Five9 Contact
Center Overview

Five9 is a cloud contact center platform that brings together Al, omnichannel

engagement, and real-time analytics to help organizations deliver more efficient,

consistent customer experiences at scale.

Built for high-volume and outbound-driven environments, Five9

enables more automated, context-aware interactions while simplifying

operations and improving performance visibility.

What Five9 Contact Center Is

Five9 allows organizations to manage all customer interactions in one
platform, replacing legacy systems with a flexible, scalable solution.

Core capabilities:

Al & Automation

Agentic Al, virtual agents, and agent assist
to automate interactions, guide agents, and
reduce manual work.

Intelligent Routing & Queue Management

Advanced routing connects customers to the
best agents, improving resolution rates and
managing queues efficiently.

Omnichannel Engagement

Voice, email, chat, messaging, and social in
one interface with full customer context.

Analytics & Reporting

Real-time dashboards and customizable
reports deliver actionable insights to optimize
workflows and make informed decisions.

Workforce Engagement Management

WEM tools handle workforce scheduling, quality
monitoring, and performance tracking to boost
productivity and service quality.

Outbound Engagement & Dialing

Supports multiple dialing modes for
proactive outreach, boosting agent talk
time and campaign effectiveness.



Why Organizations Choose Five9

Five9 helps organizations move from reactive service models to more proactive,
efficient, and intelligent customer engagement.

Improved Customer Experience
Connected, personalized interactions across channels

Operational Efficiency
Automation reduces manual work and lowers operational overhead

Higher Agent Productivity

Real-time guidance and intuitive tools improve resolution speed

Data-Driven Optimization
Built-in analytics provide insight into performance and trends

Flexible Work Environment
Secure cloud access supports distributed and remote teams

Scalable Growth
Easily adapts to changing volumes and business requirements




What Sets Five9 Apart

Five9 is best known for
combining Agentic Al and
outbound engagement with a
fast, cloud-native deployment
model, making it a strong choice
for organizations that prioritize
speed, efficiency, and
measurable performance
improvements.

Agentic Al Leadership

Recognized for advancing
agentic Al in the contact
center, enabling more
autonomous interactions
and real-time decisioning

Outbound
Engagement Strength

Industry-leading dialing
capabilities and campaign
management tools

Fast Time to Value

Cloud-native deployment
reduces complexity and
speeds up implementation

Strong Integrations

Connects seamlessly with
leading CRM and business
applications

Workforce Optimization

Robust WEM tools to improve
agent performance and
engagement

Best Fit

Five9 is designed for organizations with
complex customer engagement needs and
high interaction volumes.

Enterprise Contact Centers
Scales for large, multi-channel environments

Outbound-Focused Teams

Ideal for sales, collections, and
campaign-driven operations

Customer Support Organizations

Omnichannel service with
Al-driven automation

Distributed Workforces

Secure environments for remote agents

Growing Businesses
Flexible platform that scales with demand

Analytics-Driven Teams

Supports continuous optimization and
performance visibility



Why CallTower for Five9 Contact Center?
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Available with CallTower
licensing or as a standalone
professional services
engagement

Seamless integration with
CRM, ERP, UCaaS, WFM,
analytics, and other business
systems to ensure a fully
connected contact center

CallTower enhances Five9 with a fully integrated,

enterprise-ready approach that combines technology,
services, and long-term support to ensure successful
customer experience outcomes.

Deep experience deploying
and optimizing modern contact
center environments

Supports complex, multi-region
deployments with consistent
delivery and minimal disruption

From architecture and design

to deployment, migration, and

optimization across both cloud
and legacy environments

Designed to meet enterprise
security requirements,
including data protection,
regulatory alignment, and
secure system integration

Dedicated CallTower Al team delivering Virtual Agents, Agent Assist, and Agentic Al tailored to your

Ready to Learn More?

www.calltower.com

sales@calltower.com

environment and use cases

(800) 347-5444

Let’s Connect
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https://info.calltower.com/lets-connect

