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Contact Centre Benefits
|

Native Teams Presence integration along with
enhanced collaboration options boost first
interaction resolution outcomes

Round the clock self-service opportunities bring
increased revenue and satisfaction

Prioritised handling of high-value customers
increases revenues

Managing all interactions in a single client
reduces handling time and boosts productivity

Gamified interface and dashboard heighten
agent enjoyment and engagement

Improved context and history for every
interaction provide agents with an enhanced
understanding of the customer journey,
increasing both customer and staff loyalty

Superior business intelligence, including
personal and centre-wide dashboards, as well
as both out-of-box and custom reporting, drives
further efficiencies and improvements

Faster response times brought by overall
improvements achieve significant reduction in
lost and abandoned calls, along with costs

“Our customers benefit from T —
working with Enghouse and

Microsoft together. The additional

value, the unique experience

and solutions that they get from

Enghouse is something that we

can’t provide. Enghouse can really

build on our solutions to give

customers something extra”



Natively-Integrated Teams-Embedded Agent Interface

A responsive interface for multi-channel contacts, with minimal footprint, empowers agents and managers
with a transparent view into all activities and performance throughout the contact centre and organisation.
Native Teams Presence integration delivers real-time visibility of all Teams users in the organisation, boosting

the performance of agents by enabling them to collaborate outside the contact centre to resolve interactions.

Intelligent, Flexible Skills-Based Routing

Intelligent routing gets queued interactions to the most suited agent each time. Backed up by Teams’ powerful
collaboration options, agents can now resolve every interaction more efficiently and effortlessly than ever before.

Integrate with your CRM

Integration with Microsoft Dynamics CRM (or other CRM) increases agent productivity and delivers a
significantly heightened customer experience. Screen-pops for recognised customers (based on caller ID or a
keyed PIN) can take an average of 15 seconds off each call by automatically popping a customer’s CRM record,
eliminating both the agent’s manual look-up time and possibly a time-intensive identification dialogue.

Empower Customers to Self-Serve

Relieve live agents of routine work and increase productivity while you boost customer satisfaction and provide
callers with the opportunity to instantly gain the information they are looking for. Fully integrated with Teams,
Enghouse Interactive has a wide range of speech recognition touch-tone self-service solutions that are quick
to implement, powerful and extremely cost-effective. Solutions include purpose-built IVR applications, mobile
navigator tools, an easy-to-use Knowledge Management Suite, corporate web directories and a development
platform that enables organisations to quickly deploy self-service applications for telephony, SMS, and email.

Integrated Quality Management and Compliance

Enghouse Interactive Quality Management Suite is an enterprise-ready interaction recording and evaluation
solution for Microsoft Teams. Leveraging the rich history of Enghouse Interactive’s communications expertise
and unique Teams features, Quality Management Suite helps organisations maintain their quality of service
while providing the security of stored records, captured according to local and international regulations.

Leverage your Investment

Your organisation may already use Teams, so you’ll be familiar with its simplicity and connectivity. Enghouse
Interactive contact centre solutions allow you to migrate from legacy to Teams without interrupted service.



Contact us
to Learn More

With over 35 years of deep contact
centre expertise and more than 600
Microsoft contact centres, our team
of experts is ready to optimise the
solution that’s best for your contact
centre, right now and into the future.

Visit us at EnghouseTEAMS.com
Email helloAPAC@Enghouse.com
Phone Australia +61 2 8064 9520
NZ +64 9 356 5555 or

Singapore +65 3163 7653

Enghouse

web: EnghouseTeams.com
email: Teams@Enghouse.com

Corporate Office

Enghouse Systems Limited
80 Tiverton Court, Suite 800
Markham, Ontario L3R 0G4 Canada

Tel: +1 905 946 3200
Email: info@enghouse.com

North America

Enghouse Interactive
16605 North 28th Ave, Suite 101
Phoenix, AZ 85053 USA

Tel: +1 833 ENG INTv
or +1 833 364 4688
Email: Hello@Enghouse.com

APAC

Enghouse Interactive APAC
Suite 703, 80 Mount St.
North Sydney, NSW 2060 Australia

Tel: +61 2 8064 9520
Email: HelloAPAC@enghouse.com

DACH & BENELUX

Enghouse AG
Neumarkt 29-33
04109 Leipzig Deutschland

Tel: +49 (0)341/41584-0
Email: vertrieb@enghouse.com

EMEA

Enghouse Interactive UK, Ireland, SEMEA

Imperium, Imperial Way
Reading, RG2 OTD UK

Tel: +44 (0) 20 3357 3040

Email: marketingemea@enghouse.com

Enghouse Interactive AB
Torggatan 15
SE-171 54 SOLNA Sweden

Box 1078
SE-171 22 SOLNA Sweden

Tel: +46 (0) 8 457 30 00
Email: infosweden@enghouse.com

Spain, Africa & CALA

Enghouse Interactive Spain - Madrid
Orense 68, 42
28020, Madrid — Spain

Tel: (+34) 93 10 10 300
Email: presence.info@enghouse.com



