
OVERVIEW

Travel and Tourism
INDUSTRY

Viking Cruises operates a fleet of over 60 
vessels, state-of-the-art ships and has been 
named the #1 Ocean Cruise Line by Travel + 
Leisure readers in the 2017 World’s Best Awards

COMPANY PROFILE

To improve agent efficiency and eliminate the need 
for separate applications.

GOALS

Integrating Avaya AACC and Microsoft Dynamics 
USD with Contact Canvas

SOLUTION

Viking Cruises + Contact Canvas

How a Google image search
lead the world’s leading

river cruise line to purchase
an out-of-the-box solution

Viking Cruise Lines - With operational headquarters in Basel, 
Switzerland, Viking provides destination-centric river and ocean 
cruising designed for experienced and curious travelers with an 
interest in geography, culture and history. Through rapid 
expansion, the company has grown to be the world’s leading river 
cruise line, with double-digit growth in recent years.

When Viking decided it was time to migrate away from their 
home-grown CRM and purchase a product they looked at several 
options from Salesforce, Microsoft and Oracle. In parallel, they 
investigated which vendors offered connectivity to their Avaya 
Aura Contact Center. 

Viking eventually selected Microsoft Dynamics CRM and Unified 
Service Desk (USD) at the agent desktop based on a 
recommendation from Microsoft that centered on Viking’s 
business needs. For their agent’s purposes USD could unify all of 
the agent tools within one desktop application, whereas Dynamics 
CRM had a lot of features that their agents did not to use. This 
decision also allowed Viking to migrate away from Avaya’s one-X 
softphone to a more integrated product with the softphone 
controls housed within USD. 

From Viking’s perspective, one-X was very finite. It performed 
some functions they needed but not all functions. For instance, 
agents could not transfer with a screen so the receiving agent 
didn’t automatically have the context of call and click to dial 
wasn’t possible so agents hand to key in a phone number to dial. 
It also did not have a good integration with Microsoft cloud. 

 

CASE STUDY

TM

“We preferred an off the shelf 
solution; Come in and install and it 

just works. That’s a big benefit over 
a custom solution.”

Alex Berg
Senior Project Manager - Shared Services, Viking Cruises

Why AMC Technology?



With a list of must have requirements like a single, integrated user 
interface, screenpop, click to dial, and transfer with screen, Viking 
expected to improve agent efficiency and eliminate the need for 
separate applications making for a better user experience. “Especially 
when you have people on the phone all of the time, time is important. It 
needs to work as well and better than the old solution. Popup speed, 
connectivity to the cloud, all of that should work flawlessly.” says Alex 
Berg, Sr. Project Manager in Shared Services for Viking Cruises.

Berg found that availability of Avaya integration products to USD was 
limited and the majority of integrations were built through professional 
services, however. Build vs. buy decisions are fairly common with CTI 
purchases. Fortunately, Berg had a telecommunications background 
and knew the complexities involved with building a solution. 

In Viking’s search, Berg shared “At first, we presumed that Integration 
partners would know exact details and be able to educate us on the 
involved steps to integrate Avaya and Microsoft. I discovered that I was 
asking deeper questions than they could address and the only stuff that 
they kept coming back with was marketing messaging and hour 
estimates that no one could explain how they were derived.”

Ultimately, a google search for “Avaya CTI + Dynamics + USD” returned 
several images from AMC Technology illustrating computer telephony 
integration between AACC and Microsoft CRM and USD. This allowed 
Berg to wade through some of the noise and find “real images of 
toolbars and companies that connected to USD and web versions, 
looked real and were aesthetically pleasing”, continued Berg. After 
meeting with AMC Technology, confirming that it met all of their 
requirements, Viking was able to select Contact Canvas to integrate 
Avaya and Microsoft for their agents. 

While a custom-built solution may be appealing, often times, this 
approach is short sighted because of the maintenance involved with 
keeping up with telephony platform and CRM upgrades. Also, it is 
typically more strategic to use resources to build a solution that is not 
readily available in the marketplace. “We preferred an off the shelf 
solution; Come in and install and it just works. That’s a big benefit over 
a custom solution,” stated Berg. 

“At first, we presumed that Integration 
partners [excluding AMC] would know 

exact details and be able to educate us 
on the involved steps to integrate 

Avaya and Microsoft. I discovered that 
I was asking deeper questions than 

they could address and the only stuff 
that they kept coming back with was 

marketing messaging and hour 
estimates that no one could explain 

how they were derived.”
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AMC TECHNOLOGY, LLC. ABOUT AMC TECHNOLOGY
AMC Technology is a global leader in contact center and CRM 
integration with a vision for improving the customer experience 
through increased agent efficiency and personalization capabilities. 
Founded in 1995, AMC Technology leads the market in providing 
contact center integration expertise and best practices. AMC powers 
contact centers and customer interactions for companies around the 
globe through its certified platform – Contact Canvas™ and 
unparalleled expertise. AMC products are certified by technology 
partners and allows businesses to more effectively manage all types of 
customer relationships while delivering superior levels of customer 
service and improving productivity.
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Alex Berg
Senior Project Manager - Shared Services
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