
Calabrio has carefully re-architected our workforce optimization (WFO) solution for the cloud, leveraging 

the unique advantages of multi-tenancy to address the evolving challenges facing modern contact centers. 

Calabrio ONE is the only truly multi-tenanted cloud WFO solution to seamlessly support the multichannel 

customer service preferences of today’s workforce and consumer.

Multi-tenant vs Multi-instance

In a multi-tenant environment, there is one 

instance of the platform that serves all customers 

or “tenants” simultaneously, across a shared 

infrastructure. Just like in an apartment building, 

controls in the underlying code keep the tenants 

separate—each customer gets its own unique, 

secure unit or tenant. This pooling of resources is 

what achieves true cloud scalability. Computing 

resources scale up and down automatically to keep 

pace with the demand of the tenants.

Other vendors offer a cloud solution that is actually 

built on a multi-instance platform. In this scenario, 

each customer or tenant receives its own server. 

To scale up, new servers must be switched on 

manually. To get the latest functionality, the latest 

software must be installed separately for each 

instance, significantly delaying your ability to benefit 

from new features. This legacy approach requires more 

effort to administer by the vendor and those costs get 

passed along to you, the customer.

Calabrio’s approach for security

Calabrio ONE’s multi-tenant architecture leverages 

the latest best practices for system configuration 

and permissioning to eliminate “cross-talk” between 

tenants residing on the same cloud host. Our platform 

allows customers to take full advantage of the 

efficiencies of a multi-tenant cloud solution, without 

worry of inter-tenant security issues. Each tenant has 

its own SQL database, storage locations and Lucene™ 

indexes. In addition, all data is encrypted—in transit and 

at rest—with keys unique to each tenant so each has 

exclusive access to their data. No one else can access it, 

not even Calabrio.
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Why multi-tenancy?

Calabrio ONE’s multi-tenant architecture provides 

big advantages for your contact center and  

your business.

Enjoy even more cost savings  

Systems with a multi-tenant architecture are 

inherently more scalable than multi-instance 

versions. Multi tenancy reduces the overhead for 

processing costs by aggregating it across multiple 

customers. By sharing the same infrastructure 

across tenants, Calabrio can obtain load sharing 

efficiencies and achieve cost savings—which we 

pass along to you.

Get the latest functionality faster  

With a multi-instance model, a software update 

must be installed for each instance, meaning some 

customers can take advantage before others. With 

Calabrio’s multi-tenanted model, updates are 

installed only once, which means new features are 

available to every tenant instantly—allowing you 

to take advantages of the latest updates faster. 

Moreover, the cloud platform provides instant 

Calabrio: The modern, friendly alternative 

Calabrio is revolutionizing the way enterprises engage their customers with Calabrio ONE, a unified suite—

including call recording, quality management, workforce management and multichannel voice-of-the-

customer analytics—that records, captures and analyzes customer interactions to provide a single view of the 

customer and improve the overall agent and customer experience. It is the only fully multi-tenanted cloud WFO 

solution on the market.

access to the latest security tools, updates and patches, 

in real time and without added cost or downtime for 

the contact center.

Achieve redundancy and availability  

Multi-tenant platforms have built-in fault-tolerance—

failover with backup in the event of a system 

malfunction—that multi-instance platforms do not 

have. With Amazon Web Services (AWS) at the core 

of the Calabrio ONE Cloud platform, you’re assured 

access to your systems, your data remains secure 

and available, and you have access to the resources 

you need to serve your customers. AWS offers server 

redundancies, ensuring that if one server goes down, a 

system is up and running on another server within four 

seconds. AWS also uses intelligent “load balancing” to 

maintain system uptime during updates.


