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How AppNeta  
Supports Cloud Call Centers

Cloud-based call centers have become a business standard over the past 
decade, as 62.4 percent of global enterprises now use cloud (or virtual) contact 
centers to facilitate their customer service and outreach operations. This 
reflects an overall trend of enterprise decentralization, where companies are no 
longer beholden to a data-center-centric network architecture.

While contact centers have historically been among the most hardware-dense 
(and maintenance-heavy) areas of the enterprise, today all businesses need to 
do is find desktop applications and Softphones to get contact center teams up 
and running.

But closing the loop on quality concerns can be tricky. The same issues that 
plague any operation going to a decentralized, cloud-dependent workflow 
plagues the call center, but often with greater impact. 

IT teams will need to support some of the most demanding web apps at call 
centers, including help desk ticketing, video and voice-over IP (VoIP) tools. This 
category of software requires a performance monitoring solution that can 
actively measure total network capacity as well as latency, voice loss and voice 
jitter over the wire between locations. 
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Better Call Center Productivity with AppNeta

ABOUT APPNETA 
AppNeta is the only network performance monitoring solution that delivers deep, actionable, end-to-end network performance data from the end-user perspective. 
With AppNeta’s SaaS-based solution, IT and Network Ops teams at large, distributed enterprises can quickly pinpoint issues that affect network and business-critical 
cloud application performance, regardless of where they occur. AppNeta is trusted by some of the biggest Fortune 1000 companies, including 3 out of the 5 largest 
corporations in the world, as well as 4 out of the 5 largest cloud providers. For more information, visit www.appneta.com
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DELIVER THE BEST POSSIBLE CALL QUALITY

• AppNeta monitors voice and video traffic by continuously measuring capacity, latency, voice 
loss, and voice jitter over the wire between locations, whether the main data center or 
remote user locations, using methodologies that allow for deep diagnostics.

• AppNeta also tracks the industry-standard mean opinion score (MOS) for up-to-the-minute 
detail on call quality, allowing teams to set thresholds for any metric to alert them when 
quality is falling (or if QoS is not being honored). 

IDENTIFY ALL APPS IN USE AND ZERO IN ON SHADOW IT

• Combine passive flow and packet data to identify thousands of applications and pinpoint 
network usage to specific hosts and users on the network.

• Identify rogue SaaS apps that employees might depend on, but never got permission to 
deploy on the network. 

• Visibility into the entire app landscape allows IT to determine which business-critical apps 
aren’t getting the resources they need. 

SUPPORT FAR-FLUNG TEAMS WITHOUT EXPENDING RESOURCES

• Traditional performance with no on-site IT staff or technical employees to support workers 
when productivity is impacted, AppNeta enables centralized IT to gain a “local perspective” of 
performance.

• By taking a proactive approach to network monitoring, centralized IT can get ahead of 
problems before they impact end-users at the call center by using AppNeta to zero in on the 
granular data they need to stop issues in their tracks.

• Take advantage of remote packet capture to solve the toughest problems without having to 
send IT resources on-site. 

When even the slightest productivity drop can affect the metrics that drive business at call centers, IT has to become proactive 
when it comes to monitoring performance. AppNeta’s unique combination provides the actionable insight teams need to 
solve problems fast and get the team back on track. 

Request a demo today to learn more about 
AppNeta’s 4-dimensional approach to  
network performance monitoring.
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