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BETTER TOGETHER...

Unified Communications & Contact Center



The solution lies in a unified approach. When you bring Unified
Communications (UC) and Contact Center (CC) solutions
together, you create a powerful synergy.

Today we explore how uniting these technologies through CallTower
creates a comprehensive communication ecosystem. You will learn
how this integration streamlines your IT operations, empowers your

workforce, and delivers exceptional experiences for every customer.



https://www.calltower.com/

The Cost of Communication Silos

Before we explore the solution, we must understand the problem. Many businesses
treat internal communications and customer-facing communications as entirely
separate entities. You might deploy Microsoft Teams, Webex, or Zoom for your internal

staff. Then, you might purchase a separate platform like Genesys or Five9 for your

contact center agents.

t teams need different tools.
creates massive operational silos.

If a back-office expert is available. They cannot seamlessly transfer a complex
customer call to the right department. Data remains trapped in separate databases,
making it nearly impossible to map the complete customer journey.

For IT teams, this means managing overlapping contracts, troubleshooting complex
integration points, and training staff on disparate systems. The more tools you add to
bridge these gaps, the more complicated your infrastructure becomes.

Defining the Ecosystem Components

To appreciate the Better Together concept, we need to clearly define the three pillars

of a modern communication strategy.


https://www.calltower.com/microsoft-teams-solutions/
https://www.calltower.com/cisco-collaboration-solutions/
https://www.calltower.com/zoom-calling/
https://www.calltower.com/genesys/
https://www.calltower.com/five9-contact-center/

Unified
Communications (UC)

Unified Communications
focuses on your internal
teams. It brings voice,
video, messaging, and
presence information
into a single interface.
UC tools like Microsoft
Teams, Webex, and
Zoom enable your
employees to
collaborate effortlessly,
whether they work in a
corporate office or
remotely from a mobile
device.
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Contact Center as a
Service (CCaaS)

Contact Center platforms
serve as the nerve center
for your customer
interactions. These
cloud-based systems
manage inbound and
outbound communications
across multiple channels,
including voice, email,
chat, and social media.
Advanced routing ensures
that customers reach the
most appropriate agent
based on their specific
needs.

Customer
Experience (CX)

CX is the overarching
strategy and technology
layer that focuses on how
customers perceive their
interactions with your
brand. Modern CX
solutions leverage artificial
intelligence, sentiment
analysis, self-service
portals, and advanced
analytics to proactively
address customer needs
and resolve issues before
they escalate.

When CallTower integrates your UC, CCaaS, and CX platforms, the boundaries
between the front office and the back office disappear. The entire organization
becomes a cohesive unit focused on delivering value. Here is how this integration

transforms your operations.

Streamlining IT
Operations and
Management

A unified communication ecosystem reduces IT complexity by
consolidating vendors, administration, monitoring, user
provisioning, performance tracking, and support into a single,
streamlined management experience.

Supercharging

By integrating UC and CCaas$, agents can instantly connect with
available internal experts, access answers in real time, and
resolve customer issues during the first interaction instead of
creating delays, callbacks, or escalations.

A unified platform eliminates data silos by connecting customer
interactions, employee collaboration, performance metrics,
sentiment analysis, and workflow insights into one actionable
view for continuous improvement.


https://www.calltower.com/ucaas-solutions/
https://www.calltower.com/ccaas-solutions/
https://www.calltower.com/cx-solutions/

Empowering Your
Modern
Workforce

Enhancing
Security and
Compliance

Why Choose CallTower for Your

Unified Ecosystem?

Consolidating communications strengthens security and
compliance by centralizing access controls, encryption, audit
logs, policy enforcement, and governance over how sensitive
information is shared, stored, and accessed.

Building a Better Together ecosystem requires more than just buying software
licenses. It requires deep technical expertise and a strategic approach to architecture,

routing, and deployment.

A seamless communication ecosystem removes friction for

employees by giving agents and back-office teams direct access
to shared knowledge, native collaboration tools, and the ability to
support customers from the platforms they already use.

CallTower stands uniquely positioned to deliver this unified experience. We provide

native integrations between industry-leading UC platforms and top-tier CCaaS and CX
solutions. Whether you want to connect Microsoft Teams with Genesys, or Webex with
Five9, we have the proven blueprints to make it happen flawlessly.

Our enhanced global support
ensures that your deployment
goes smoothly from day one. Our
dedicated experts guide you
through the implementation
process, tailoring the integration
to match your specific business
workflows. We optimize your
calling plans, configure your Al
and CX tools, and provide
ongoing localized support to
keep your systems running at
peak performance.
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Moving Forward with Confidence

Siloed communications hold your business back. They create unnecessary
work for your IT team, frustrate your employees, and deliver disjointed
experiences to your customers.

Embracing the Better Together philosophy transforms how your business
operates. By unifying UC, CCaaS, and CX, you break down the walls
between your departments. You create a seamless flow of information that
empowers your team to resolve issues faster and deliver exceptional
service.

As you evaluate your communication infrastructure, look beyond individual
point solutions. Consider how these technologies can work together to
drive broader business outcomes. With CallTower's integrated
ecosystem, you gain the clarity, efficiency, and collaboration required
to outpace your competition and build lasting customer
relationships.
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https://info.calltower.com/lets-connect

