




TECHNOLOGY DESCRIPTION l<EY FEATURE DESCRIPTION SPECIFICATION 

UNIFIED COMMUNICATIONS 

(UCAAS) (CONT.) 

CONTACT CENTER PLATFORM 

(CCAAS) 

Cloud based communication platform 

for high contact volume organizations 

with designated representatives 

managing inbound chat, calls, and social 

media interaction. 

Ideal for geographically dispersed 

teams,highly regulated industries, 

organizations offering high touch 

service or companies looking to excel 

in customer care and service delivery. 

*Call flip/ find-me-follow-me

available. Various providers

integrate new product features

and enhancements into the

existing subscription; services

remain on par and up-to-date

with the latest trends in cloud

telephony.

*Presence management and

heads up display - easily see if

a co-worker is available to talk

or currently unavailable for

communication.

*Ease of multi-site management

through administrative portal.

*Microsoft Teams integration

for ease of use.

*Flexible integration with video

platforms provided by Poly,

DTEN, Samsung and others.

*Call recording available.

*Al powered Voice transcription

available.

Legacy call center features such 

as: 

*Agent management features:

Agent login and agent logout,

advanced skill-based routing,

queue set-up, wrap-up time,

agent status, call queue

monitoring, individual

performance status, barge

and whisper available. Pop up

notifications where needed.

Warm transfer to other

departments. Chat with other

departments.
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