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Real Time 
Monitoring
Gain insights into your contact center operations.
Track, monitor and optimize KPIs in real time, wherever 
you are:

Monitor and manage remote agents as easily as in-house staff
Check your active calls, active users, active queues in real time
Give agents the support they need when they need it
Provide agents and supervisors with real-time KPI status
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Reports 
Leverage real-time KPI visualization 
to monitor and optimize business 
performance, gain relevant insights, 
promptly resolve issues such as idle 
time, and promote overall efficiency

Real-Time CDR

Call Reports

Comprehensive Agent

Efficiency Reports

Scheduled Reports

Custom Reports
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Chat
Build the best customer experience on the channels 
that your customers prefer

Reach your customers via web chats, social networks and messengers
See performance reports and manage your chat queues in real-time
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Security 
and 
Administration
Take advantage of our flexible solution
Configure agents, groups and permission 
levels 

Accounts

Sites

Users

User Groups

Permissions Groups
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Voice Analysis & 
Speech-to-Text
Identify and handle unprofessionally treated calls in real time by 
analyzing the tone and sentiment of both customers and agents.

Keep track of your call scripts and meet all legal regulations by 
searching for prohibited keywords
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Voice 

Devices & Web-phone
Extensions
DID & Routing
Voice Activated IVR
Conditional Routes
DTMF Input
Ring Groups
Announcements
Forward
Conference
Dial Rules
Callback
Intercept  Groups
Fax Boxes
Voicemail
SIP Trunks 
Provisioning

Best-in-Class Telephony Solution
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In-browser Softphone
Empower your agents by enabling them to manage the call center 
directly from their browser

Utilizing In Browser Softphone, agents can handle calls more quickly 
and gain access to caller data while enabling supervisors to monitor 
their work in real time
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Call Center

Agent Call Panel
Advanced Capabilities
Custom Pauses
Call Outcome and
Disposition
Automatic Dialers
Do-Not-Call Lists
Real-Time Dashboard 
Configuration
Custom Call Scripts
Based on HTML
Campaign Management
Dynamic Call Flows
Announcements in
18 Languages
Self-Service & IVRs
Agent Skills and Tiers
Virtual Hold Proxy

Provide your customers with the best 
phone support while selling more 
products and services
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Media
Handling
Manage your media files with ease

 Text-to-Speech in
Languages 5
 Upload in Any
Formant
Labeling
 Condition-Based
Announcements
 Real Time HD Stereo
Call Recording
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Phone Book  
Synchronise your contacts across all 
end-points:

Your CRM
GSuite
Office 365
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Conditional and 
Skills-Based Routing
Enhance first call resolution and customer satisfaction

Route all incoming calls according to predefined rules to the agent, 
department with the most relevant skills based off the call center's 
performance, caller’s location and customer information from the CRM


