How CTI Connectors Are Reshaping the Modern Contact Center

CTl integration is eliminating manual work, reducing handling time, and empowering agents to
deliver faster, smarter customer service across every channel.

The contact center is no longer just a place to handle calls—it’s now the front line of customer
experience. But juggling disconnected systems, manual processes, and rising customer
expectations can hold your team back.

That’s where a CTI connector steps in.

By integrating your telephony with your CRM, CTI connectors simplify the way agents work,
enabling faster service, real-time context, and better outcomes. Let’s explore how this single
solution can create a smarter, more connected contact center.

Before CTIl: The Manual Grind
Without CTI integration, agents often:
e Search customer records across tabs
¢ Manually dial and log calls
e Ask for repeated information
e Miss critical context during interactions
The result? Longer calls, frustrated customers, and overburdened agents.

After CTI: Unified, Effortless, Efficient



With a CTI connector in place:
e Agents receive screen pops with customer info on incoming calls
e They can make and receive calls within the CRM interface
e Call data is automatically logged and tagged
e Supervisors can monitor and assist in real time

The difference is clear—faster resolution, fewer errors, and better productivity.

Average Handling Time (AHT): Why It Matters More Than Ever

CTI connectors dramatically reduce the time agents spend switching between systems,
searching for data, or logging notes manually. When all tools are unified in one screen, calls flow
faster and smoother.

How CTI Connectors Improve First Call Resolution (FCR)

By giving agents immediate access to customer history, open cases, and past interactions, CTI
enables faster and more complete resolutions—on the first call.

Omnichannel CX from One Screen: The Power of CTl in Digital Engagement

With digital channels like WhatsApp, web chat, email, and social media becoming standard, CTI
connectors support true omnichannel handling from a single interface—so agents can resolve
gueries efficiently, no matter the platform.

A Smarter Way to Connect

Modern CTI solutions go far beyond basic telephony integration. Today’s connectors offer:
e Click-to-call and call transfer
e Contextual screen pops
¢ Real-time analytics and agent coaching

¢ Integration with leading CRMs like Salesforce, Microsoft Dynamics, ServiceNow, and
more

e Support for cloud, on-prem, and hybrid environments


https://docs.google.com/document/d/1mifKciKAkYQcPyPSqfc7S9Vg7UvFBJWEQ18ZtCTNAJk/edit?tab=t.dtpahumzisj9

The modern contact center demands more: more speed, more visibility, and more
connectedness. CTl connectors deliver on all three.

Whether you’re aiming to reduce AHT, increase FCR, or streamline omnichannel engagement,
CTl is a foundational step toward next-level service.

Ready to make your agents more efficient and your customers more satisfied?
P Connect with consiliumsoftware.com

And start with a smarter, more integrated contact center strategy today.



