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Microsoft Enterprise Communications
LEVERAGE THE MARKET-LEADING CLOUD 
CONTACT CENTER PLATFORM, UNIFY THE  
CONTACT CENTER WITH ENTERPRISE  
COMMUNICATIONS FROM MICROSOFT.

LEARN MORE > 2
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Organizations continue to invest in Unified 
Communications, moving from the traditional PBX to 
solutions such as Microsoft Skype for Business and 
Microsoft Teams. They are UC industry disrupters, 
bringing businesses into the world of collaboration 
with presence, voice, instant messaging and chat, 
enabling teams to work virtually anywhere, on any 
device.

Microsoft does not provide contact center 
functionality. Enterprises require omnichannel 
customer experience solutions with intelligent 
interaction routing, quality management, reporting, 
and analytics for contact centers and preferably 
delivered from the cloud as a service.  By integrating 
Contact Center Service Provider’s (CCSP) cloud 
contact center functionality with Microsoft enterprises 
can deliver communications that offer a rich collaborative experience, to their staff and their customers. 

Imagine that you are a customer calling the appliance store customer service line. Your refrigerator is not 
keeping the proper temperature. The agent gathers relevant information and advises you that the product 
warranty has expired and you did not choose the extended warranty offer. You’re frustrated as you sent in 
the extended warranty offer with a check several months ago just for this kind of situation! The agent puts you 
on hold to consult with the accounting staff that processes warranty renewals.  After waiting several minutes, 
the agent returns to tell you they were not able to find someone in the department that processes warranty 
renewals, she’ll have to make some calls to find out what happened and asks if she could call you back.  

You wonder why the agent can’t tell who is available to help sort this out and why she has to call around to 
find someone to help. You’ve spent 15 minutes on the phone and you haven’t even been able to schedule 
someone to come out to repair your refrigerator!

CAPABILITIES
• Deliver incoming contact center calls:
  - To the Microsoft client
  - To a SIP URI for other Skype-like clients
  - To any SIP-enabled PBX or IP phone
  - Directly to the agent’s multimedia PC with  
     CCSP’s built-in softphone
  - Any telephone handset
• Bidirectional presence synchronization between 

CCSP and Microsoft client
• Display and filter on contacts in CCSP TouchPoint
• Call, Transfer or Conference with contacts directly 

from CCSP Touchpoint

Background

Typical Customer Complaints...
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Agents may not have every answer available at their 
fingertips.  Customers expect `instant` answers.  It 
puts a huge amount of pressure on the agent trying 
to find out the right person available to assist with the 
call. The contact center managers encourage ‘First 
Call Resolution’, but that’s not always realistic when 
the only option is to attempt a telephone consultation 
with the right person in the back-office while keeping 
the call on hold. If they don’t find someone readily 
available, this can take a while which degrades the 
customer experience.

BENEFITS
• Leverage the Microsoft footprint and investment 

to unify communications between the contact 
center and the enterprise

• Flexibility around contact center call delivery 
– choose the option that makes sense for your 
business

• Streamline agent to back-office collaboration
• Effective collaboration results in more timely 

and accurate responses and a better customer 
experience 

• Collaboration reduces the number of callbacks, 
reducing customer frustration and improving 
agent productivity

• Ensures key contact center features work within a 
Microsoft environment

  - Call Recording
  - Supervisor Assist
  - Conference, Transfer
  - Reporting and Analytics

CUSTOMERS WANT FASTER RESPONSES & 
PERSONALIZED CUSTOMER SERVICE

Solve The Business Problem

Interoperability of Microsoft Teams™ & Skype for Business™

The Skype for Business client can call a Teams user directly, and vice versa for one-on-one communications.

CCSP allows you to leverage your voice infrastructure, whatever it is, even when there are different solutions 
at different locations.  With CCSP, agents are able to collaborate with available experts in the back-office 
anywhere across the enterprise.  This means customers’ inquiries are handled seamlessly, and effectively, it 
also means that less time for customers waiting on the phone and higher First Call Resolution.
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About Enghouse Interactive
We are a leading provider of customer experience technology.  Our technology is designed to help business 
maximize the value of their customer interactions using any form of digital or voice communication, making 
customer experience teams more productive, leaving more time for proactive customer engagement. Our 
products include both cloud and premise based solutions giving our customers the alternatives and flexibility 
they desire.
 
Learn how our suite of products have enabled over 10,000+ mid-market and enterprise customers globally 
increase customer retention and acquisition by improving customer service, contact centers operations and 
better understanding the voice of the customer.


