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Contact
Centre 2.0

Contact centres are undergoing rapid
transformation as customer expectations shift
toward always-available service, frictionless o
digital engagement, and an experience that is Al CCIpCIbIlItIeS:

personal, predictive and proactive. Traditional e Omnichannel Customer
telephony-first models are no longer sufficient Engagement. Provide a

for organisations that must manage high- seamless, consistent experience
volume interactions across multiple channels across voice, chat, email, and

while meeting strict governance, compliance other digital channels.
and quality requirements. Unified Case Management.

Access a single customer view
Contact Centre 2.0 is our modernised, Al- with linked interactions, policy-
enabled, omnichannel engagement platform aligned workflows, secure
designed to help organisations move beyond document handling, and

legacy systems and fragmented approvals.
communication tools. It unifies voice, digital Intelligent Automation &
channels, case management, workflow Orchestration. Leverage Al for

automation and analytics in one intelligent call triage, automated case
solution. creation, document processing,

identity verification, and
proactive SLA-based
notifications.

Al & Analytics Layer. Use real-
time dashboards, sentiment and
quality analysis, predictive
forecasting, and support for
agents and supervisors.

Security, Governance &
Compliance. Ensure GDPR-
aligned data handling, encrypted
communications, role-based
access, and secure cloud
hosting.



Challenges faced

¢ High-volume, multichannel demand
Customers now expect to be able to engage via
phone, email, chat, messaging apps, virtual
assistants and self-service portals — all with
consistent outcomes. Legacy systems lack the
integration needed to support this.

¢ Fragmented data and tools

Many teams must navigate  multiple
disconnected systems for customer data, case
management, telephony and reporting. This
creates inefficiency and increases error rates.

e Compliance & audit requirements

Regulated sectors (insurance, finance, public
sector) require full audit trails, secure
authentication, consent capture, and
consistent policy-aligned processes — often
unmet by traditional contact centre platforms.

¢ Manual and inconsistent processes
Repetitive tasks such as identity verification,
call notes, routing, scheduling and follow-ups
consume agent time and increase variability in
service quality.

¢ Limited real-time insight
Leadership teams often lack clear, consolidated
operational metrics such as  queue
performance, agent productivity, SLA adherence,
sentiment or customer effort.

Benefits

Operational Efficiency

Automation reduces manual effort
and improves productivity across
agents, supervisors and back-office
teams — consistent with MFCU’s shift
toward automated service
operations.

Improved Customer Experience
Customers receive faster, more
consistent service with clearer
communication and reduced transfer
rates.

Better Decision-Making

Real-time insights and end-to-end
visibility enable leaders to make
informed decisions across demand,
resource planning and performance.

Enhanced Governance

Ensures traceability of interactions,
secure data flows and auditable
processes across all channels.

Transform Your Customer Experience: Seamlessly Unify Communications, Automate
Workflows, and Enhance Operational Efficiency with Contact Centre 2.0 - The Future of
Intelligent Engagement.
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