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T

oday’s consumers demand
an unparalleled level of
customer service.
From questions to accounts
and products to complaints
about technical difficulties,
consumers want to be
heard, and heard now.
Offering the agile service
customers demand presents
significant challenges for
contact centers of all sizes, in
all industries. Addressing these
challenges is vital to customer
satisfaction, agent productivity
and employee morale.
Several strategies exist to
improve interaction between
customers and call center
staff . Among these, the
integration of CRM technology
into existing contact center
software offers potentially the
largest return on investment,
and the biggest impact on
customer service.
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When reaching out to a
contact center regarding an
issue, the customer wants
to know that you know who
they are, that you value their
business and that you have
the ability to address their
issue quickly and effectively.
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How does CRM integration improve
contact center performance?

C

ombining the power of your contact center software with the
wealth of data housed in your CRM solution offers a wide range
of benefits, both to your customers and your agents. From reduced
agent reaction time during customer communications to improved
reporting, CRM integration offers advantages that stand to bene t
any size organization, in any industry.

Providing the best service on first contact
The process of creating a satisfied customer begins with the very first
contact an agent has with that customer. Providing the best possible
service on first contact is key to creating and maintaining a satisfied
customer.
To assist an agent in providing the best possible service on
first contact, CRM integration puts key information at their
fingertips. This helps the agent offer quality service on first
contact by allowing them to:
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Gain insight into the customer’s
account:

Determine customer
communications preferences:

Merging CRM and contact
center software puts key account
information at the fingertips of
agents. Any key data, including
recent orders, account number,
warranty information and past
correspondence can be accessed
in a single dashboard. Gone are
the days of navigating through
disparate systems to obtain this
vital information. This leads to
reduced reaction times, faster
ticket resolution and an overall
streamlined experience for the
customer.

CRM integration offers insight
into each customer’s preferred
communications method such
as phone calls, emails and online
chat interactions. In the event
that the contact center must
initiate contact with a customer,
this information helps to
streamline the process.

Track interactions:
Maintaining a record of customer
interactions is beneficial for
both the customer and the
organization. CRM integration
allows agents to make note of
interactions. This is helpful when
the agent must follow up on
an issue or if several agents are
handling a customer’s ongoing
issue. This tracking allows agents
to quickly familiarize themselves
with the client’s previous
interactions and issues.

Who benefits from CRM integration?

Your Customers

C
Customers are not the only
ones who benefit from CRM
integration. In fact, everyone
involved in the contact
center communications
process benefits from
merging CRM into contact
center software.

ustomers are offered
enhanced service,
reduced hold times and
more precise assistance from
contact center agents. In
many cases, the customer’s
issues are resolved more
quickly, without the need
for multiple contacts or the
involvement of multiple
agents.
Your Agents
Contact center agents
also bene t from the
integration. Instead of
having to navigate disparate
software for information and
communication handling, the
agent is offered a centralized
resource for managing
every aspect of customer
communication. Agents are
able to offer better service
with less difficulty, which
often results in better morale
and productivity.
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The Organization
The organization as a whole
benefits from the integration
as well. Happier customers
lead to longer relationships,
better word of mouth
sales and an overall better
reputation with consumers
as a whole. Additionally, the
ability for agents to field
more customer contacts
makes it possible to limit the
costs of staffing and support
of the contact center.
The comprehensive
reporting features of a CRM
solution make it possible
for your organization
to track any number of
variables related to the
contact center’s operations.
Tracking contacts handled,
issues resolved and other
key statistics helps gauge
the overall performance
of the contact center and
each individual agent. This
information can be used to
plan improvements, predict
staffing needs and quantify
ROI of the contact center.
The information can also be
used to create agent training
courses for both current and
future employees.
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How can an organization calculate the ROI of CRM integration?

A

s with any other expenditure, the return on investment of CRM integration is important to
examine. When calculating the ROI of CRM and CIC integration, there are many factors to
consider, including:

Improved customer
satisfaction:
Countless studies show that
customers maintain longer
relationships with companies
with which they are satisfied.
The more satisfied your
customers are, the more likely
you are to be able to keep
them for the long term, and the
more likely they are to purchase
additional products or services
from your organization.

Reduced overhead:

Employee morale:

As a contact center becomes
more efficient, agents are
able to handle more calls,
and address more customer
issues. This increase in each
agent’s capabilities may lead
to a reduction in overtime,
and the need to add additional
manpower.

As agents become better
equipped to handle customer
issues with less effort, a
reduction in stress and improved
employee morale is sure to
follow. This reduces employee
turnover, which leads to cost
savings in terms of hiring and
training new agents.

Other co-called soft
benefits of CRM
integration include:
Weighing these benefits
against the cost of
integration should offer
a glimpse into the ROI of
the project and ongoing
operation.
Improved employee morale
Enhanced customer
experience
Reduced pressure from
unsatisfied customers
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How does an organization integrate CRM and Contact Center
software such as Customer Interaction Center™ (CIC) from
Interactive Intelligence?
If your organization operates a contact center, it is likely that you already employ both CIC and CRM
solutions. There are few solutions on the market, such as Avtex InteractionSync™, that make it possible to
merge these disparate systems into a united agent desktop, thereby creating a centralized solution that
puts your agents in full control of customer contacts and communication.

What should you look for in a Contact Center and CRM
integration solution?
Wading through the
many solutions available
on the market can be
difficult. To make the
process easier, create a
checklist of features that
are important to your
organization. Search for
a solution that offers
the majority of these
features.

Key features of CRM integration that improve the agent’s ability to
assist clients may include:

• An intuitive user interface
• A United Agent Desktop
• A Universal Inbox - all interaction types delivered to agent in the

same way
• The ability to manage each interaction in its own session of apps
with multiple sessions at once
• ACD Routing of any CRM data object
• Full call controls and agent status management
• Click-to-dial capabilities
• Simple activity creation and auto association
• Enhanced CRM dashboards with integrated data

Summary
In a contact center environment, the agents’ ability to quickly and easily access key customer information
is vital. The integration of Contact Center and CRM solutions offers agents the power needed to handle
customer contacts quickly and easily, and to provide quality customer service from first contact and
throughout issue resolution.
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About Avtex
Avtex is a full-service Customer Experience consultancy focused on helping organizations build trust
with their customers. We guide organizations through the process of creating or improving CX strategies,
platforms and policies. Avtex offers a wide range of services to support CX, including CX Consulting,
Technology Optimization, Technology Innovation and Systems Management.
Driven by technology know-how and passionate about customer experience, Avtex is uniquely qualified
to help you deliver exceptional experiences to your customers.

Our Vision: Fueling Exceptional Customer Experiences
Our Mission: Using our technology know-how to enable our clients to deliver an exceptional experience
to their customers.
How we do it: Leveraging our unparalleled breadth of knowledge and experience, we guide you through
the process of identifying, implementing, and maintaining key strategies and technologies to drive
effective Customer Experience.

Management

Strategy

Strategyincluding customer journey mapping, technology review and process

your CX ecosystem for today and into the future.

Management-

Contact Avtex
1-800-323-3639
marketing@avtex.com
www.avtex.com
@avtex

For more information and customer experience solutions visit:

www.avtex.com
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