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RESEARCH UPDATE 
Envision Click2Coach Cloud 

Redefining Cloud Contact Center Simplicity, Efficiency 
 
Summary 
 
On January 23, 2014, Envision of Seattle, WA, introduced Click2Coach® Cloud, a cloud-based 

downloadable application that delivers comprehensive contact center functionality to contact centers of 

any size.  Click2Coach Cloud is a complete recording, agent analytics, evaluation and coaching 

application that is delivered via any web browser.  Browser-based delivery eliminates traditional start-up 

and integration costs that typically accompany the implementation of a cloud-based contact center. 

 

Because Envision’s software is completely resident in the cloud, switches and other hardware such as 

servers and CTI are no long necessary.  Users are able to download the software and have Click2Coach 

Cloud up and running in about one hour.  Managers and analysts can use Click2Coach Cloud to develop 

results as needed while benefitting from the 53 standard reports that are included with the software. 

 

Key to this product is the desktop client, which automatically records customer experience data from all 

communications channels.  This Voice of the Customer (VoC) data is displayed in dashboards on the 

agent desktop. 

 

Click2Coach Cloud is available for immediate download. 
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The View From The Saddle  
 

Envision Telephony made contact center industry history when it introduced its revolutionary e-learning 

solution Click2Coach in 1999.  15 years later Envision is once again making history with the 

introduction of their revolutionary cloud-based contact center workforce optimization (WFO) solution.  

Those wondering why Envision has been relatively quiet for the past few years now know the reason.  

Saddletree Research believes the time and other resources required to design and engineer this disruptive 

new contact center cloud solution is the culprit behind Envision’s relatively low profile.  All that is 

about to change as the market begins to understand the significance of this new offering.   

 

The way Click2Coach Cloud is being marketed to the industry is an important departure from the norm.  

As a pure service model, no hardware beyond a desktop workstation is required.  Like any other 

software sourced from the Internet, Click2Coach Cloud opens up once the download is complete and is 

immediately ready to use.  No system or professional services are required to make all components of 

Click2Coach Cloud work together. 

 

Users of Salesforce.com should find this software scenario familiar and those who are skeptical about 

the idea of a contact center WFO solution in the cloud should find comfort in the similarities between 

Click2Coach Cloud and Salesforce.com.  Although the idea of a pure cloud solution in the contact center 

industry is still somewhat revolutionary, it is widely accepted in the customer relationship management 

(CRM) market.  Saddletree Research can see no significant differences between Click2Coach Cloud and 

the Salesforce.com market model. 

 

The nature of Click2Coach Cloud makes it easy for users to download and try it without making any 

long-term commitments.  Customers can start with a few seats and work up from there, minimizing 

expenses and eliminating any capital outlay to get Click2Coach Cloud up and running.  With its high 

level of workforce optimization functionality and the ability to ramp up or ramp down as circumstances 

dictate, we believe contact center outsourcers will find Click2Coach Cloud to be a highly attractive 

alternative to purchasing seat licenses in the future. 
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Saddletree Research was pleasantly surprised by the comprehensive contact center functionality that 

comes with Click2Coach Cloud.  The small number of similar competitive market offerings available 

today is generally limited to voice-only contact center support.  Leveraging 20 years of data capture 

experience in the contact center Envision has equipped Click2Coach Cloud with the ability to capture all 

voice and CTI, screen, desktop workflow, and application data.  All agent desktop activity is captured, 

recorded, and is searchable.  Text analytics and speech analytics capabilities are also available. 

 

All of the advanced contact center functionality in Click2Coach Cloud is delivered and priced as a pure 

service model.  For contact centers with less than 50 seats, pricing starts at $50 per user per month.  

There are no hidden fees or long-term contracts. 

 

Saddletree Research believes the development effort behind Click2Coach Cloud was likely responsible 

for keeping Envision under the radar for the past couple of years, but the company has now returned to 

the industry landscape in a big way.  With new executive management at the helm supported by 

innovative, forward-thinking product management behind the product design, Envision is a company 

determined to make a statement.  We believe Click2Coach Cloud will go a long way toward making that 

statement. 

 

Envision is a company once again on the move.  With a sharp focus on underserved contact center 

markets and a highly appealing product delivery and pricing structure, Envision is shaking up the cloud 

contact center market the same way it shook up the quality management segment 20 years ago.  In this 

case, seeing history repeat itself is a good thing. 
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