Executive Summary

Cloud 10 Corporation
Industry: Contact Center
Location: Centennial, CO

Number of Employees: 1,000+

Business Challenge:

e Previous virtualization
solution required
expensive hosting and
additional hardware

e Needed a way to centrally
support desktops for at-
home agents

e Needed a solution that was
secure enough to meet PCl
security requirements

Desktop Virtualization
Solution:

e Deploy a virtual desktop
infrastructure which is
centrally deployed,
managed, and controlled
with granular host isolation
and security policy
enforcement

Business Results:

e The ability to manage and
secure remote desktop
environments from a
centralized location for
virtual agents

e Lower operational costs
allowing for greater
efficiency and a more
competitive US-based
workforce

Virtual Call Center Provider Helps
Keep Jobs in the US by Deploying
a Virtual Desktop Solution to
Remote Employees

Cloud 10 lowers capital and operational costs with
RingCube vDesk

Cloud 10 Corporation utilizes at-home professionals (AHPs) coupled
with leading edge technology and one of the industry’s most
experienced management teams to provide market leading contact
center solutions. Headquartered in Centennial, CO, the company is a
stand-alone subsidiary of Transcom Worldwide, which owns and
manages call centers throughout Europe, Asia-Pacific and North
America.

Cloud 10 represents the at-home division of Transcom and has the
breadth of a billion dollar global company while providing a viable, all
virtual workforce business alternative that dramatically reduces many
of the overhead costs often associated with a fixed facility (non-virtual)
approach.

Business Challenge

Cloud 10 supports Fortune 100 companies, Fortune 500 and smaller
companies, servicing all industries and verticals including
banking/financial, technology and telecom. The company’s at-home
professionals are seasoned employees that manage customer care,
support, billing and technical issues. Cloud 10’s at-home resources
utilize software packages that reflect client needs and run the gamut
from Microsoft Office Suite to advanced software for tier-3 technical
support. Cloud 10 utilizes three data centers one in the Denver area
and two located in Canada. The company also utilizes VolP softphones
from Avaya, Citrix Terminal Servers and Cisco VPN services.
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The company had deployed a thin-terminal
solution to keep agents as virtual and as thin as
possible. According to Marc Robinson, Cloud 10’s

“It is absolutely our mission to keep Vice President of IT, the company had begun to
jobs in the US. vDesk is helping Cloud experience constraints due to the high cost of
10 to keep overhead costs down and deploying multiple solutions while still meeting
as a result, we are able to pass the industry requirements such as Payment Card
savings onto our customers.” Industry Data Security Standards (PClI DSS).

“We were using many well-known solutions, but

found they were still too fat and we had to host

solutions outside of the environment with

additional hardware,” says Robinson. “We needed

segregated environments without dumb terminals

and the PCl requirement limited some of what we
could do in a typical at-home computing environment. We needed a solution that would comply with
PCl standards while offering a toolset we could deploy to at-home agents.”

Robinson says Cloud 10 was also looking for a way to further streamline applications delivery to the
agents that was 100 percent manageable from Cloud 10’s corporate headquarters.

“It's a fact of life that employees come and go and we started investigating ways that would help us
completely avoid installing fat applications on agent’s home computers and having to deal with the
hassle of end user licensing agreements and rogue applications,” says Robinson. “As a company, we've
already taken precautions to ensure that our customers are fully protected and we wanted to take
these precautions to the next level by ensuring we could turn off the licenses, disable accounts and
take employees leaving the company quickly through the un-installation process from a fully
managed and centralized location.”

Desktop Virtualization Solution

Prior to selecting a managed desktop solution, Cloud 10 looked at available solutions including vDesk
from RingCube. Marc and his team conducted a pilot test of RingCube vDesk utilizing Cloud 10's
virtual tech support staff as well as to their corporate IT personnel.

“We began kicking the vDesk tires by testing for basic functionality and making sure we had the
features we needed and conversely could disable features we didn’t need,” says Robinson. “Once we
received sign off from customers that had agreed to be a part of our pilot, we worked closely with
RingCube to make sure the customer requirements were set up within the vDesk solution and were
deployed to our test workforce.”

Cloud 10 selected RingCube vDesk on the PC delivery mechanism where the vDesk master workspace
image is stored and managed in the Cloud 10 data center. Each vDesk workspace instance is then
provisioned remotely to the end users over the network and any policy changes, application updates,
or deletion/revocation are managed and controlled centrally.
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.
CUSTOMER CASE STUDY

“Through the vDesk network
delivery platform, our at-home
professionals log onto the
Cloud 10 network and interface
with tools delivered within the
vDesk workspace,” says
Robinson. “This new

, S sRobinson

The ability to lockdown and secure the desktop environment fdr@ahe workers has been one of the
key benefits of the vDesk upgrade.
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