
CallTower’s Contact Center

In today's digital age, customer experience is critical for the success of any organization, and having the right 
communication and collaboration tools is essential for maintaining a strong customer experience. CallTower's 
contact center solutions offer a comprehensive suite of tools designed to enhance customer service, make 
powerful connections, streamline operations, and surpass customer expectations. 

This buyer's guide will walk you through the key features, benefits, and considerations of choosing our various 
contact center solutions as your communication platform, namely Five9 Contact Center, Genesys Contact 
Center, Webex Contact Center, CT Contact Center, and Ascend Teams Contact Center. 



The CallTower Difference:
Professional, Managed, and Support Services 

Technology is only half the story. What truly drives long-term success is the ability to deploy, manage, and 
continuously optimize these platforms. That’s where CallTower comes in. 

With decades of expertise in the contact center industry and end-to-end Professional, Managed, and Support 
Services, we ensure that your contact center solution delivers maximum value from day one and evolves with 
your business over time. 

Professional Services Managed Services Support Services

Solution design, integration 
planning, and expert migration 
services 

Tailored configurations that align 
with your unique workflows 

Training and enablement 
programs to equip your teams 
for success 

Ongoing administration and 
optimization of your platform 

Proactive monitoring and issue 
prevention 

Strategic guidance to adapt to 
evolving business and customer 
demands  

24/7/365 global support from 
certified experts 

Rapid troubleshooting and 
resolution to minimize downtime

Localized assistance for a 
personalized support experience  

At CallTower, you don’t just get a platform—you get a dedicated partner invested in your 
growth, performance, and customer satisfaction.  



Five9 Contact Center  

Five9 Contact Center is an AI-driven, 
cloud-based platform designed to empower 
businesses to deliver outstanding customer 
interactions with the power of intelligent 
automation. 

Designed to streamline customer service 
operations, Five9 brings together human 
expertise and advanced AI to handle 
interactions smoothly across voice, email, 
chat, and social media. 

With deep integrations, real-time analytics, and 
workforce optimization tools at your fingertips, 
Five9 enables teams to respond faster, 
connect more meaningfully, and drive higher 
satisfaction, all while scaling effortlessly to 
meet growing demands. 

Five9 Genius AI: Build AI applications tailored to your use cases 
and deliver personalized and engaging self-service capabilities. 

AI-Powered Virtual Agents: Deploy intelligent chatbots and 
virtual assistants that handle routine tasks and provide engaging 
self-service experiences across voice and digital. 

Predictive Dialer Technology: Maximize outbound campaign 
efficiency with intelligent dialing algorithms that reduce wait times 
and increase connection rates. 

Intelligent Call Routing: Route customers to the best-suited 
agents based on skills, language, priority, and historical 
interaction data. 

Advanced CRM Integration: Seamlessly connect with 
Salesforce, Zendesk, and other business applications for 
complete customer context. 

Speech Analytics and Sentiment Analysis: Automatically 
analyze conversations to gauge customer satisfaction and 
identify opportunities. 

Workforce Management Suite: Optimize staffing with advanced 
forecasting, scheduling, and adherence monitoring tools. 

Features & Benefits

https://www.calltower.com/five9-contact-center/


Genesys Contact Center 

Genesys Contact Center is a comprehensive, 
all-in-one solution designed to elevate every 
interaction your business has with customers 
across all channels, from voice and chat to 
email and social media.

Genesys’ advanced AI capabilities streamlines 
engagement by intelligently routing customers 
to the right agent, offering real-time analytics, 
and personalizing experiences at every 
touchpoint.

With flexible and scalable solutions, both 
on-premises and cloud-based, Genesys 
transforms operations, supports organizational 
goals, and empowers contact centers to 
deliver a greater customer experience.  

Omnichannel Support: Seamlessly manage customer 
interactions across voice, chat, email, social media, and SMS 
from one unified platform. 

Predictive Routing: Intelligent algorithms match customers with 
the perfect agent based on skills, availability, and customer 
context. 

Real-Time Analytics: Gain instant insights into customer 
behavior, conversations, and interaction patterns to optimize 
experiences on the fly. 

Workforce Optimization Tools: Maximize agent productivity 
with advanced scheduling, forecasting, and performance 
management capabilities. 

Personalized Customer Experiences: Leverage customer data 
and AI to deliver tailored interactions that feel genuinely personal. 

Intelligent AI Chatbots/Voicebots: Deploy intelligent bots to 
handle routine inquiries, enhancing efficiency and customer 
satisfaction. 

Cloud Scalability: Effortlessly scale communication up or down 
based on customer demand. 

Features & Benefits

https://www.calltower.com/genesys/


Webex Contact Center 

Webex Contact Center is an omnichannel 
contact center designed to leverage AI to drive 
and connect all customer engagement and 
unify customer interactions into a single, 
intuitive platform that makes teamwork 
effortless. 

Powered by Cisco, this cloud-based solution 
empowers agents to quickly connect with 
knowledge experts, supervisors, or colleagues, 
turning every customer touchpoint into an 
opportunity for seamless collaboration.

Real-time analytics, smart routing, and 
integrated communication tools ensure faster 
and more personalized customer experiences, 
improving satisfaction on both sides of the 
conversation.  

Integrated Collaboration Tools: Seamlessly connect agents 
with colleagues through Webex's built-in video, messaging, and 
screen sharing capabilities. 

AI-Powered Virtual Assistant: Deploy intelligent super agents 
that learn from interactions and continuously improve response 
accuracy. 

Comprehensive Analytics: Enhance customer experiences with 
real-time sentiment, speech, and predictive analytics to identify 
friction points and optimization opportunities. 

Advanced Queue Management: Intelligently manage customer 
queues with callback options, priority routing, and estimated wait 
times. 

Desktop Analytics: Monitor agent desktop behavior and 
application usage to identify training needs and productivity 
improvements. 

Cloud-Native Architecture: Benefit from enterprise-grade 
security, reliability, and scalability built from the ground up for 
cloud deployment. 

Flexible Customizable Platform: Tailor the platform to your 
unique business needs with extensive customization and 
integration options. 

Features & Benefits

https://www.calltower.com/cisco-webex-contact-center/


CT Contact Center 

CT Contact Center is CallTower’s robust, 
unified solution designed for organizations 
seeking powerful functionality without the 
hassle of juggling multiple platforms. 

Offering a true “all-in-one” experience, this 
cloud-based contact center brings together the 
essential tools your business needs to deliver 
consistent, engaging customer experiences 
across voice, chat, email, and social media. Its 
seamless integration abilities, AI-driven 
routing, and comprehensive analytics 
empower teams to work smarter while 
elevating customer satisfaction. 

With scalability, customizable automation, and 
intuitive management features, CT Contact 
Center adapts to the unique needs of your 
operation as you grow.  

Omnichannel Integration: Seamlessly manage customer 
interactions across multiple channels for a unified experience, 
reducing complexity and training requirements. 

AI-Powered Smart Routing: Leverage machine learning 
algorithms to route customers based on intent, emotion, and 
optimal agent matching. 

Comprehensive Call Recording & Quality Management: 
Record, analyze, and score interactions with advanced quality 
monitoring and coaching tools. 

Predictive Dialer Technology: Boost outbound campaign 
performance with intelligent dialing that maximizes agent talk 
time. 

Advanced CRM Integration Hub: Connect seamlessly with 
popular CRM platforms to provide agents with complete 
customer context. 

Customizable Workflow Automation: Create automated 
processes for common tasks, reducing manual work and 
improving consistency. 

Reporting & Analysis: Monitor customer emotion and agent 
performance in real-time to identify intervention opportunities and 
improve performance. 

Features & Benefits

https://www.calltower.com/ct-cloud-contact-center/


Ascend Teams
Contact Center 

Ascend Teams Contact Center is a cutting-edge, 
cloud-based solution designed to deliver 
exceptional customer experiences and drive 
operational success for businesses of all sizes. 
Fully integrated into the Microsoft Teams 
ecosystem, Ascend Teams Contact Center works 
seamlessly with your existing communication 
tools, creating a unified environment for 
collaboration and customer interaction. 

With intelligent routing, real-time analytics, and 
AI-driven automation, this solution empowers 
agents to enhance customer engagement while 
streamlining operations. Whether handling voice, 
chat, email, or social media interactions, Ascend 
Teams Contact Center ensures every customer 
interaction is meaningful, personalized, and 
productive.  

Microsoft Teams Integration: Leverage Microsoft Teams for 
unified communication and collaboration and smoother 
operations. 

Intelligent Call Routing: Automatically route customers to the 
most suitable agent based on skills and availability, ensuring 
faster issue resolutions. 

Omnichannel Communication: Manage customer interactions 
across voice, chat, email, and social media from a single, intuitive 
interface. 

Real-Time Analytics and Reporting: Gain actionable insights 
into customer behavior, agent performance, and operational 
metrics with customizable dashboards. 

Advanced CRM & WFM Integrations: Connect with leading 
CRM and WFM platforms to streamline workflows and 
personalize customer interactions. 

Intelligent Virtual Assistants: Deploy AI-powered bots to handle 
routine inquiries, freeing agents to focus on complex customer 
needs. 

Built-In Redundancy: Guarantee uninterrupted service with 
fail-safe communication and enterprise-grade reliability. 

Features & Benefits



The CallTower Advantage 

When you choose a platform through CallTower, you gain more than technology—you gain a partner 
committed to your long-term success. Our differentiators include:

Seamless Integrations
Connect your favorite applications and 
platforms effortlessly for a unified 
experience without disruption. 

24/7/365 Support & Expertise
Rely on our around-the-clock expert 
team for prompt assistance and 
proactive guidance whenever you 
need it. 

Dynamic Voice Redundancy
CallTower ensures 100% voice uptime 
with features like one-click failover 
and a robust global network with 
redundant connections.

Proprietary CallTower
Connect Portal

Take control with an intuitive portal 
that puts platform management and 
analytics at your fingertips. 

Unmatched Reliability and Uptime
Benefit from our robust infrastructure and 
dynamic redundancy, delivering industry-leading 
uptime for uninterrupted service. 

Global Reach with Local Support
Enjoy the advantages of global 
technology with fast, personalized help 
from local support teams.

Customizable and
Scalable Solutions
Adapt your contact center as you grow, 
with flexible options tailored to fit your 
current needs and future goals.

End-to-End Professional
and Support Services

Experience worry-free implementation with 
professional services and benefit from 24/7 
expert assistance to quickly resolve issues 
with support services.



About CallTower: Your Partner in Communication Excellence 

At CallTower, we believe that communication is more than just a tool; it’s the engine that propels businesses 
forward. As a leading provider of cloud-based communication solutions, we’ve dedicated ourselves to 
revolutionizing how people connect, communicate, and collaborate. 

Our expertise covers the entire communication ecosystem, from unified communications and contact 
center solutions to conversational AI, supported by comprehensive professional and managed 
services. We take these complex systems and make them feel simple and intuitive for your team. 

CallTower combines this deep industry expertise, cutting-edge technology, and a genuine passion for helping 
our clients succeed to revolutionize how businesses operate. We work closely with organizations to 
understand their goals and challenges, delivering tailored solutions that seamlessly integrate with their 
existing setup, ensuring everything works together perfectly. Our solutions are built to be scalable, secure, 
and reliable, giving you the flexibility to adapt to whatever comes next. Through proactive support and 
strategic guidance, CallTower is here to help you enhance productivity, streamline communication, and 
achieve lasting success. 

Unified
Communications Contact Center Conversational AI

Technologies

End-to-end
Professional, Managed,

+ Support Services 

Our Core Expertise: 



Empower Your Contact Center with CallTower 

Interested in learning more about
CallTower's Contact Center Solutions?

Schedule a consultation today!

Choosing the right contact center solution is a pivotal step toward driving business success and delivering 
exceptional customer experiences. CallTower offers businesses a variety of industry-leading platforms, each 
designed to meet diverse operational needs with cutting edge features, and a strategic partnership with a 
leading provider of communication solutions that provides seamless integrations, unmatched reliability, 
and 24/7 support to ensure your contact center operates at peak performance. 

www.calltower.com sales@calltower.com (800) 347-5444

https://info.calltower.com/lets-connect
https://info.calltower.com/lets-connect



