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Introduction

Every contact center leader eventually
faces the same uncomfortable question:
what happens when something breaks at
2 a.m., on a holiday weekend, or during a
peak volume event, and the people who
understand the system are asleep, on
vacation, or no longer with the company?
For a lot of organizations, customers wait,
agentsimprovise, revenue leaks out quietly,
and leadership finds out only after the
problem has already become expensive.

This guide walks through what 24/7
managed support actually includes, what
downtime really costs using a documented
industry framework, what to look for
and avoid in an SLA, when internal IT
stops being sufficient, how to evaluate
a managed support partner beyond the
contract terms, and how to build a business
case your CFO will actually approve. By the
end, you should be able to answer three
questions: what is our current exposure if
support fails, what would good coverage
look like for our specific operation, and
what would it take to close the gap.
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Chapter 1: What 24/7
Managed Support
Actually Includes

24/7 managed support for a contact center
means continuous monitoring, incident response,
technical troubleshooting, and deployment
assistance delivered around the clock by a team
that owns the outcome, not just the ticket.

Genuine 24/7 managed support includes several
functions working together: monitoring (automated
systems watching call routing, IVR performance,
integrations, and agent desktop availability in

real time), incident response (a defined team
reachable at any hour that can triage and begin
remediation within a committed timeframe),
technical troubleshooting (identifying root cause and
coordinating across carriers, CRM integrations, and
WFM tools), and deployment assistance (support
during configuration changes and upgrades,

since many incidents originate from changes
introduced without dedicated release support).

A lot of vendors describe their coverage as 24/7
when they really mean someone is reachable

by phone at all hours. That is availability, not
management. Managed support implies proactive
monitoring that catches issues before a customer-
facing outage occurs, documented escalation paths
that don't depend on one specific person being
awake, and accountability tied to measurable
outcomes. The difference shows up precisely

in the moments that matter most: a holiday
weekend, a product launch, or a carrier-side
outage that isn't even your platform’s fault but still
lands in your queue. See 24/7 Technical Support:
What It Is, Why It Matters, and How to Get It Right
for a deeper breakdown of each component.
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Chapter 2: The True
Cost of Downtime

Contact center downtime costs money in two measurable ways at minimum:
lost revenue from missed customer contacts and lost labor productivity
from idle agents, and both can be calculated with a straightforward

formula once you know your own volume and value metrics.

According to a framework published by Talkdesk, a contact center that
experiences a 1.5 hour outage affecting 1,800 contacts, at an average
revenue value of $75 per contact, faces approximately $202,500 in potential
lost revenue from that single incident. The math is simple multiplication:
contacts affected times average revenue per contact. Talkdesk’s framework
also illustrates the separate cost of idle labor: a 3 hour outage affecting

125 agents at $18 per hour results in approximately $6,750 in direct lost
productivity, before counting rework, overtime, or customer churn.

To show how this scales, consider a purely illustrative example built
using the same logic: a mid-size contact center with a 30 minute outage
affecting 400 contacts at $60 average revenue per contact would
represent approximately $24,000 in potential lost revenue, even with

a shorter outage and smaller operation. Downtime cost scales with
contact volume and revenue-per-contact, not just outage duration, which
means even smaller organizations can be exposed to significant losses.
See The True Cost of Downtime for Contact Centers Without 24/7 Technical
Support for how to adjust this calculation to your own numbers.
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Chapter 3: What Good SLAs Say
(and What to Watch Out For)

A good SLA for 24/7 managed support defines specific, measurable response and
resolution times by severity level, names the escalation path, and includes financial
consequences for missed commitments, not vague language about “best effort.”

Look for these elements explicitly: severity-based response times (distinct commitments
for full outages versus minor issues), clear definitions of “response” versus “resolution”
in specific units, 24/7/365 coverage stated explicitly including holidays, an escalation
path with named tiers, root cause analysis and post-incident reporting commitments,
service credits for missed SLAs, uptime guarantees with a clear measurement
methodology, and proactive monitoring obligations rather than only reactive support.

Watch for red flags: phrases like “commercially reasonable efforts” instead of
specific time commitments effectively mean there is no enforceable standard.
Broad, undefined exclusion clauses can hollow out the entire agreement. Auto-
renewal clauses paired with long termination notice windows can trap you in an
underperforming contract. If you already have a contract, run it against How to
Evaluate Whether Your Current Support Contract Is Actually Delivering, and see What
SLAs for 24/7 Managed Support Should Actually Say for the full clause-by-clause detail.
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Chapter 4: Build
vs. Outsource,
When Internal IT
Isn’'t Enough

Internal IT stops being sufficient for 24/7
contact center support when the true

cost of building and staffing round-the-

clock coverage, including salaries, tooling,
redundancy, and specialized expertise,
exceeds what a managed support partner
charges for the same or better coverage, which
for most mid-size and growing operations
happens sooner than leadership expects.

True around-the-clock coverage requires
enough staff for three shifts, seven days a
week, with overlap for handoffs and backup
for vacations and turnover, plus specialized
knowledge of telephony routing, IVR logic, and
WFM integrations that most internal IT teams
handle as one responsibility among many.
When you add salary costs, rotation overhead,
monitoring tooling, and ongoing training, the
fully loaded cost of internal coverage is almost
always higher than leadership initially estimates.

Recognizable signals your internal team has
reached its limit: the same one or two people
are the only ones who understand critical

parts of the system (a single point of failure),
incidents outside business hours routinely wait
until morning, your team spends more time
firefighting than on strategic projects, or your
contact center has grown faster than your IT
headcount. This isn't a judgment about internal
IT competence, it's a capacity and specialization
question, similar to hiring outside counsel for

a complex regulatory matter. See Why CFOs
Are Turning to 24/7 Managed Support Services
and How to Build an Internal Business Case

for Outsourcing Contact Center Technical
Support for the full comparison method.
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Chapter 5: Evaluating
a Managed Support
Partner Beyond

the Contract

Evaluating a managed support partner requires
looking past the SLA document into how the
provider actually operates: their monitoring
depth, incident response track record,

staff expertise and turnover, and how they
communicate during and after an incident.

Two providers can offer nearly identical SLA
language and deliver dramatically different
real-world experiences. Bring specific questions
to any vendor evaluation: What percentage

of incidents are identified by monitoring
before a customer reports them? What is

the actual experience level of staff handling
your account overnight? Can we speak with

a current client of similar size about their
experience during a major incident? What does
incident communication look like in practice?
What is your average time to resolution for
Severity 1 incidents over the past 12 months,
compared to your contractual SLA? What

is your staff turnover rate, and how do you
handle knowledge transfer? What does
escalation look like beyond first-line support?

A partner worth choosing answers these with
specifics: real percentages, named processes,
and a willingness to provide references without
hesitation. Vague answers or reluctance to
share performance data should be treated as
meaningful signals. See What to Look for in a
Managed Support Partner Beyond the Service
Level Agreement for the complete framework.
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Chapter 6: The
Business Case:
Presenting
Managed Support
ROI to Your CFO

The most effective way to present managed
support ROl to a CFO is to frame it as

risk reduction with a specific dollar value
attached, showing the calculated cost of a
realistic outage against the fully loaded cost of
the managed support contract, and framing
the difference as avoided expected loss.

CFOs are trained to think in risk and return on
invested capital, not feature lists. Start with
the Chapter 2 downtime calculation using
your own numbers: your average revenue
per contact, typical peak-hour volume, and
fully loaded agent pay rate. Calculate what

a single hour of downtime would cost your
operation, then estimate conservatively how
many hours of unplanned downtime you've
experienced in the past 12 to 24 months.

Compare that trailing estimate against
the annual cost of a managed support
contract with strong SLA commitments.

In most cases, even a single prevented
significant outage covers a meaningful
portion, or all, of the annual contract cost.

Prepare for the objections CFOs will raise:
if asked why this couldn’t be handled
with a smaller internal investment, use
the Chapter 4 cost comparison. If asked
about confidence in the downtime
estimate, be transparent that figures are
directional and conservative, grounded
in documented frameworks like
Talkdesk’s and your own actual volume
data. Support the presentation with

a real reference point from your own
operational history if you have one. See
Why CFOs Are Turning to 24/7 Managed
Support Services for more on how
finance leaders evaluate this category.
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Chapter 7: A Managed
Support Readiness Checklist

Coverage and risk assessment

Document your actual support coverage at every hour and day,
including holidays. Know how many hours of unplanned downtime
you experienced in the past 12 months and what caused each incident.
Calculate your average revenue per contact and agent pay rate.

Know whether your current model has enforceable response time
commitments or informal expectations only. Identify any key-person
risk. Review your current contract against the Chapter 3 red flags.

Financial and business
case readiness

Calculate the estimated dollar cost of a realistic outage for
your specific volume. Estimate the fully loaded cost of building
equivalent coverage internally. Build a clear comparison
ready to present to finance. Identify which stakeholders

need to align before a decision can move forward.

Vendor evaluation readiness

Write a list of evaluation questions covering monitoring depth, incident response

track record, and communication practices. Identify two to three providers with relevant
contact center experience. Request references and prepare specific questions about
major incident handling. Build a scoring framework to compare vendors consistently.

Organizational readiness

Identify what internal processes will need to adapt if you bring
on a managed support partner. Plan how existing IT staff will be
redeployed. Set a decision timeline and commit to acting on it.
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Receive 24/7 Support

Getting 24/7 managed support right comes down to three disciplines:
understanding what genuine round-the-clock coverage actually includes,
quantifying the real financial exposure of getting it wrong, and evaluating any
partner or internal build decision against specific, measurable criteria rather
than assumptions. ChorusCX's managed support model was built around
exactly these gaps: continuous monitoring, defined incident response with
real accountability, deep technical troubleshooting across the full contact
center stack, and deployment assistance that helps prevent incidents rather
than only responding to them. Book a demo to walk through your specific
coverage needs, or contact us with questions about your current setup.

Book a Demo
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