
White Paper

Contact center operations are more complex 

than ever. Business Process Outsourcers (BPOs), 

service providers, and enterprise IT teams must 

support contact center agents working across 

continents, networks, and employment models. 

At the same time, they must maintain consistent 

performance, security, and compliance.

The problem isn’t with unified communications. 

Unified Communications as a Service (UCaaS) 

and Contact Center as a Service (CCaaS) 

platforms already deliver real-time voice and 

video at scale. The real challenge lies in how 

these communications tools interact with the 

rest of the contact center workspace.

A Unified, Secure Workspace for 
Modern Contact Center Operations

Most environments still treat data and 
communications as separate systems. Contact 
center agents switch between tools to complete 
tasks. IT teams manage separate security models. 
Operators struggle with inconsistent audit visibility, 
policy enforcement, and control.

Sonet.io solves this by delivering a single, secure 
workspace that brings everything together. 
Communications and applications, voice and video, 
legacy tools and SaaS all run through the browser. 
This paper explores the operational, security, and 

compliance advantages of unifying the contact 
center experience in a workspace designed for 
today’s operational realities.

The True Cost of Fragmentation
Siloed Tools Create Operational Drag
Contact center agents often juggle up to a 
dozen applications in a single shift. Unified 
Communications tools and Cloud Contact Center 
platforms are isolated from CRMs, ticketing 
systems, knowledge bases, and analytics 
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dashboards. Each tool has its own login, interface, 
and update cycle. This leads to workflow 
inefficiency, higher cognitive load, and slower 
response times.

Operators and IT teams are left managing a 
patchwork of systems. Each application may require 
separate deployment, authentication policies, and 
troubleshooting workflows. Any update, outage, or 
configuration change creates ripple effects across 
the environment.

Security and Compliance Are Inconsistent 
by Design
With multiple access paths and disparate 
platforms, consistent policy enforcement becomes 
nearly impossible. User credentials are entered 
across unmanaged browsers or installed clients. 
Session data and user activity logs are scattered or 
incomplete. Endpoint redirection and plug-ins often 
bypass standard controls.

These gaps are especially risky for BPOs and 
contact centers that handle sensitive or regulated 
data. Supporting remote or contract-based workers 
on personal devices compounds the challenge. 
Operators are tasked with proving compliance 
and managing exposure across tools they don’t 
fully control.

Global Workforce Needs Outpace Legacy 
Infrastructure
Modern contact centers rarely operate from a 
single facility. Supporting hybrid teams, offshore 
contractors, and distributed employees requires 
rapid provisioning and flexible infrastructure. 
Legacy approaches like VDI or piecemeal SaaS 
stacks often introduce more delay than benefit.

Scaling operations globally means not just adding 
users, but extending governance, performance, 

and observability to every endpoint. Fragmented 
architectures aren’t built for that.

Limitations of Traditional Approaches
Despite the move to cloud-based communications, 
many contact center environments still rely on 
outdated methods to deliver business-critical tools. 
These legacy approaches create more complexity 
than they solve.

Virtual Desktop Infrastructure (VDI)
VDI was never designed for real-time voice and 
video. Media redirection and optimization hacks 
add maintenance overhead without delivering 
reliable quality. Performance degradation, session 
drops, and latency issues are common. Plus, 
managing infrastructure across geographies adds 
cost and delay.

Piecemeal Toolchains
Many contact centers use separate platforms for 
communications, CRMs, ticketing, and workforce 
management. Each comes with its own access 
model, audit trail, and security surface. This 
patchwork increases administrative burden and 
introduces risk through inconsistent policies and 
visibility gaps.

Endpoint Dependency
Solutions that require endpoint agents, plugins, or 
device-specific software complicate deployment 
and support. Onboarding remote and contract-
based workers becomes slow and unreliable, and 
supporting BYOD environments securely is nearly 
impossible.

For operators tasked with delivering seamless, 
compliant service at scale, these traditional models 
represent a fundamental limitation.
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What Unified Workspaces 
Actually Mean
“Unified workspace” often gets treated as a 
buzzword. But for contact centers and BPO 
operators, it’s a critical architectural shift. It 
means delivering all the tools contact center 
agents need—voice, video, CRM, and business 
applications, all through a single secure 
environment that’s easier to manage and 
safer to scale.

One Browser Session for Everything
A real unified workspace consolidates all 
essential tools into a single browser interface. 
Contact center agents can launch calls, update 
records, and work across platforms without 
juggling tabs, logging into separate systems, or 
switching between desktops. All applications and 
communications tools operate in context, without 
plugins or local installs.

Consistent Performance Across Devices
Sonet.io separates the application interface from 
real-time media using WebRTC. This architecture 
preserves native voice and video quality while 
keeping application delivery secure. It works on any 
device, managed or BYOD, using standard browsers 
like Chrome, Safari, or Edge, with no agents or 
software to deploy.

Security and Compliance Built In
When everything runs in a unified workspace, 
IT teams gain centralized control over access, 
monitoring, and compliance. Session recording, 
DLP, watermarking, and granular access policies can 
be enforced without relying on endpoint agents or 
separate security tools. Visibility is end-to-end, and 
audit readiness is built into the platform.

No Infrastructure Overhead
A unified workspace doesn’t require deploying 
new infrastructure, managing endpoint software, 
or troubleshooting desktop compatibility issues. 
Users can onboard in minutes using existing 
browsers and hardware. Operators reduce 
operational complexity and IT overhead without 
sacrificing control or performance.

How Sonet.io Delivers the 
Unified Workspace
Sonet.io eliminates the complexity and 
inconsistency of managing communications and 
business applications in separate systems. Its 
browser-native platform provides a fully integrated 
workspace combining application access, real-time 
communications, and enterprise-grade security in 
a single environment.

Secure Application Streaming
Sonet.io streams the user interface of business-
critical applications directly to the browser, 
enabling contact center agents and contractors 
to access tools like Salesforce, ServiceNow, and 
custom CRMs without endpoint installs. This 
reduces dependency on device type, improves 
performance, and simplifies support for distributed 
teams.

Native Voice and Video with WebRTC
Voice and video flows are established directly 
between browser endpoints using native WebRTC 
protocols. This architecture avoids the protocol 
bottlenecks and plugin complexity associated 
with traditional VDI and redirection tools. Built-in 
support for noise suppression, echo cancellation, 
and adaptive bitrate control ensures call quality 
across variable network conditions.
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No Installations, Instant Access
Users connect through standard browsers, like 
Chrome, Safari, and Edge, with no plugins, agents, 
or local software required. That means faster 
onboarding, easier device support, and fewer 
compatibility tickets for IT teams. New users can be 
productive within minutes, regardless of location or 
employment type.

Cloud-Native Global Performance
All sessions are routed through Sonet.io’s 
globally distributed points of presence (PoPs), 
automatically optimizing for the lowest latency 
and highest availability. GPU-accelerated 
infrastructure supports media processing and AI 
workloads without requiring dedicated hardware or 
manual scaling.

Centralized Security and Management
Operators and IT teams manage everything from a 
unified cloud console, with real-time observability 
and policy enforcement built in. Session logs, 
screen recordings, tenant isolation, and access 
controls are fully integrated without the need of 
third-party tools or endpoint agents required. This 
simplifies compliance and ensures consistent 
security across users, clients, and regions.

Use Cases: Where Unified Workspaces 
Drive Real Impact
Contact Centers and BPOs
BPOs and contact centers need to support large, 
distributed teams while maintaining strict security 
and compliance standards. Sonet.io simplifies 
operations by delivering all tools, communications 
and data applications, in a single browser session.

•	 Provision contact center agents instantly, with 
no device shipping or local installs

•	 Combine UCaaS and CCaaS platforms with CRM, 
ticketing, and workforce tools in one secure 
workspace.

•	 Maintain full data isolation for multi-client 
environments

•	 Support compliance with session recording, DLP, 
and audit-ready policies

•	 Scale global programs rapidly without 
infrastructure delays

Remote and Hybrid Workforces
Supporting remote employees or offshore teams 
often means managing inconsistent devices, 
unreliable networks, and plugin failures. Sonet.
io standardizes the experience and eliminates 
endpoint dependencies.

•	 Deliver secure access through the browser
•	 Support BYOD and unmanaged devices without 

sacrificing security
•	 Ensure consistent voice, video, and app 

performance across environments
•	 Reduce help desk load from install and 

compatibility issues

UCaaS and CCaaS Platform Providers
Vendors offering communications platforms often 
run into performance issues when customers 
deploy their tools via legacy VDI or fragmented 
setups. Sonet.io enables seamless delivery of 
UCaaS/CCaaS platforms as part of a secure, unified 
workspace.

•	 Eliminate VDI friction for enterprise customers
•	 Extend platform reach to regulated or globally 

distributed clients
•	 Simplify user onboarding and reduce 

configuration overhead
•	 Strengthen customer relationships through 

improved performance and support
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If you’re evaluating how to modernize infrastructure for distributed contact centers or remote 
teams, use this checklist to determine if a unified browser-based workspace can support your 
business goals.

Evaluation Checklist for IT Decision Makers

Workspace Integration
•	 Can contact center agents access voice, video, and business applications from a 

single interface?
•	 Is there seamless context between communication tools and core apps like CRMs or 

ticketing systems?
•	 Does the environment reduce task-switching and fragmented windows?

Media Performance and Quality
•	 Are voice and video connections established natively using modern protocols like 

WebRTC without redirection plugins or virtual desktops?
•	 Is media quality consistent across different network conditions and geographies?
•	 Is media traffic isolated from app delivery to prevent performance degradation?

Deployment and Scalability
•	 Can new users be onboarded without installing agents or software?
•	 Is the platform compatible with BYOD and unmanaged devices?
•	 How quickly can the environment scale to support new regions, contracts, or teams?

Security and Compliance
•	 Are zero-trust controls like MFA, session recording, and DLP available out of the box?
•	 Can the platform enforce policies consistently across all users and sessions?
•	 Is visibility centralized for auditing, troubleshooting, and compliance reporting?

Operational Efficiency
•	 Does the platform reduce the number of support tickets related to media or 

app access?
•	 Can IT manage communications, security, and user access from one cloud console?
•	 Does the solution eliminate the need for VPNs, endpoint agents, and plugin 

maintenance?
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Next Steps: Rethinking the Workspace Experience

Modernizing your contact center isn’t just about 
optimizing voice and video. It’s about creating 
a unified, secure environment that reduces 
complexity, strengthens compliance, and helps 
your teams operate more efficiently at scale.

If your agents still rely on separate systems for 
communication and data access or if your IT 
team is managing tools that weren’t designed 
to work together, this may be the moment 
to reevaluate how your workspace strategy 
supports your business.

A browser-based, zero-install environment can 
centralize access, improve visibility, and reduce 
operational drag without introducing new 
infrastructure or integration risk.

Ways to Move Forward:
•	 Audit your environment: How many platforms 

and systems must contact center agents 
juggle in a given shift?

•	 Engage security stakeholders: Are there 
gaps in observability, control, or compliance 
enforcement today?

•	 Pilot a unified model: Evaluate platforms that 
deliver a full workspace experience with no 
infrastructure lift and fast deployment.

Ready to explore what a modern, secure 
contact center workspace looks like?
Schedule a technical walkthrough or start a 
low-friction pilot to explore how browser-native 
delivery can simplify operations and improve 
agent productivity.

Schedule a Demo Contact Us : 
sales@sonet.io

https://meetings.hubspot.com/burchett/schedule-a-demo-website
mailto:sales%40sonet.io?subject=
mailto:sales%40sonet.io?subject=
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Work Securely From Any Device
sales@sonet.io

Find us online at sonet.io

3031 Tisch Way, 110 Plaza West
San Jose, CA 95128


