OneContact CC with
SugarCRM integration
Work from a single user interface and improve
Contact Center efficiency.

collab.com

All information in a single interface
SugarCRM is an innovative CRM system that
monitors the journey and interactions of each
client. When combined with OneContact CC,
agents use a multi-channel desktop that
provides all the relevant information in a
single interface, without the need to switch
between applications.
Teams have instant deep knowledge of every
client, personalized data and business
insights. With these capabilities, organizations
can improve agent’s performance and contact
center efficiency, while delivering an engaging
customer experience.

Key Benefits
Collect data about your clients and use it
during interactions
Be always one step ahead and promote

cross-selling
and up-selling. You can provide faster and
contextualized support based on customer history

Improve contact center performance

Key Features
Unified Customer View
Obtain a complete view of the
customer’s profile information and
interactions in a unique screen.
Recognize different client
identifiers (e.g. incoming phone
number, customer name, customer
email address) and route them to
the right agent. This means
increased agent productivity,
customer satisfaction and greater
first call resolution.

Click-2-Dial

Omnichannel Customer
History & Recording

When a customer requests the contact center to call
him, the interaction is saved in the client history and
with a simple click the call is connected.

1. Complete history and recording
of all the media interactions in
SugarCRM Dashlets
2. Agents can listen to recorded
sessions while speaking with a
customer, placing him on hold;
Supervisors can listen/view the
interactions and monitor agent’s
performance
3. Full interaction details such as
call start and end time, name of
the agent, name of contact or lead

4. Interaction business outcome
5. External link to the recording
files (includes agent screen
recording; audio, chat and social
media interactions)
6. Available channels: voice, e-mail,
social media, IM (Facebook
Messenger, WhatsApp)

Virtual Assistants
on Facebook Messenger
Collab developed a self-service tool
based on Facebook Messenger for
Business and has integrated it with
OneContact CC solution and
SugarCRM. By doing so, contact
centers can handle Facebook
interactions in the same way they
handle voice calls.
When dealing with a Facebook chat,
there is a bot prepared to answer
simple questions and then forward the
chat interaction to a human agent.
The agent has access to the previous
dialog between customer and bot, thus
delivering a faster and more informed
assistance to customers.

Why

Integration with your
contact center and
CRM system

+

Flexible, short
time-to-market

Easy to use,
no learning curve

Low cost

Unified view of the
customer profile and
interactions history

Multi chats at once

Real time monitoring and
reporting of interactions

Activate new
digital experiences.
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