
Intermedia Contact Center
Your customers expect fast, personalized service, and businesses that deliver 
it earn stronger loyalty and retention, but disconnected systems and manual 
work continue to create friction for your employees and customers. Now is 
the time to upgrade to a more intelligent customer experience solution.

DATASHEET

Intermedia Contact Center helps you gain a competitive edge by providing an amazing customer 
experience (CX)! It brings voice and digital interactions, intelligent routing, built-in AI, and better analytics 
into one platform so your team can respond faster, resolve more, and improve performance with  
every interaction.

Faster, Smarter Customer 
Interactions

Connect customers to the right 
resource quickly and resolve 
issues faster, reducing wait 
times and improving first-

contact resolution.

Increased Agent  
Productivity

Give agents the tools, AI, and 
visibility they need to handle 
more interactions efficiently 

with less manual effort.

Improved Customer 
Satisfaction

Deliver consistent, high-
quality experiences across 

every interaction, leading to 
better CSAT and stronger 

customer loyalty.
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OMNICHANNEL ENTRY POINTS

Voice, Chat, SMS, Email, WhatsApp 
Customers can reach your business through 
the channel that’s most convenient for them, 
making it easier to get help quickly without 
being limited to a single communication 
method.

INTELLIGENT ROUTING

Skills-Based Routing 
Customers are connected to the agent best 
equipped to help them, reducing transfers 
and getting them to the right answer faster.

AI Intent Routing 
Customers can describe what they need in 
their own words and be directed to the right 
resource more quickly, avoiding long  
or confusing menu options.

Preferred Agent Routing 
Customers with ongoing or complex needs 
can be connected to a familiar agent, creating 
a more personalized and efficient experience.

SELF-SERVICE & AUTOMATION

Advanced Interactive Voice Response (IVR) 
Customers can quickly navigate to the right 
option or complete simple tasks on their own, 
saving time and avoiding unnecessary wait 
times.

Queued Callback 
Customers don’t have to stay on hold and can 
choose to receive a call back when an agent 
is available, making the experience more 
convenient.

Dynamic Notifications 
Customers receive proactive two-way updates, 
reminders, and alerts through SMS, email, or 
voice, reducing the need to reach out in the 
first place.

INTELLIGENT CX AT EVERY STAGE OF THE CUSTOMER JOURNEY

BEFORE THE INTERACTION
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UNIFIED AGENT EXPERIENCE

Single Application for All Channels 
Agents handle voice, chat, SMS, email, and 
other digital interactions within one unified 
interface, reducing tool switching

Agent Login / Logout  
(Dynamic Queue Participation) 
Agents can log in or out of queues based 
on real-time demand, allowing them to shift 
where they’re needed most and helping 
organizations balance workloads, reduce  
wait times, and maintain service levels.

Custom Agent Statuses  
(Available, Busy, Wrap-Up, etc.) 
Flexible status controls allow agents and 
supervisors to manage availability, enabling 
smarter routing decisions and balanced 
workloads so customers reach the right  
agent at the right time.

AI AGENT ASSIST

AI Expert 
Agents can use an integrated AI chat window 
to quickly access business information, 
policies, and answers in real time, reducing 
hold times and helping customers get faster, 
more accurate responses. 

Real-Time Sentiment & Searchable 
Transcription 
Conversations are transcribed live and key 
moments are highlighted, helping agents stay 
focused while easily referencing important 
details during the interaction. 

Instant Call Summaries 
Key points and outcomes are automatically 
captured during the interaction, reducing 
the need for manual notetaking and allowing 
agents to stay engaged with the customer.

COLLABORATION & RESOLUTION

Internal Chat, Voice, and Video Collaboration 
Agents using the integrated UC or embedded 
MS Teams app can instantly connect with 
subject matter experts without leaving the 
interaction, helping resolve issues faster and 
reducing the need for callbacks.

AI Supervisor Assist  
(Real-Time Visibility & Coaching) 
Supervisors can monitor live interactions with 
real-time transcription, sentiment insights, and 
AI-generated context, allowing them to quickly 
identify issues, step in when needed, and 
guide agents toward better outcomes. 

Monitor, Whisper, Barge 
Supervisors can listen to live interactions, 
privately coach agents, or join conversations 
directly, ensuring customers get immediate 
support when situations escalate. 

Personalized Messaging Templates 
Agents can respond quickly using pre-built 
templates while still tailoring responses, 
improving speed without sacrificing a  
personal touch.

DURING THE INTERACTION
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AI-POWERED WRAP-UP & DOCUMENTATION

AI Interaction Summary 
Call summaries are automatically generated, 
reducing after-call work and allowing agents to 
move on to the next interaction more quickly. 

Automated Transcriptions 
Full conversation records are stored 
and searchable, making it easy to review 
interactions. 

AI Sentiment & Keyword Tagging 
Interactions are automatically analyzed 
to highlight trends, issues, and customer 
sentiment, helping teams better understand 
the customer experience.  
 
 
PERFORMANCE & QUALITY MANAGEMENT

Evaluator 
Supervisors use scorecards to grade individual 
agent performance and allow agents to 
respond to feedback to improve service 
quality. 

AI Agent Evaluator 
Do more with Evaluator by adding AI. 
Automatically assign calls to review based on 
keywords. View transcripts, sentiment, and 
key behaviors to evaluate agent performance 
at scale, helping supervisors quickly identify 
coaching opportunities to increase feedback.

Post-Call Surveys 
Customers can provide feedback immediately 
after interactions, helping identify 
opportunities to improve the experience. 

REPORTING & ANALYTICS

Real-Time Dashboards & Wallboards 
Teams can monitor queues, service levels, and 
performance as it happens, enabling faster 
responses to changing demand. 

Custom & Pre-Built Reports 
Detailed reporting across agents, queues, and 
channels provides visibility into performance 
and operational trends. 

AI-Powered Insights & Trends 
Search calls using keywords and sentiment to 
uncover patterns, helping teams make more 
informed decisions. 

CONTINUOUS OPTIMIZATION

Scheduling Tool 
Ensure the right number of agents are 
available, improving coverage and reducing 
wait times by aligning staffing with customer 
demand.

CRM & System Integrations 
Interaction data is shared across business 
systems, helping teams stay aligned and better 
support customers. 

Archiving & Compliance 
All communications are securely stored, 
supporting compliance requirements and 
making it easier to access historical records 
when needed.

AFTER THE INTERACTION



CONTACT CENTER WORKS WHERE YOUR TEAMS WORK

CONTACT CENTER HELPS EVERYONE WIN

Contact Center lets agents and supervisors manage their work in the apps they use every day – whether 
that’s in our integrated UC application, in Microsoft Teams, or even by itself.

Contact Center improves experiences across the entire organization by helping customers get faster support, 
giving agents better tools, empowering supervisors with deeper insights, and simplifying administration.
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Customers 
Get fast, consistent support without long wait times or repeating information. 
Move between voice and digital channels seamlessly, with interactions routed to 
the right resource from the start.

Agents 
Work from a single, intuitive interface with full visibility into customer history, 
real-time AI guidance, and built-in collaboration tools—so they can focus on 
resolving issues, not searching for answers.

Supervisors 
Monitor performance in real time, identify high-impact interactions, and deliver 
targeted coaching using AI-generated insights, summaries, and sentiment analysis.

Administrators 
Configure routing, users, and channels from one centralized platform. Adapt quickly 
as business needs change without rebuilding workflows or adding complexity.



CX BUILT FOR YOUR BUSINESS
Choose the package that fits your business today, with the flexibility to expand when you’re ready.

CONTACT CENTER PRO

For voice-first teams with a strong foundation to grow

Start with essential voice capabilities and expand into digital channels and AI when you’re ready.

CONTACT CENTER ELITE

For teams delivering omnichannel, AI-powered customer experiences

Manage every interaction across channels with powerful AI, automation, and workforce 
management tools. 

Includes:

• Inbound and outbound voice queues with intelligent routing 
• Monitor performance with dashboards and reporting 
• Support agents with supervisor tools and call controls 
• Automate routing with IVR and AI Intent Routing

Expand when needed:

• Add digital channels including chat, email, SMS, and WhatsApp 
• Add post-call or real-time AI capabilities for agents and supervisors 
• Add automated notifications, quality management and scheduling tools

Includes:

• Customer engagement across voice and digital channels in one platform 
• Automated outbound notifications and campaigns 
• Improved performance with AI-driven insights and evaluation 
• Workforce management tools for better staffing coordination

Get even more real-time AI:

• Add AI Advanced to deliver real-time transcription, live sentiment insights, 
automated suggestions, and supervisor visibility during every interaction
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Pro Elite

Voice Routing and IVR Included Included

Digital Channels Add-on Included

Outbound Dialing Included Included

Outbound Notifications Add-on Included

AI Standard Add-on Included

AI Advanced Add-on Add-on

Scheduling Not Included Included

©2026 Intermedia.com, Inc. Ref#: 1144.12_Cobrand_Contact Center_DATA_EN_041426

To View Contact Center Feature List: https://bit.ly/C-Feature-List

CONTACT PRO AND ELITE HIGH-LEVEL COMPARISON

QUESTIONS? CONTACT US TODAY!

sales@tatecom.comTate Communications

www.tatecom.com

304-622-8283

https://bit.ly/C-Feature-List



