Callmedia
Expert Contact

Making contact
centres work better

What is Callmedia?

Callmedia provides advanced multi-channel
routing capabilities so you can provide
better customer service using fewer agents.

Agent efficiency:

By matching contact centre agents to
customers more effectively, Callmedia
ensures that every call, every email and
every interaction is handled within your
defined service levels.
Callmedia manages multiple channels
seamlessly, blending incoming phone calls,
outbound dialler calls, emails, chat sessions,
and text messages.
Callmedia’s advanced blending
capabilities means you can achieve a
consistent customer experience across
different channels, providing performance
appropriate to the channel, and make best
use of agents. Interactions are prioritised
according to the needs of the channel, so
that you can achieve response service levels
for voice calls within seconds, and for emails
within hours.
Agents enjoy a simple, modern and efficient
Desktop application. The Callmedia
Desktop puts all the tools needed to handle
each interaction in one place. It provides
a complete history of each customer’s
previous interaction and reduces the need
to switch applications.
Supervisors and team leaders enjoy a wealth
of reporting, both real-time and historical, so
they can spot issues and fix them easily.

Delivered either from the Cloud or as an onpremise solution, Callmedia delivers:
Callmedia’s advanced routing capabilities
mean you can deliver a higher standard of
customer service using fewer agents.
The Callmedia desktop application allows
agents to access needed functions more
quickly and its ease of use reduces training
costs.
The interaction history provides the agent
with complete visibility of all previous
contacts, across all channels in one central
window within the Desktop. This allows the
agent to deliver a more informed level of
service to each customer and provide a
better standard of service.
Multi-channel blending:
Callmedia excels at multi-channel blending,
so that agents are automatically allocated
different interactions based on their skills and
the volume of work. An agent may receive
incoming phone calls, an outbound dialler
call, an email, chat session, or text message
all within the same session.
Advanced routing and allocation:
Callmedia can automatically route each
interaction to an individual agent or team
based on who the customer is, and their past
experience with the contact centre:
•

•

•

Last agent allocation routes the
customer through to the last agent
who dealt with them if they are
available
Abandoned call prioritisation increases
the priority of a caller who wasn’t
answered last time they called
Customer based routing takes
information from your business systems
to route the interaction based on
business information – VIP customers
can be identified and treated with a
higher priority, or allocated to their
account manager.

Integration:
Maintel Software’s Professional Services
has over 20 years’ experience integrating
Callmedia with business applications, from
general purpose systems such as Salesforce
and Microsoft Dynamics, to specialist
applications across verticals such as social
housing, local government, financial
services, business services, manufacturing
and more.
Additionally, Callmedia comes with a whole
ecosystem of third-party products, including
voice recorders, screen recorders, workforce
management, workforce optimisation
solutions, voice response systems. support
for many different commonly used contact
centre products
Callmedia itself provides a wealth of
published interfaces that make integration
easy, and the product maintains backwards
compatibility across major version releases,
so that integration can also be performed by
an in-house IT team if desired.
Commercial flexibility and delivery:
Callmedia can be consumed as a cloud
service using Maintel’s ICON Contact cloud
and managed service or delivered as an onpremise solution.
Moreover, Callmedia can be purchased
outright, rented, or purchased on a pay-asyou-go basis, providing ultimate commercial
flexibility. Customers can combine any of
these three models in one system to provide
the ability to flex up or down at will.
Outbound:
The Callmedia dialler provides outbound
messaging capabilities, allowing agents to
work on their own calling list or a campaign
shared across the team. Callmedia’s
comprehensive dialling capability includes
preview, progressive and predictive
dialling, and is fully compliant with OFCOM
regulations.

Key features
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Simple, modern, intuitive agent interface
Customer interaction history
Multi-channel blending
Customer-aware routing
Outbound campaign blending
Expertise-based collaboration and
presence
Skills-based routing
Dynamic priority boost
Management by exception threshold
alerting system
Wallboards
Real-time management information
Historic reporting and report
Scheduler
Agent assistance
Open and published database and for
simple custom reporting and integration
Integrated screen-popping and call
control
Comprehensive and freely distributed
programmer’s SDK for fast integration
between systems.

How it works
Callmedia contains advanced routing rules
that enable you to make your contact
centre more efficient and capable:

of applicable agents to answer high priority
calls.
Information

Routing
Firstly, we take each interaction, regardless
of channel, and get it to the right place.
We can identify who is contacting you, and
make an intelligent decision based on your
business rules.
Whether it’s a platinum customer or
someone in the middle of a claims process
and you need to put them through to the
same agent. Maybe it’s something as simple
as working out they have called in previously
and hung up.
For your outbound activity, ensure you dial
the right customer at the right time and
achieve complete control. You can filter and
prioritise all your dialling in real-time to react
to real-world scenarios.

Task interruption
Callmedia can interrupt agents on emails
or temporarily halt outbound activities if
necessary to achieve targeted service
levels.

Callmedia comes with a highly versatile
statistics display as standard, which can be
used by supervisors at their desktops, and
even provides views for Wallboard screens
throughout the contact centre.
As well as standard contact centre metrics,
Callmedia is extensible with configurable
viewers for your own web pages and web
applications.
See your own business data alongside that
of the contact centre, without the need to
switch between applications and reports.

Desktop
Callmedia takes all the information from
routing and allocation and presents it
in the agent Desktop interface. Agents
immediately see all interaction history across
all channels. And with a smart, easy-to-use
interface, they get to concentrate on what
they need to say and do, rather than how
they do it.

You can improve customer service through
dedicated customer experience reports and
statistics. Supervisors can trace a customer’s
journey through the contact centre, while
agents can see at the click of a button how
many times a call has been held, transferred
and queued.

Management
Allocation
Next, ensure each interaction is allocated to
the right agent.
In addition to providing traditional ‘skillsbased-routing’, Callmedia can allocate an
interaction to the last person who dealt with
a customer or make sure that customers with
a high probability of closing talk to your best
agents.
Every contact centre has peaks and troughs.
It’s easy to use your top people effectively
during lulls, but when things get busy, it’s
all hands to the pumps. Callmedia offers
true real time skill blending between all
channels, so automatically expands the pool

Collaboration and presence
Every agent can’t know everything, but
customers shouldn’t be passed from pillar
to post. At the click of a button, agents can
call up a list of subject-matter experts and
external contacts to consult with.
Because the contacts are specific to the
task at hand, it’s always relevant and there’s
no need to hunt for the right expert. Real
time presence information and queue
statistics help save Time, and you can even
share notes before passing the call over.

Callmedia provides fast, straight forward
access to all information and configuration
for managers.
There is a host of additional custom services
available to enable greater control of your
internal resources.
Delivering real time control of call routing,
skills, SLAs and other routing criteria helps
you quickly and decisively react to the
unexpected.

Tackling the multichannel challenge
Outbound voice calls

Web callback

In addition to reporting on all calls made
from the user handset, the system can be
fully integrated with our outbound list dialling
system.

Callmedia allows you to call back customers
when they register interest on your website –
either immediately or at a time they request.
Web callback automatically handles issues
such as time-zones and countries, ensuring
that international customers are handled
appropriately.

Emails
Callmedia ensures all emails automatically
receive a standard response, so that the
person sending the email knows that it
has been received before is has been
responded to formally by an agent.
Callmedia can interrupt emails if a
telephone call (or other task) arrives that is
more urgent, so you’re your service levels
are always achieved. The system keeps a
full audit trail of emails received and their
responses and makes sure that replies from
the contact centre are addressed from the
contact centre, rather than from individual
users.

Webchat
Customers can enter into a chat session with
a Callmedia user. The customer can request
a transcription of the chat session when it
is finished, and the user has access to predefined text and phrases so that common
responses are easily and consistently
communicated.

Ad-hoc tasks

SMS
The Callmedia SMS gateway enables text
messages to be sent and received into the
contact centre. Previous conversations with
that customer are also presented to the user,
so that an informed response can be given.
SMS messaging is particularly useful for
sending customers appointment reminders
and Callmedia ensures that responses
from customers are handled quickly and
efficiently.

Callmedia allows other activities to be
handled as well. Callmedia’s ad-hoc task
capability allows other day-to-day activities
to be managed within the contact centre as
well. Ad-hoc tasks are fully integrated with
workforce management applications, and
can be measured, prioritised and managed
within the contact centre.

Unlike most contact centres that treat
email and other new media types as if they
were a slightly different kind of phone call,
Callmedia knows about the differences
between the different types of channels and
treats them accordingly. Phone calls can’t
be interrupted – but emails can be. Agents
can’t handle more than one phone call at a
time – but they can manage multiple webchat sessions. Phone calls can’t be parked
and returned to later – but emails can be.
Callmedia was built from the ground up to
blend different channels together, so it’s
naturally better at taking advantage of the
differences between them.

Outbound dialling
Our Ofcom compliant dialler enables call
centre managers to manage multiple
outbound campaigns with users engaged in
preview, progressive and predictive dialling.
Callmedia provides inbound/outbound
blending to share the workload – inbound
telephone calls, emails, faxes and outbound
calls – or any other contact channel
between users, no matter where they
are located, using a single management
interface.
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