
CT SUITE™

INTEGRATED AGENT DESKTOP AND
OMNICHANNEL CONTACT CENTER SOLUTION

KEY FEATURES AND FUNCTIONALITY



CONNECTING YOUR TEAM WITH YOUR TECHNOLOGY
CT Suite™ is the innovative, user-friendly solution that delivers an intuitive experience across the full 
spectrum of contact center interactions—and does it via any device, anywhere. It brings together your data, 
communications channels, applications, and systems to enhance both agent productivity and customer 
satisfaction. As a software product that has been evolving since its inception in 2012, today’s CT Suite is  
a web client designed to be flexible, always current, and highly adaptable to the changing needs of your  
contact center, to:

 � Protect existing investments in the Avaya platform, including back-office system integrations

 � Leverage those investments to realize new benefits

 � Pave the way for whatever comes next

Easily Integrated,  
Always Up to Date 

CT Suite was created with a vision for 
what was missing from the contact 
center arena: namely, a true out-of the-
box, fully integrated solution that is built 
with the agent in mind and tailored to 
your needs through configuration rather 
than customization. CT Suite is backed 
by a team of highly skilled and certified 
system integrators who have many years 
of industry experience and who really 
understand the needs of your business, 
agents, and customers.

As a modular software product built on a 
bottom-up architecture utilizing up-to-
the-minute technology, CT Suite offers 
easy setup and ongoing management. It 
not only provides remarkable scalability 
and speed right out of the box—it also 
delivers high availability and redundancy, 
with the ability to adapt as needed in 
real time to maintain connectivity and 
minimize downtime. 

As a platform-independent web client with 
widget-based components, CT Suite is 
also remarkably simple to deploy and use:

 � Accessible anywhere via any device— 
PC, mobile device, smartphone,  
tablet—the web client eliminates the 
need to load the solution on every 
desktop.

 � Seamless web-side integration with 
voice, messaging, CRM, and other 
applications—including your existing 
web-based apps—makes deployment 
quick and hassle-free.

 � A single consistent and user-friendly 
interface for all interactions and 
channels, leveraging the Avaya 
platform, eliminates the need for 
retraining.

 � With all changes, upgrades, and fixes 
occurring on the web side, CT Suite 
is painless to maintain, update, and 
support.

Empowered Agents,  
Satisfied Customers,  
A Single Pane of Glass

CT Suite provides one interface with all 
the tools you need to transform your 
contact center into an omnichannel 
relationship builder—and do it easily  
and affordably—so you can better meet 
the needs of today’s customers.

To turn increasingly diverse communications 
and different customer preferences into 
a business advantage, CT Suite delivers 
multichannel blended routing—bringing 
together voice calls and non-voice work 
items such as email and web chat, 
and delivering them to the agent best 
qualified to handle them. For example, 

CT Suite can route email and chat 
through an existing Avaya Aura® Elite 
contact center using ACD routing and 
queues, plus the same Elite-based skills, 
reporting, and recording solutions you 
use now. 

For the ultimate in an interactive and 
personalized experience, CT Suite also 
offers a collaboration channel—bringing 
together voice, email, video, and desktop 
sharing in a secure persistent chat 
environment. Accessed via a secure 
messaging login, it empowers agents 
and customers to keep the conversation 
going and interact in virtually any way 
across any channels as needed to 
complete their transaction.

For outbound dialing, CT Suite allows 
you to quickly create, manage, update, 
and distribute group call lists using a 
centralized, dynamic database. Agents 
can automatically receive updated call 
lists and screen pops of all pertinent 
customer information, including previous 
history, activity, and notes across any 
channel. CT Suite also integrates with 
other popular desktop and back-office 
applications, such as Salesforce and 

CT Suite is built on a micro-services 
cloud architecture that:

 � Takes advantage of modern push 
technologies

 � Is highly scalable and flexible

 � Utilizes high availability and load 
balancing at its core, for optimal 
uptime



Microsoft® Dynamics CRM. The result is a 
solution that brings everything together 
and helps you leverage it to deliver a more 
satisfying (and profitable) customer 
experience.

ROI  
from Day 1 

As a modular solution with simple 
concurrent per-agent-per-channel 
pricing, CT Suite enables you to buy only 
what you need, for maximum flexibility, 
ease of scale, and cost effectiveness. 

With expert implementation support, 
including integration and configuration, 
the solution delivers on its promise from 
day 1 onward—resulting in immediate 
ROI through measurable gains in contact 
center efficiency, agent productivity, and 
customer satisfaction.

Future Ready,  
Whatever Road You Take

In addition to being compliance-tested 
for integration with today’s Avaya Aura 

platform—including complete softphone, 
ACD, and presence features—CT Suite 
provides an elegant path to the solutions 
of the future. It is continually enhanced 
to embrace industry standards that 
allow it to work seamlessly with current 
solutions, expand to new channels 
tomorrow, and be ready to integrate with 
Avaya Breeze™ or other platforms down 
the road.

THE FLEXIBLE SOLUTION FOR TODAY’S INTUITIVE CONTACT CENTER
CT Suite™ is an innovative software solution that provides a user-friendly interface for omnichannel 
automation, management, and routing of a wide range of agent tools and customer data.

Flexible  
Integration 

CT Suite provides client-side and server-
side integration of communications and 
contact center controls with a wide array 
of applications, enabling the platform 
to support agents and customers across 
multiple channels and different systems. 
For instance, CT Suite is fully compliant 
with key customer engagement solutions 
from Avaya, interoperating with the Avaya 
platform and leveraging the value of those 
network investments. In addition, CT Suite 
comes with many out-of-the box plugins 
for client and server-side integration of 
third-party applications.

Omnichannel  
Support

In addition to integrating ACD voice 
features, CT Suite utilizes its Open 
Queue routing engine to enable blended 
and ACD skills-based routing and 
management of non-voice work items, 
with built-in channels for:

 � Email with robust features such 
as queue-based email templates, 
personal templates, suspending and 
cherry picking emails, and transfer to 
other queues and agents, as well as 
the ability for agents to customize  

emails with signatures, URLs, text 
formatting, tables, spellcheck,  
and more

 � Web Chat with easy deployment 
and configuration tailored to fit your 
business needs, with many built-in 
features such as sending of files, auto 
and canned texts, encryption and text 
masking for PCI compliance, and more

 � Collaboration that’s more highly 
interactive than ever before, with 
capabilities including persistent chat, 
video, screen/document sharing,  
and more

 � Outbound capabilities supporting 
both individual outbound agents and 
agent groups

 � Support of other non-voice items such 
as ticketing information and CRM leads

Leveraging blended routing of voice calls 
and non-voice items along with real-time 
reporting capabilities, agents who are 
between calls can handle other work 
during idle time and return to real-time 
voice calls as needed. This helps agents 
be more productive while still keeping 
the workflow smooth and providing high 
levels of responsiveness.

CT Suite integrates the latest web chat 
features, such as:

 � End-to-end encryption of all 
messages sent (agent and customer)

 � Email and Save Transcript capabilities

 � Sensitive data masking (credit card 
information, health records, etc.)

 � Mobile support out of the box

 � Profanity filter

 � Easy-to-use standard greetings and 
phrases

 � Agent Alias to protect agents’  
real names
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In addition, Open Queue’s REST Web 
Services API for integration of third-party 
applications makes it simple to blend 
other types of work items—such as web 
leads or support tickets—into the routing 
queue. This API also allows applications 
or websites to query for real-time ACD 
information such as “Calls in Queue” or 
“Agents Available.”

Web Client  
Agent Desktop

 � Softphone for desktop control of  
user phones

 � A single pane of glass for all 
interactions—all channels, both 
inbound and outbound—for user 
friendliness and minimal user training

 � Telecommuter mode, allowing a 
remote user to register a home phone 
or another phone as the audio path

 � Access to real-time agent statistics 
and multichannel customer histories, 
so agents can follow the breadcrumbs 
across multiple touchpoints

 � ACD Agent, allowing users to fully 
control their work status, integrated 
user profile, single sign-on, login/out, 
AUX, and ACW

Dashboard  
Capabilities

 � Dashboards with real-time displays 
of ACD information for VDNs, skills, 
and agents—including voice calls and 
non-voice work items—by site and/or 
user group

 � Per-user customization, empowering 
agents to manage their own 
workspaces

 � Enhanced tools for supervisors, such 
as remote ACD agent login/out and 
state changes

 � Data element thresholds and visual 
alerts, such as “Maximum Calls  
in Queue”

 � Multiple dashboard data formats, 
including grids, gauges, and charts

 � Instant agent feedback tools

 � Full-screen mode for wall displays

 � Access to cradle-to-grave call data for 
historical reporting

Plugins  
& APIs

CT Suite provides seamless telephony 
integration with third-party applications 
such as CRM systems. For example, 

call controls provided by the REST Web 
Services API can enable users to click-
to-dial from a telephone number within 
their CRM record; the same integration 
allows them to enter call completion 
information—such as a Universal Call ID 
(UCID), called number, state, end, and  
disposition code—back to the CRM system. 

In addition, CT Suite supports client-side 
APIs for quick and easy implementation of  
screen pops and click-to-dial applications. 
For instance, CT Suite integrates with 
Avaya POM or Salesforce right out of  
the box, using pre-built connectors.

And SO  
much more! 

These are only some of the many CT 
Suite capabilities designed to help you 
maximize the value of all your contact 
center investments, to:

 � Enhance operational efficiency and 
cost effectiveness

 � Build agent confidence and productivity

 � Deliver a more satisfying customer 
experience across any and all channels

 � Help your business meet its revenue 
and services goals

For more information, visit www.CTIntegrations.com—or to schedule a demonstration of CT Suite, 
please contact 877-449-6775 or info@CTIntegrations.com.


