LiveVox CRM

Create great customer experiences with a unified CRM that syncs
channels, customer information, and Ticketing in tailored agent desktops.

LiveVox seamlessly integrates omnichannel communications, AI, CRM, and
Workforce Engagement Management to maximize your contact center’s
performance and create better customer and agent experiences.

At the center of a modern contact center is a modern CRM. The ability to create, manage, and monitor customer-centric
engagement across multiple channels requires a platform that can 1) Centralize and standardize key customer and
interaction data across channels and applications into a single pane of glass, 2) Leverage universal profiles that
allow managers to easily create and deploy digital campaigns, customer fields, filters, multichannel workflows, and
agent scripts on the fly, 3) Give agents access to key customer, interaction and case data when and where they need
it, and 4) Integrate with an advanced Ticketing system that makes it easy to log, track, collaborate on, and resolve
customer issues. Upgrading and integrating a modern CRM historically required multi-million dollar, multi-year
investments in CapEx and IT. LiveVox offers a simpler path with an out-of-the-box, fully integrated modern CRM
that can supplement or replace existing customer databases.
Upgrading and integrating a modern CRM historically required multi-million dollar, multi-year investments in CapEx
and IT. LiveVox offers a simpler path with an out-of-the-box, fully integrated modern CRM that can supplement or
replace existing customer databases.
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Ticketing
In an economy where customer experience is king, being able to effectively log, track, collaborate on, and ultimately,
resolve customer issues is critical. As the omnichannel communication environment becomes more complex, so
does the challenge. While most ticketing solutions focus on voice interactions and require additional integrations,
LiveVox’s integrated ticketing system is tied directly to universal customer profiles - capturing all ticketing activity
as it moves across the customer journey. Advanced features make creating, tracking, and sharing even the most
complex issues easy, clearing the way for teams to deliver exceptional customer experiences.
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Unified Customer Profiles
Each new channel and application addition compounds the challenge of maintaining a unified experience for
both customers and the agents that serve them. At the root of the problem is disconnected data. The interaction
that occurs between a customer on an email string may not be accessible to the agent when speaking with the
same customer. This disconnection also makes it difficult for managers to drive cross-channel performance.
LiveVox solves for this by centralizing and standardizing key customer and interaction data across all channels and
applications into a single database, creating unified customer profiles with insight across the entire customer journey.
Channel preference management is a prime example of the importance and benefits of a unified customer
profile. Customers can revoke consent for a channel—on any channel. The ability to capture that preference
change and automatically update the customer’s profile to reflect the change is key to meeting the customer on
their channel of choice at all times.

Channel preference management is a
prime example of the importance and
benefits of a unified customer profile.
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Multichannel Campaign Configuration
Based on these universal profiles, contact center managers can easily deploy customer-centric campaigns
quickly and with minimal reliance on IT resources. From a single desktop, managers can create custom fields,
filters, multichannel workflows, and agent scripts on the fly.
Consent Tracking
Ensure adherence to the latest regulatory requirements & consumer preferences by capturing consent during
every interaction across all channels of communication. Channel preferences are automatically transferred to
future campaign workflows. Track revocation and assist your workforce in understanding these nuances through
an agent UI.

Agent Desktop
Agents are at the frontline of driving customer satisfaction, especially in a multichannel environment. Empowering
the agent with a universal view of the customer journey is key to ensuring a streamlined experience. LiveVox’s
agent desktops are not only equipped to handle multichannel interactions such as Voice, Email, SMS, and
Website chat but also provides the agent with the customer’s universal profiles.
Agents have access to advanced screen pops with key customer interaction data along with multichannel
contact history. This empowers agents to know who is calling, where they came from, and how they may be able
to help—all immediately upon connection.
Moreover, scripts can be provided to guide agents through a variety of customer interactions including onboarding,
account servicing, support, and sales. LiveVox’s scripts pull together all of the relevant information your agents
might need from our native CRM.
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