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Understand Vendor Lock-In & Protect 
Your Ability to Access Company Data

Cloud-based technologies promise benefits over the on-going cost, 

resource, maintenance and up-keep requirements associated with 

traditional on-premise solutions. Ninety-six percent of organizations 

used at least one cloud app or service in 2018 and 81% of large 

companies have a multi-cloud strategy. 1

Contact centers of all sizes are making the transition to using cloud-

based contact center solutions. According to one study, this contact 

center technology market is predicted to grow at a minimum of 23% in 

2019 and 2020, and 21% in 2021 and 2022.2

With this transition, on-premise call center infrastructure that’s been 

managed internally moves to a cloud solution managed by third party 

vendors, leaving you susceptible to vendor lock-in.

Data Ownership Interoperability Accessibility

Three main areas of concern to consider include: 



Vendor Lock-In Risk #1: Data Ownership

Vendor lock-in, also known as proprietary lock-in or customer lock-in, locks you – the customer – into 

being dependent on a vendor for their product and services, and unable to move to another third-party 

vendor without substantial costs.3

As mentioned previously, moving from an on-premise solution, where you own and manage your own 

data, to the cloud, where your data is managed by a vendor, presents significant risk of not having clear 

ownership of your data.

Intradiem creates significant value for contact centers by accessing, processing and automating actions 

using billions of ACD and WFM real-time data points including agent state events, call queue stats, agent 

schedule data and net staffing.  Vendors that lock customers out of their data prevent the ability to realize 

the benefits of real-time automation – unavailable via traditional WFM and ACD platform – to modernize 

their contact center.

Vendor Lock-In Risk #2: Interoperability 
Prior to migrating from on-premise to the cloud, you need to ensure that the hosted data can 

interoperate with other hosted applications as well as other on-premise applications.

Interoperability allows unrestricted sharing of resources between different systems. 
Broadly speaking, it is the ability of two or more components or systems to exchange 
information and to use the information that has been exchanged.5

 “The vendor lock-in risks with cloud computing are that it can be disruptive and costly 
to move IT resources from one cloud to another, and that some cloud computing 
platforms are incompatible with each other.”  – A History of Vendor Lock-In 4

Companies within the workforce management space have been known to block you, the customer, 

from obtaining data for use with other third-party solutions needing to use such data generated by your 

systems every day.
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Vendor Lock-In Risk #3: Accessibility when Changing Vendors 

Do Your Due Diligence: Data Ownership, Interoperability, and Accessibility 

Vendor lock-in is not limited to ownership of current or real-time data, it extends to access of historical 

data. So here too, you do not want any surprises.

When switching between contact center vendors, you do not want to end up in a situation where one 

vendor prevents the other from accessing your historical data. You want a seamless transition, and starting 

over is less than ideal. Intradiem has learned from customer partners who have experienced this challenge.  

Before you move to a cloud-based contact center solution where the vendor has physical control of your 

data and your platform – you must take proactive measures to avoid any potential negative impacts to 

your business. You do not have to be caught off guard.

Negotiating vendor contract terms to ensure data ownership, interoperability and accessibility is an 

essential part of the process prior to moving to a cloud-based contact center solution.

Find out who is responsible for extracting the data, what format is  
needed and if changes are required before transferring to a new provider.

Clearly understand how data can be transferred without losing any  
potential functionality.

Firmly establish, the length of time – and of course cost – should also  
be clearly stated for accessing historical data prior to changing vendors.6

Be sure to check the following boxes:

For example, when speech analytics companies entered the contact center market, WFM vendors 

saw an opportunity to expand their offerings using the call recording data they were capturing from 

their customers. However, customers opting to use alternative speech analytics products were hit 

with significant fees to gain access to their own call recordings. Worse, there was little or no recourse.  

Intradiem’s platform is engineered with an open API that allows the application to communicate and 

interact openly with other key contact center systems. 
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To obtain a copy of the copy of the contract language, please contact Intradiem or work with your 

account representative. 

All technology decisions and purchases – whether the initial investment, upgrades, or migrations – pose 

potential risks and rewards. When it comes to data access – make sure you’re proactive and have the 

right conversations ahead of signing the contract.  If the contract has already been executed, it’s never to 

late to work through an amendment to ensure you have adequate coverage in the areas stated above.  

The language states that you, the customer:

1. Have the right to access your data with your tools and third-party tools to
support your business purposes.

2. Have unencumbered ownership of your data in the third-party system being
hosted by the vendor. That ownership of data also covers accessibility.
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According to Peter Watt-Morse, Partner at Morgan Lewis, contracts should require vendors to provide 

termination assistance, facilitate migration and any responsibilities for fees should be established upfront. 

Additionally, “the agreement should specify that the existing vendor is required to cooperate with any 

successor provider or other third parties to facilitate the transition, including preserving and providing 

access to customer data.” 7

Intradiem has already charted these waters on behalf of its customers. Working with legal counsel, 

contractual language has been created that you can use with your other contact center cloud vendors to 

ensure your data is accessible to Intradiem, as well as other third-party vendors.


