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Executive Summary

In an era where customer expectations are shaped by instant gratification and

hyper-personalization, businesses must evolve beyond traditional contact center models.

InfinityCTI's Contact Integrator is a transformative platform that unifies digital channels,

empowers agents with intelligent tools, and delivers seamless customer experiences through

automation and real-time insights.

Contact Integrator Advantage

This white paper explores the architecture, capabilities,
and strategic value of Contact Integrator.

InfinityCTI's Contact Integrator

Operational Efficiency

Automation streamlines processes
and reduces manual effort.

Customer Satisfaction

Personalized interactions and faster
resolutions lead to happier
customers.

Competitive Advantage

Gain an edge over competitors with
intelligent insights and predictive
analytics.
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Introduction

Modern consumers interact with brands across a spectrum of digital touchpoints—chat, email,
social media, SMS, and voice. Managing these interactions in silos leads to fragmented service,

inefficiencies, and missed opportunities.

InfinityCTI's Contact Integrator solves this by offering
a unified, enhanced platform that centralizes

communication, automates routine tasks, and equips
agents with contextual intelligence.
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Solution Overview

Contact Integrator is a cloud-native or on-prem, contact integration platform that consolidates
customer interactions into a single intelligent interface.
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m Salesforce, Upcoming: |_ZN Visualizes KPls, agent o\@}} Includes end-to-end
ServiceNow, Microsoft performance, and encryption, role-based
Dynamics, and custom customer sentiment. access.
systems.
Intelligent Routing and Automation Analytics and Reporting
m Skill-Based Routing m  Channel Performance Metrics
Automatically directs inquiries to the most qualified agent Tracks volume, response time, resolution rate, and customer
based on skill sets, availability, and workload. satisfaction across each digital channel.
m  Multiplicity Powered Triage m Agent Productivity Dashboards
Dynamically distributes customer interactions based on Monitors agent activity, workload distribution, and
real-time factors, enabling faster response times. performance KPls.
B Automated Workflows B Customer Journey Insights
Triggers predefined actions such as ticket creation, Visualizes interaction paths and identifies drop-off points or
escalation, or follow-up reminders based on interaction bottlenecks in the support process.
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El‘:% Open APIs

Allow developers to extend Support the addition of new
functionality and intergrate with digital channels based on business
custom tools or third-party services. needs.

InfinityCTI's Contact Integrator Solution Overview



m Business Benefits

Business Benefits

In the fast-paced world of customer service, businesses are constantly seeking ways to enhance
efficiency, improve customer satisfaction, and drive growth. The following table outlines key
business benefits that can be achieved through the strategic implementation of modern
customer engagement solutions. From accelerating issue resolution to ensuring regulatory
compliance, these benefits provide a comprehensive framework for building a more responsive,

scalable, and intelligent customer service operation.

Faster Resolution Consistent Experience

Unified view across
channels ensures continuity

Advance routing, reduces
wait times and increase
productivity

Scalable Operations

Easily onboard new
channels and agents

Actionable Insights

Real-time analytics
drive quicker, smarter
decision making

Regulatory Compliance

Built-In controls for

InfinityCTI's Contact Integrator

data privacy

Business Benefits



