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LiveVox Inbound Contact Center Suite: 
Elevating Inbound CX for the New & Next

LiveVox Solution Brief

There are several critical components to 
offering a standout customer experience. 
First, you need digital channels to provide 
choice. You need personalization on those 
channels to provide relevance.

You need to enable seamless omnichannel 
experiences spanning voice and digital 
messaging in order to provide convenience. 
CSAT dashboards help facilitate gap analysis 
and provide performance analytics on those 
channels, while interaction histories linked to 
unified customer profiles are the linchpins of 
the optimized CX ecosystem.

In an ideal world, all of this is easily 
accomplished, but in practice, the obstacles 
can be challenging to overcome:

Status quo service.  There has been a dramatic shift 
in customer expectations. They expect contact centers 
to engage them on their channel of choice and know 
who they are and their contact history. A key driver in 
achieving a positive customer experience is the ability to 
drive personalization across all interactions but with the 
persistent problem of channel silos, service suffers.

Neglected agent experience. Your customer experience 
is built on your agent experience. It is not uncommon 
for agents to have 15 to 20 applications open on their 
desktop, no access to an internal knowledge base for 

speedy research, and overall a disjointed experience 
while racing to surface relevant information and resolve 
customer issues quickly. The impact of this is seen in 
longer wait times, frustratingly repetitive conversations, 
and agent dissatisfaction. In fact, the #1 reason agents 
underdeliver at work is because leaders fail to gather their 
experience feedback.2  

Data and channel silos. A CRM is the heart and brain 
of an operation but has historically been separated from 
core business applications. This separation has become a 
handicap as the demand for greater personalization across 
a growing number of channels continues to accelerate and 
grow in complexity. 

Service continuity. Omnichannel means the ability to have 
many interactions across multiple channels that amount to 
one, unified conversation. However, channels are added 
piecemeal and remain disconnected from one another 
on the agent desktop, making it difficult to provide truly 
blended omnichannel experiences. 

These challenges can feel daunting. But what if you could 
significantly improve your ability to engage with customers 
on any inbound channel? Tap into customer data and 
smooth out the kinks in your agent experience without 
sacrificing operational efficiency? Do it all in a single 
pane of glass view, empowering your agents to deliver 
exceptional customer experiences? And what if you could 
gather data-driven insights about your whole operation to 
enable transformative personalization and CX strategies? 
With the power of a single platform, you can.

THE SINGLE MOST IMPORTANT THING YOU CAN DO FOR YOUR BUSINESS IS CREATE 
AND DELIVER A BETTER CUSTOMER EXPERIENCE. Keeping up with the ever-escalating 
expectations of customers requires a new kind of contact center; one that truly knows its 
customer and has the flexibility to react quickly to their changing needs on any channel 
and with the relevant data in hand. To deliver a consistently high-quality individualized 
and personal experience at every interaction demands empowered agents and tools 
that connect everything in order to remove friction for the customer. From an operational 
standpoint, this means putting a higher premium on the customer journey end-to-end in 
order to obtain a 360° view of the service cycle. From a tactical standpoint, it means unifying 
agent desktops to minimize noise and reduce handle time, offering a seamless omnichannel 
experience that blends voice and digital, and tapping into the CSAT data that reveals deep, 
holistic insights.and use their phones to arrange shift work.

$75 billion
Annual loss due to 
customer service 
failure in the United 
States alone.1
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To schedule a demo, or learn more about how LiveVox can support your organization’s 
goals and growth, call us at 844-207-6663, or chat with us online at livevox.com.
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History, Channels, & Data: 
Unified
LiveVox’s Inbound Contact Center is 
designed to increase productivity and 
personalization when doing inbound 
customer engagement. By bringing 
everything together under one roof, LiveVox 
makes your inbound communications more 
efficient, more relevant, and more data-
driven than ever before. By partnering with 
LiveVox, you gain access to a wide range of 
benefits, including: 

U-CRM: U-CRM lets you unify every function need to 
interact with customers. It’s easy to install, and baked 
directly into our platform out of the box. It enables your 
agents to effortlessly work across all channels while having 
easy access to all pertinent customer account information. 
Not only can this help reduce risk, but it can also improve 
the customer experience. Ultimately, this can translate into 
improved agent productivity and satisfaction, even if they 
are working from home

2-Way Digital Messaging: Seamlessly message with 
customers using SMS, email, and webchat based on how 
they want to connect with you. Avoid complexity with a 
communication solution that easily integrates, expands, 

and scales as your business needs evolve. Mitigate the 
risks traditionally associated with messaging campaigns 
including CTIA, TCPA, and CAN-SPAM regulations. 

Inbound Voice & IVR: Segment and prioritize inbound 
call volume with Interactive Voice Response for 
smoother call routing.

Unified Data: Enable agents to create more 
personalized customer experiences. With a unified view 
of the customer and their interaction history, you can 
pinpoint areas to improve along the customer journey.

Ticketing: Create a seamless customer experience 
by empowering agents to manage service escalations 
with universal issue tracking across all departments 
and channels, linked together in one view. LiveVox’s 
integrated ticketing system consolidates all ticketing 
activities into unified customer profiles. Contact centers 
can effectively track and seamlessly respond to all the 
support cases in an omnichannel environment to deliver 
an exceptional customer experience.

Dashboards & CSAT: With a detailed customer 
satisfaction dashboard, contact center managers 
can get a view into the overall customer satisfaction 
(CSAT) score and action that information for improved 
processes and strategies. 

Conclusion
LiveVox’s Inbound Contact Center helps you deliver 
business impact and growth with personalization at scale 
while creating seamless experiences for your customers. 
Our unified data model lets you gain greater clarity across 
your entire customer journey while tapping into insights 
that enable continuous improvement. Integrated channels 
and ticketing allow you to avoid complexity by choosing a 
platform that easily expands and scales.

Break down internal silos and consolidate data for 
smoother conversations, better routing, and happier, more 
productive agents with LiveVox’s Inbound Contact Center.

1, 2 https://www.toistersolutions.com/blog/2018/5/25/report-poor-customer-service-costs-us-businesses-75-billion
3 https://www.inc.com/graham-winfrey/the-cost-of-customer-service-wait-times.html#:~:text=A%20recent%20study%20from%20workforce,annual%20expenses%20for%20
U.S.%20businesses

$900 per Agent
is spent on lost productivity from customer 
service wait times every year. That adds up 
to $130 billion in annual expenses for U.S. 
businesses.3


