Our focus on cloud-first solutions has
resonated well with our customers’ need to accelerate their digital transformation and move their
contact centres to the cloud in order to maintain business continuity. At a time of uncertainty when
consumers need robust support more than ever before, we are witnessing first-hand the cloud
transformation of customer services by organisations looking to deliver the next level in customer
experience. Modern businesses and contact centres using Calabrio are able to provide exceptional service
to their customers through disrupted times.
“Coupled with businesses operating solely online, we have also seen strong demand across the board from
more traditional sectors such as finance, insurance, retail, consumer goods, local and central government
departments. These organisations require an innovative yet reliable solution to help them manage
unprecedented levels in demand.”
When Calabrio surveyed its customers recently(i) 72% of organisations stated they are either moving to
the cloud, are already there or plan to increase their investment in cloud technology in 2021. In order
to support forward-thinking organisations looking to optimise their investment in cloud contact centre
solutions, Calabrio has made two significant appointments.
Niall Gallacher has joined Calabrio as Business Intelligence (BI) strategic consultant and will be
instrumental in the design of services that drive value from data and analytics, helping Calabrio
customers to solve complex business problems. Before joining Calabrio, Niall spent 6 years with Qlik as
Industry Solutions Director. He has 25 years of experience in data, analytics and BI, 15 of which have
been with contact centres for leading companies in telecommunications, energy and high-tech industries.
Graeme Gabriel joins as a presales engineer, supporting Calabrio's workforce engagement suite. He will
work with customers to ensure that they achieve maximum benefit from their use of Calabrio solutions, no
matter the remote, on-site or hybrid environment. Graeme has international experience encompassing
telephony, contact centre, WFM, analytics and customer experience (CX) across a range of sectors, and has
held consultancy, advocacy and planning positions at companies including Injixo, Vluent, QPC and AVIOS.
McKenzie concluded, “We welcome both Niall and Graeme to Calabrio, during what has been an incredible
year of growth for Calabrio as we supported our customers through these challenging times. This is an
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exciting and dynamic time for Calabrio as we continue to deliver the value of our all-in-one cloud
contact centre suite, including call recording, quality management (QM), WFM, speech analytics and
business intelligence suitable for organisations of all shapes and sizes.”
-Ends NOTES TO EDITORS
About Calabrio
Calabrio is the customer experience intelligence company that empowers organisations to enrich human
interactions. The scalability of our cloud platform allows for quick deployment of remote work
models—and it gives our customers precise control over both operating costs and customer satisfaction
levels.
Through AI-driven analytics, Calabrio uncovers customer behaviour and sentiment and derives compelling
insights from the contact centre. Organisations choose Calabrio for its ability to understand customer
needs and the overall experience it provides, from implementation to ongoing support.
Find more at Calabrio (http://calabrio.com) and follow @Calabrio on Twitter.
Calabrio, Calabrio ONE and the Calabrio logo are registered trademarks or trademarks of Calabrio, Inc.
All other trademarks mentioned in this document are the property of their respective owners.
Media Contacts
Mary Phillips/Andreina West
PR Artistry
+44 (0) 1491 845553
mary@pra-ltd.co.uk

(i) TechValidate survey of 192 users of Calabrio. Published 29 December 2020.
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