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The Contact Pro 25g4 release is a significant leap forward in our commitment to AI-driven innovation and intelligent agent
empowerment, delivering tools that make customer service smarter, more inclusive, and more efficient.

This quarter, we are introducing powerful AI capabilities that redefine the agent experience. With our new automatic two-
way translation, we are breaking down language barriers, enabling agents to seamlessly support customers across the globe
in any language. Crucially, we are also empowering agents with vital human oversight. By giving them the ability to edit
and correct AI-generated analysis, we ensure final accuracy and accountability in customer records, placing ethical
responsibility and human judgment at the core of our AI strategy.

Our focus on streamlined, enterprise-grade workflows continues with deeper and more intelligent integrations. Enhancements
to our CRM connectors provide agents with immediate context and automate key processes, driving significant efficiency
gains. Furthermore, the Sinch innovations like the new Orchestrator create a superior model for bot-to-agent handoffs,
ensuring conversations are transferred with their full context and rich media capabilities intact.

Overall, the 25g4 release equips organizations with more powerful automation, deeper intelligence, and more ethical AI
tools. I am exceptionally proud of the team’s work and confident that these advancements will deliver transformative value
to our customers and their customer service representatives.

Markku Helin, Head of Product Management, Sinch Contact Pro
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Agenda

This 2594 Show and Tell presentation
is available is available on
Contact Pro Community Pages.

A list of all changes including

corrections is available in \What's new.

. Communication Panel content and

usability enhancements

. Chat, messaging and email

improvements

. Dashboard content and usability

enhancements

. Contact Pro Mobile Client
. Integrations

. Miscellaneous improvements
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https://community.sinch.com/t5/Contact-Pro/bd-p/Contact_Center
https://docs.cc.sinch.com/cloud/whats-new/en/index.html

Communication
Panel

content and usability enhancements



https://brand.sinch.com/

Actionable desktop notifications B sinch
for hunt group calls

Hunt group call alerts are now fully interactive desktop
notifications, allowing agents to manage incoming calls
without switching applications.

When a call is offered, the notification provides two
immediate options:

© login-eu-= = = sinch.com

* Pick: Instantly accept the call and begin the
conversation. © New call in Picklist

+358

Sinch Phone Queue2 +358

via Microsoft Edge

» Mute: Silence the notification for the current call offer.

This enhancement streamlines the agent workflow,
saving clicks and enabling faster response times.

Operating system notification for hunt group calls showing Pick and Mute options.

© 2025 Sinch All Rights Reserved 5
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Smarter hunt group notifications
to enhance agent focus

Customizable Ringtone

Settings

* Agents can now set a unique ringtone for hunt > General settings
group calls, allowing them to instantly differentiate > Userinfo
incoming call types.

~  Audio settings

Tones
Chat
Uninterrupted Wrap-Up Time o o
Chat message
e m n . Echo @
* Agents in "wrap-up” mode are no longer actively L
interrupted by new hunt group calls. orops o]
. . . Task and action item
. Ir)stead of .a d|§ruptlve ringtone and pop-up, a simple ]
silent notification on the hunt group icon quietly et and auto Alocaton ca
indicates waiting calls. Synihetic )
Call waiting
+ This allows agents to complete their current work Knock knock (>)
without distraction, while still having the option to Hunigroup ca
proactively pick a new call from the picklist if they Haroles 3
finish early. Campaign call
Y 2

Bells

Ringtone selection for hunt group call.
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Hunt group icon indicating the number of calls
in hunt group queues.
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Find conversations faster S—
with precise, time-based searching

The detailed search in both the History and Picklist views has been upgraded to include a time filter.
Instead of only searching by date, users can now narrow their search to a specific time interval (e.g.,, from 2:00 PM to 3:00 PM).

The Benefit: This makes it significantly faster and easier to pinpoint a specific conversation without having to manually scan through an entire day's records.

Detailed search Detailed search

Conversation type:  All conversations Conversation type: = All conversations

Source / destination Source / destination:

September 2025
Scripting Scripting:

Sun Mon Tue Wed Thu Fri

a1 2l s

7 8 9 10 11 12

15 16 17 18 19
ID ID:
22 23 24 25 26
Internal notes: Internal notes:
23 30 1 2 3
Slatus: Al status values Status:

Queue: Al queues Queue:

Agent name Agent name:
Date range: 9/3/25, 12:00 AM ) 9/3/25, 11:53 PM e} Date range” | 9/3/25, 12200 AM IE i 9/3/25, 11:59 PM

Search Clear  Cancel Search Clear  Cancel

Date range selection in Communication Panel Detailed search. Date and time picker in CP Detailed search. ) )
© 2025 Sinch All Rights Reserved 7
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Time stamps alighed between active and

history views

Now both active and history views are showing chat
message timestamps as hh:mm:ss.

Previously active conversation was hh:mim but via
history we show hhimm:ss

P

(~ 1 ;} Ready

Home Picklist Conversations History
My conversations
9 Visitor
Pending (0)
Viewing (0]

7] Available ~

Web chat 00:26

Chat started

Contact center- 1:26:45 PM

Please wait agent [l to get available. Here is your conversation ID 7D689DB888B011FOAE270239E96DIZES

Contact center: 1:26:45 PM
Hold on!
You are 1in queue
Estimated wait time is 1 seconds
Number of agents avaible 2
Long term est wait time 1

c% sinch

Jukka agent € ®* joined the chat.

Jukka agent & & 1:26:49 PM

Hi

You're chatting with agent Jukka agent € ®* how can | help you today?

hello, customer here

<« Show less

OJo

(Enacnat |

Q + B &

Accepted: 1:26:46 PM

Active web chat in Communication Panel showing time stamps in hh:mm:ss format.

B

‘%EV

4
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Reply template variable with WhatsApp templates

Now you can use Contact Pro reply template
variables within WhatsApp templates.

Read more about the reply template variables from
Contact Pro documentation: Managing reply

templates

IR& Sinch Contact Pro System Configurator - QAT

File Personalize Help

¥ (& Home
> ([ System Senvices
» (E5 System Management
» (§ call Switching
» (& Reporting
[ Scripting Management
» (5 Directory Management
» [ Presence Management
¥ & Queus Management
_| Queues
_| Queue Groups
[ calendars
[ schedules
[ Prompts
[ Prompt Files
[ skills

[ Thirg-Party Extensions
» (& IVR Management
» (&5 Outbound Management
» (&5 User and Role Management
» (& System Tools

Wt

| B Reply Templates

Queue Management : Reply Template : WA template text with variables

= o X

Saved Searches | *| Go Search T

| Back |

save @ Saveand Close T Delete | [ Copy [ Add New | ) Reset 3¢ Close

Show D | S W M

History

i
~ Basics I
Name ‘WA template text with variables
Description
Language | English (US) :J
Content Type | WhatsApp ?J
Subject testtemplate L2
q 2]

“template_body™ "This is a WhatsApp template content, which is shown in CP",
“type”: “template”,
“template_id™ “convapi_test,
“language_cade™ “en’,
"parameters™ {
“body[1jtext”. {CUSTOMERNAME}",
“bodyl2t working*”,
“body[3jtext™: JAGENTCHATNAME}"
}
I

~ Keywords =

= | Keyword Allly

Ry Connected

WhatsApp template in System Configurator utilizing Contact Pro
reply template variables.

c% sinch
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Seamless chat experience: Scroll position preserved o snen

Agents can now navigate between different views in
the Communication Panel without losing their place in
a chat conversation being viewed.

Key Benefits:

* Maintains Context: The scroll bar position is now
maintained when switching away from and returning
to a viewed chat.

* Reduces Redundancy: No more scrolling back to
find where you left off, saving agents valuable time
and effort.

* Intelligent Updates for Live Chats:

» For ongoing active chats, a "New message" toast
notification appears when new messages arrive while
you're scrolled up.

+ Clicking the toast or scrolling to the bottom instantly
updates the view to the latest messages, keeping you
in sync with the live conversation.

s ) QA1 Communication Panel & B - - 0O X
':E' Not ready 43.41 Available ~ IS
Home Picklist Conversations History
Agent PI: 10:32:39 AM
I can see from our system that it will arrive by 12:00 tomormow.
358 10:33:08 AM
That's great news, Thanks
~ Agent PI. 10:33:24 AM &
8 SRy ® When switching between CP views the
P rovatan | = / slider position is maintained where lefft.
5
+35850 01101/ 10:33:48 AM 4
Bye 4
Agent PI: 10:34:04 AM b
Thank you! Goodbye 54728
Gontact center: 10:34:08 AM
Your conversation 434CDC7D8A2A11FOAATEEDOA1974AT7FA is now ended. Thank you for
contacting usl &
l0:56:44 AM ®
ssible
B:) .
e o For an active chat, a toast message
Helo informs of any unseen messages
V-;uerw-- PI: 10:52:20 AM ;ot‘thaJtﬂ
Thanks for your message, you are chatting with Agent PI.
+35¢ 2: 10:53:22 AM /E AT
I need fo change the delivery date for mhm‘ done
5
Q + &
el For an ongoing chat (viewed from history)
. place the slider to the bottom of the scroll
No thank you, Goadbye / bar to view the live chat ongoing.
Thank yo;a)nd Gooduyjem
»
Q + &

© 2025 Sinch All Rights Reserved 10
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Ethical Al: Agent-Verified Analysis o sinch

We are combining Al efficiency with human

judgment, giving agents the final say on ()% Notreacy Avaliable ~ &
Al-generated insights. This delivers key benefits: Home  Conversations  Hisory  History  History
« Ensures data integrity and accountability: My conversations - G | Senermaron aetcke iy
Agents correct Al errors, ensuring records are Pending (0) > 7/24,/2025,1:14:31 PM - Sinch Phone Queue +35817270 L el oo
accurate and that a human is accountable for S y 00:14:24
the final analySiS' lBDé493DF37668F011AATEEDOM974 &
This prevents flawed business intelligence and +36640457 ATFA @
allows for the correction of potential Al bias. v BVGEE ?2
- Strengthens compliance and empowers agents: i
Every edit is tracked with the agent's name and Context
timestamp, creating a transparent audit trail. —
This process respects agent expertise and Kitos, Ketso
makes them a crucial partner in creating sertiment
trustworthy data. S
The customer is expressing gratitude
Agent can modify and save all the fields that are %:‘E‘E e

part of Al Analysis.

This feature is powered by a new Rl endpoint for
saving and editing Al analysis.

> Attached data

Pp—

Al analysis in Communication Panel. Agent having possibility to Edit the Al analysis.

© 2025 Sinch All Rights Reserved n
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Chat, messaging
and email

improvements
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Enhanced Context with Quoted Message Support oo s

To help agents follow conversations more easily, they can now
see when a customer quotes a specific message in their reply.

Z, Ready [7] Available ~ P
This provides immediate context, showing the agent exactly ome Pl Comerations
what the customer is referring to. T aeT - s My conversations s
(—. Sinch Demo 61 H @ ks e = Hello o o
Supported Channels: WhatsApp, Instagram, and FB Messenger. T e g0 Welcome o chal senice. Your conversalon D s 08124EAEADET 11FOAATEEDOAISTAATFA
g‘:)se'zrfn:\:rs:%::ﬂ;leg SE!Y!:\)G port Viewing (0) e - “ markku f :; 42 PM g
. representatives will be with you shortly. lewing anks for contacting us. How can we serve you today?
Key Dettails: :
y Thanks for contacting us. How can we I“EIH ' H: m 31418 md i P i @
serve you today? ) need recommendations for vacation B®
* This is a CUStomer_Side feature; agents CannOt qUOte lnesdieconimendations oy vaca"ﬁo‘nl:; ‘Would you prefer relaxing in warm climate or active vacation in less hot ;‘r:vt;n:;;;z ! =
messages. e

Would you prefer relaxing in warm
climate or active vacation in less hot Duration should be at least a week.

environment?

markku: 5:16:17 PM

» For the quote to appear, the customer must be replying to a T
message sent by the agent. 0

The duration is not a problem.

u prefer relaxing in warm climate or active vacation in less hot environment?
Sinch Demo 61

* Quoting is limited to messages from the last 3 days

Would
act

(ConvAPI limitation). Actv,sbsolutly

Active, absolutely!

markku: 5:47:07 PM

Active vacation in Finland would be excellent!
Active vacation in Finland would be

excellent!

Nice!

& Show less @ [End chat |
Q + &
Mo Accepted: 51251 PM Bev

Quoted message in Communication Panel WhatsApp chat.

© 2025 Sinch All Rights Reserved
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Better error indication

Communication Panel now shows error
message received from underlying
channel.

Previously the error message was
behind tooltip and therefore not visible
in screenshots.

F

c% sinch

(v [ \ Ready (/] Available &
Home Picklist Conversations
. WhatsApp chat
My conversations @oa
=
Previous conversations (407) P o
@ demo, jukka ©
Pending (0)
®
demo, jukka: 11:31:01 AM
Viewing (0) Hello G
Jukka agent @ & 11:31:35 AW )
Thanks for the message, we've connected you to Jukka agent ¢ . @
28
Contact center: 11:31:35 AM
@ 1Message not sent @
An error occurred. If the problem continues, contact your administrator.
Error details: Internal HTTP Error — . _
() ® ) Notready o7:2 [¥] Available ~ &
Home Picklist Conversations
. WhatsApp chat
My conversations 0w
=
Previous conversations (10) -
@ Helin, Markku th ©
Pending (0)
&
markku: 10:40:23 AM
Viewing (0) This should send Sinch logo to customer @
@&
Contact center: 10:40:24 AM 4
@ Message not sent &)
The configuration of this chat channel is incorrect. Contact your administrator.
< Show less o 9 y &
Error detalls: The underlying channel reported: Used WhatsApp sender is deactivated. Please reactivate again
a in order to allow sending and receiving messages on WhatsApp
Cle Accepted: 11:31:34 AM
5
Error messages from the channel, here WhatsApp via ConvAPI,
shown in message block in Communication Panel.
[i] To continue the conversation, use one of the pre-registered message templates and wait for the customer to respond.
Choose message template
<& Show less | End chat |
Q + B
m 8 Accepted: 10:40:15 AM ‘%EV
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Automatic translation of conversational messages

Two-Way Translation: Incoming conversations (via
ConvAPI) are automatically translated into the agent's
language. The agent's replies are then translated back to
the customer.

* The translated, system learns and remembers both the
agent's and the customer's language after the first
interaction. This ensures that subsequent
conversations are instantly and accurately creating a
seamless experience.

+ Even system messages, like queue welcome and
queueing messages, are automatically translated into
the customer's language.

* The system intelligently handles short or ambiguous
messages (like "ok") to prevent incorrect translations.

* The language preferences are stored for 30 days.

The Benefit: Agents can confidently handle conversations
in any language, allowing organizations to provide global
customer support without needing multilingual agents.

Note: The automatic translation is available as custom
project, this is not part of the Contact Pro software.
Separate implementation and usage charges apply.

08:57 T = *
P ‘ Sinch WA demo translate

Sinch Demo 34

|

0l4 e bem-vindo! Sim, temos um centro
de fitness totalmente equipado. Como
posso te ajudar com isso hoje? G
Otimo. A academia tem pesos livres e
equipamentos de remo da Concept?

08:53 v/

Sim, nossa academia estd muito bem
equipada. Temos uma gama completa
de pesos livres e varios remadores
Concept2 disponiveis para nossos

héspedes. 08:53

13 dulad as Oysa s uSay Jo jlas
sslo
08:53 v/

atssa L) g8l S0 5903l s s STally

g Jog cel) sl B9l 50 Lo gpenlia
of Ziadl BLUI J2a cppasll 3 B3axe Slual
5898l gpayla

15Lo Byalall delull 8 58 Coya duls il
08:54 V/

152 al) 3gall Cps6 dudr 31 S s Jaa
liSay  jussS Lsyaa go oo 10:00 deludl 5

@ 0 @

Example of the dynamic two-way
translation in WhatsApp
conversation.

Customer started with Portuguese
and switched to Arabic.

Agent started with English and
switched temporarily to Swedish.

%, (0

@ @

£

(=] § Sinch Communication Panel

« C @
-Z’ ) Ready

Home Picklist

My conversations

@ Helin, Markku th...

X

Pending (0)

Viewing (0)

< Show less

c% sinch

[¥] Available ~

Conversations

WhatsApp chat

portugués (Brasil) B3 = OIa, vocés tém uma academia no hotel?
English 2 = Hello, do you have a gym at the hotel?

Contact center: 8:52 AM

Warm welcome & to Sinch WhatsApp customer service.
One of our customer service representatives will be with you shortly.

Markku: 8:53 AM

Hello and welcome! Yes, we have a fully equipped fiilness center. How can | help you with it today?

Helin. Markku the Customer: 8:53 AM
portugués (Brasil) & > Otimo. A academia tem pesos livres e equipamentos de remo da Concept?
English 2 > Great. Does the gym have free weights and rowing equipment from Concept?

Markku: 8:53 AM
Yes, our gym is very well-equipped. We have a full range of free weights and several Concepi2 rowers
available for our guests.

Helin, Markku the Customer: 8:53 AM
el B> flALe e Al st i jas (anda Sl
English =& > excellent. Can | book a personal trainer for tomorrow moming's session?

Markku: 8:54 AM
Absolut, det gar bra. Vi har tillgangliga tranare. Vilken tid passar dig bast, och har du nagra specifika mal
med traningen, som kondition eller styrketraning?

Helin, Markku the Customer: 8:54 AM

el B > e sl Aol B s cu e Al )l
svenska I2 > Jag vill ha en styrketraning klockan 10.

Narkku: 8:55 AN
Perfect. | have now scheduled a strength training session for you tomorrow at 10:00 AM with our trainer,
Chris. You can meet him at the fitness center. Enjoy your workout!
Helin, Markku the Customer 5:56 AM
[IRRTY ~ PR WREUT) FREE I BN TSR -+
English & > Thank you very much, this is great! | am very happy with the service.

S

Q + B @&

| End chat |

Accepted: 8:52:42 AM

© 2025 Sinch All Rights Reserved
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Dashboard

content and usability enhancements
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New Dashboard — Conversation details view

c% sinch

= Density ¥ Export Q

Question

What was the reason for contacting customer service?

Was the issue solved?

Conversation details view in the New Dashboard.

Answer

General query

Yes

© 2025 Sinch All Rights Reserved

= €2 Dashboard HEBO ¢
' | Incoming call View in Communication Panel Close
. . . .
Conversation detail's view e
@ versation summary ~
Updated to MUI !l Subtype Source Destination Conversation ID Group ID
o incoming call +35840 3391 CE49BE77758DFONAATEEDOAIS7AATFA 7CF8F80F782B1247A80CTEICIS99EAES
View based on cards which can e e
collapsed or un-collapsed >
Conversation details ~
Q
Conversation deta“S and Scripting P = Density ¥ Export Q [ Show technical data
cards shown within a data grid offering
o g g Time Duration  Cumulati.  Event State1 State 2
the built in options
9/9/2025,30651PM 000000 000000  Conversationis queueing GQueue name: Sinch Phone Queue? +35824817 (Hunt Group)
Ag ent qu iC klink t O access a g ent 9/9/2025,30703PM  0000T  00:0071  Conversation allocated to agent Agent name: Ishmael, Paul GQueue name: Sinch Phone Queue? +35824817 (Hunt Group)
o o
d eta I I S VI eW 9/9/2025, 3:07:03 PM 00:00:00  00:00:12 Call (in} connected to agent Agent name: Ishmael, Paul Queue name: Sinch Phone Queue2 +358248| (Hunt Group)
. . 9/9/2025,30703PM 000000 00:002  Conversation no longer allocatad Queue name: Sinch Phone Queue? +352487 " (Hunt Group) Reason: Connected
Group ID quicklink to access
assoc i ated conversat i ons e g ca I IS w it h 9/9/2025,30705PM  0000:02 00004  Conversation was disconnected cl':y;c;:sge"t GQueue name: Sinch Phone Queue? +358248, {Hunt Group)
transfers
9/9/2025,30705PM  00:00:00  00:00:4  Wrap-up started “ ‘m;?“h Phone Queue? +35524 (Hunt Group)
View in Communication Panel button - o S Phone Gueue? 1356248 1 ont e
t . th il hat list t 9/9/2025,30115PM 000070  00:0024  Wrap-up ended \g time: 0
O view the emall or cnhat or listen to o Yes
call recordings and read transcriptions
Script name: Conversation classification ~
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New Dashboard — Agent details view

Agent detail's view
Updated to MUI

View based on cards which can be
collapsed or un-collapsed

Quick options to view a specific card
Profile and Availability with durations

Callbacks and total handled
conversation statistics included

Skills & Queue cards shown within data
grids offering filter options and a quick
search option.

Queue card now includes live agents,
queuing and longest waiting time
statistics to help with agent allocations
to queues.

&4 ©

CZ Dashboard
Userl, Demo

Information

. Agent status
Read
&= @ o
%_ )J Number
Fat ‘ a4l

ersations handled today

Total number (incoming / outgoing)
2 1/1
Calls: 1
S o/
o Chats:1
= 1/0
Emails: 0
B o/0

¥ callback requests: 0

. —
M Columns = Filters = Density ¥ Export

Name
English
German

Jieues (34)

. —
M Columns = Filters = Density ¥ Export

Channel Name ¥
Chat Sales!
Chat Sales2

ChatSales3

- .
& @ Available

Mabile number

54

>nversation handling time
Total handling time
03:29

.. Handling time ave

Woonas

. Total wiap-up time
@ 00:01
%
Skill level Y
o 1 2 3 “ 5
o 1 2 3 “
o 1 2 3 “

Q

Agent details view in the New Dashboard.

Description

English language skils

German language

Used on queues: Sales,

cu

Statistics

rofile / Duration

@ Available /1526

Chat address

demouserl@acme.com

Daily pause time
Used
R
Allowe 00:30
Usec 00:22 (76%)

lagent  Prevent que h.  Ag
[} 1
O 0
O 0

pport & Biling (Sample long text for Dashbo

Skills Jueues

c% sinch

B 2o ek
Agent guidance

Silent monitoring Close

~

Availability / Duratior

@ Free / 38:07

Email address

demouserl@acme.com

a1t Development)

ocation

Buenos Aires

~
Daily work time
Ready
Poused
Planned 08:30
Actual 00:44 (9%)
Rows per page: 250 1-30f3
~
Q Ing L ¥ 1 at
0 00:00
0 00:00
0 00:00
Rows per page: 250 ~ 1-3of3

© 2025 Sinch All Rights Reserved


https://brand.sinch.com/

c% sinch

Mobile client Ceee

enabling chat and conversational messaging handling
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Contact Pro Mobile App — General Availability

Choose the chat channels

Engage with your customers
ga8 y and queues where you are

wherever Yyou are.

serving.
Maintain your business chats with
freedom.
o0 e - 9:d1 il T -
Conversations ® My Status &

Jane Adams Queues Avallability
Frank

‘Wet chat Helsinki store ()
Thomas Smith -

) WhatsApp Helsinki store D
Emma Jones -

€ { ’

Facebook Messenger Queue

[}
gy S { ” i/ 2
‘ ) £ Instagram Queue

Bt MeMan R

"

iy ]
NS Telegram Queue
\" 3

Viber Queue

c% sinch

Sinch Contact Pro .

Review, prioritize, and
manage chats with ease.

91 ol -
® Picklist &
Ava Moore
Pick
Noah wilson
N
Alexander Garcia

Olivia Robinson
%

Sophia Andersan
Lucas Miller
'y

Isabella Willams

W,
L

Liam Clark
C.

= a o 2

Work with multiple chats
simultaneously across
various channels.

9:41 l T -
Conversations &
Jane Adams 1541
(2]
Frank

Thomas Smith
TS

Emma Jones

& o

Susan Miller
L]

Bill McMan
BM

Leverage pictures and
interactive elements.

9:41 il T -

{Conersatons Jane Adams ©

Helo there. | have a question regarding
A, your products.

Hallo! Of course, how can | assist you?

Do you have these sneakers in green?

@
.
j

Y
gyt
!

Customer and chat
insights at your
fingertips.

Customer Details
Conversation Details
Conversation History

Internal Notes
Transfer

End Chat

E Cancel

Mobile App is being released soon... as General Availability (GA)
Direct availability from the Apple’s App Store
Mobile App usage, requires an iOS 18 device and a supported Contact Pro environment

c% sinch

Light or dark modes,
the choice is yours.

Jane Adams

© 2025 Sinch All Rights Reserved
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Integrations

enablers and improvements
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Enhanced CAD availability in EDI Configurations o sinch

Endpoint URL hitps:/iwebhook.site/t
Channel Type Chat
» The Customer Attached Data (CAD) RS I i v
from Chatlayer, Orchestrator module Ordinal 1 L
and social media channels is now

Conversation events that trigger this integration

natively available within EDI

= = [ﬂ Received
configurations. SP.
L Allocated
* This enhancement removes the = Q::if;
previous requirement to separately e
fetch CAD through a complex RI LJ Forwarded
__J Ended
query' __J Abandoned
L Closed
* EDI now natively parses JSON strings
into objects, which eliminates the [» Drect Conversations 5]
workaround that previously required [» Quees =)

an additional EDI configuration.

[ } Authentications

]

* JSON for Configuration =

Preftify | = Highlight Code | Add secret

EDI configuration with attached data in System Configurator.

© 2025 Sinch All Rights Reserved
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Improved SSO authentication flow &% sinch

Improved single-sign-on (SSO)
authentication flow when
Communication Panel is embedded in a
CRM, for example, SAP Service Cloud,
Salesforce and ServiceNow.

* A'Log in" button is now displayed
within the embedded Contact Pro
frame.

* Clicking this button opens the
secure SSO authentication page in a
separate, pop-out browser tab.

» After the agent successfully
authenticates, the pop-out tab
closes automatically and embedded
CP refreshes to complete the agent
login.

SAP
() Home
(il
Live Engagements —_ + 7 C
@ Awaiting Notifications v @ signin x n B = %
5to Un¢
N C M %% cc-team3-sinchau.. ¥y im} o
- O contact
U pllaborate, al
g
Sign in with your corporate 1D
8 Log in
keycloak
20
*=
cctr-dev-idp
c% sinch
’ Sign in with your username and password
5 )- Username
o A
- pverdue tab Username
a y Password
B Password
Forgot your password?
Tickets My Filters My Hg
Escalated To... Ticke s
0 14 - 834 LY
®

Tickete Created This \Week Win Ratin

User authentication flow with embedded Communication Panel and single-sign-on (SSO).
© 2025 Sinch All Rights Reserved


https://brand.sinch.com/

SAP Service Cloud custom fields for saving o sinch

Transcription

Now its possible to use custom fields in
SAP Service Cloud V1 to store Al
Analysis and Transcription data.

* To enable this, the names of the
custom fields must be configured in
the Call transcription EDI
configurations.

* For backward compatibility, Al
Analysis can be still stored in the
notes field in the customer’s timeline
view as before.

SAP
Phone Calls z:ﬁ";fiﬁ +35840357 &
05 Call From: +358403573 Al Qas

Overview Feed Changes Related Items Document Flow

. Participants (1)
Name Phone

Vikas Mittal

Notes

Transcript

Customer: Hello.

Customer: I'm calling to report an issue with my Internet connection.
Customer: It's been very slow and keeps disconnecting.

Agent: I'm sorry to hear that.

Agent: Let me check your account and collection status.

Agent: Could you please confirm your account ID?

Agent: Is it 1234567

Customer: Yes, that's my id.

Agent: Thank you.

Agent: | see the account.

Agent: I'll run quick tests.

Agent: Meanwhile, can you tell me since when you have been facing these problems?
Customer: It started yesterday or like few days back.

Agent: Got it.

Agent: I'll raise a complaint ticket and send our technical team to check if needed.
Agent: Your ticket number is 789345.

Agent: You will be updated soon.

Customer: Qkay, thank you.

Agent: Thank you.

Agent: Bye Bye.

Customer: Bye.

Customer: Bye.

Qa @ 9 o

+ e Actions v~

Tasks Surveys |

i Add More
E-Mail Address Selection Address Action

vikas.mittal@sinch.com . - o

Al Analysis
Al-Generated Notes:

Language: English

Context: Customer_Service

Keywords: Internet, Connection, Slow, Disconnecting

Sentiment: Dissatisfied

Summary: The customer is calling to report an issue with their Internet connection, which has been very slow
and keeps disconnecting. The agent checks the customer's account details, runs some tests, and raises a
complaint ticket to send a technician to investigate the issue. The customer is provided with a ticket number
and informed that they will be updated soon.

Call transcript and Al analysis shown under corresponding custom fields in SAP Service Cloud.
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Voice Bot Integration: Automated SAP Service o5 sinch
Cloud V1 Ticket Creation

R Qa @ 9 o 9

) o Lve Session
Tickets 5 Nordic Skiing nc. - vikas Mitial ¢

- Customer Hub
Live Activity Center et e X

* A Chatlayer voice bot greets callers
and conversationally gathers the
details of their issue. tonico to )

Customer Active

Nordic Skiing Inc. & €]

Overview  Knowledge Base

» The bot automatically creates a new
ticket in SAP Service Cloud V], Contact nformatin ®  Timalns G v | jsea .
identifying the customer by their Vikas Mitel o ——
phone number. S

Keilasatama 5/ 02150 Espoo | FI =)

+35840351 12
vikas.mitt: +358 403

* Should the call be transferred to a : : @O rosey 2 A - e

@ Nordic Skiing Inc. « Vikas Mittal X

. . e Call From: +358403
live agent, the newly created ticket -
. 1
instantly appears on the customer's Q@ corom iz &
H I' - Registered Products (0) Q it New Refresh
timeline. ) Q¢ Inbound call
e Call From: +358403
. Vikas Mittal . .
. . === i Microphone muted A
* Result: The agent has immediate © cotrrom wason ®
. . No items to show Vikas Mittal ﬁ Current queue -
context, and the ticket creation © catrom e Phone +358 17 @
. —_— =23
process is fully automated, saving - Tekets o Last 7 Doys (1) © a e A v # oo
.
Age &
valuable time. © v s ® v £
= 9059 Open Uh, my home Internet is not working. [ Normal] Vikas Mittal @ ueue info
e Call From: +358403 @ Rec+Al Summary :
Vikas Mittal
i
. Addresses &) i e Call From: +358403 —
Vikas Mittal =)
il
Nordic skiing Inc. / Keilasatama 5 / 02150 Es. e Call From: +358403 ?c"“’i”g o
Vikas Mittal = off
@ wormd () [ ) (5 D ()
- All Contacts (23) n b~ Q + B @
e Message From: +35
Vikas Mittal aqo Accepted: 4:02:41 PM
1004672 William Johnson william.johnson@bestrun.com e Message From: +35
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Voice Bot Integration: Automated SAP Service o5 sinch
Cloud V2 Case Creation

Q search v > Pg e 0z w

+ A Chatlayer voice bot greets callers GO oo £
and conversationally gathers the B ——
details of their issue. What would you like to do? [E! Interaction Log 02 Knowledge Base o0 01:45 E

|2 Email ||+ Create a Change Customer @ Y "
* The bot automatically creates a new Additonal Detals v : .
case in SAP Service Cloud V2, Timeline _ Enties o A ®
identifying the customer by their eracions s AL @ c >

phone number. ik # s
[y Incoming phone call from Call from +35840357 1144w ® Agent ol
cattog Mittal, Vikas
 Should the call be transferred to a B | Com ored 21V batry e - . Q-
live agent, the newly created case S 4

. . Monday | 25 August 2025 Category
instantly appears on the customer's " =
3 3 Incoming phone call from Vikas Customer Mittal: Call from +358403573 1214w

timeline. 8 %
Case created: B Category Hierarchy a
B 326 | I'm having trouble with the elevator. Uh-huh. I'm stuck. I'm not going, uh, to the ground sh... = > B

* Result: The agent has immediate ) [
context, and the case creation
process is fully automated, saving
valuable time. € | ncoming phone ctram . Cat rom 358105572 e v

=B Case created: 321 | Uh, the elevator is stuck and I'm unable to, uh, go to the ground floor.

Linked Items
Wednesday | 16 July 2025
1] Case created: 257 | testing No items linked yet
=]} Chat session with Chat from vikas.mittal@sinch.com 1348 W .
a Recording
[¢] or
O | wnatsapp session with Message from +358403573 1210 v » (Hangwp )
[y Incoming phone call from all from +358403573 0345 A = + 2
m1 Accepted: 11:44:13 AM
Phone Number: +358403573 =
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Salesforce integration supports Softphone Layouts e sncn

SETUP
The Contact Pro Salesforce integration now ! a Softphone Layouts

uses Softphone Layouts to control the
information agents see when a new :
conversation iS offered. Display these call-related fields:

b Caller ID, Dialed Number Edit

Displav these salesforce.com objects:

* Administrators can fully customize these

» Account, Contact, Lead Add / Remove Objects
layouts to meet specific business needs. :
b If single Account found, display: Account Name, Phone, Shipping City Edit
If muitiple matches are found, only the Account Name is dispiayed in Salesforce Classic. In Lightning Experience, ail the selected fields are displayed.
» Configure searches across Account, P i matones are Tounc, oy e Neme  Gapieyes m Sakstoe Gisssis n Ligniing Experience, ai he slecte fias are dlspiayed -
Contact, and Lead ObjeCtS, and define b If single Lead found, display: Name Edit
. . . o If muitiple matches are found, only the Name is displayed in Salesforce Ciassic. In Lightning Experience, all the selected flelds are displayed.
what information is displayed to the
agent. :
w Screen pops open within: Existing browser window Collapse
* Screen Pop behaviour can also be O
configured based on the search
outcome: w No matching records: Pop to new Account Collapse
(O Don't pep any screen
* No matching records found @ Popto new| Account v
() Pop to Visualforce page‘ ‘ %
* A single matching record is found O Popto iow [ -None-— A
. Multiple matching records are found w Single-matching record: Pop detail page Collapse

(O Don't pop any screen
(@ Pop detail page

) Pop to Visualforce page /—‘ Q)

(O Popto ﬂuw‘ —None-— v

w Multiple-matching records: Pop to search page Collapse

(O Don't pop any screen
@ Pop to search page

O Pop to Visualforce page Q_

() Popto ﬂuw‘ —None-— v

Softphone Layouts configuration view in Salesforce
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Handling Multiple Search Results

The Contact Pro Salesforce integration
now searches across Contacts,
Accounts, Leads, and Cases to find all
potential matches for an incoming
conversation.

* When multiple matches are found,
agents see a Contact Pro popup with
a list of all matching records.

+ Agents can quickly select and
confirm the correct record directly
from this list.

* The search and screen pop
behaviour follows the Softphone
Layout configuration, creating a
consistent and predictable agent
workflow.

c% sinch

. ‘ Q_ +35840357 ‘ E\ S 72740 A 0

.ss
e Sales Home Opportunities Leads v Tasks W Files Accounts v Contacts Campaigns Dashboards Reports Chatter  Groups v More ¥ K4

- We searched for "+35840357

- . ——— ——————— e — ——————

Search Results

PPN A — o3 Al L 2 o AN A L ANRPLAPN A Yot
Top Results
Accounts
Accounts 1 1 Result
Tasks 2 Account Name v | Account Site v | Phone v | Account Owner Alias v
Acme 8, +358403572 vmitt [+
Contacts 1 —
Chatter o Tasks
2 Results + Sorted by Relevance w
Leads 0
- Subject v | Name v | Relat.. v | Due Date ~ | Assigned ... v
Opportunities 0
" | vikas mittal 27.8.2025 vmitt [+]
© Incoming call | From: +35840357: | Queue: Sinch .. __ —
/\sinch Phone Queuel +358 14 5: / +358403573% 8.9.2025 vmitt ‘vl
E vikas mittal Confirm
Name: vikas mittal —
First Name: vikas
Last Name: mittal
Mobile: +35840357 i i )
Phone: +358403573 v | Account Name v | Account Site ~ | Phone ~ | Email v | Contact Owner Alias
4, +358403573 vmitt (+)
Acme Confirm |

Name: Acme
Phone: +35840357

Don't see your result?
We searched the objects you use most, but we didn't search everything.

Know which object you're locking for? Select it in the dropdown next to the search box, or in the sidebar.

| CP H Decline |

& CP 7= ToDolist

Contact Pro popup in Salesforce showing multiple matches.
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Automated Task Management

* A Salesforce task is automatically
created the moment an agent
accepts a call or chat.

* The task is instantly linked to the
correct Salesforce record as soon as
the agent confirms a match.

* Once the conversation and related
wrap-up are complete, the task is
finalized with key details such as:

+ Chat transcript
* Agent notes

* Link to the Contact Pro conversation

. Q, Search...

e

Task
4= Incoming call

aee Sales Home  Opportunities ~  Leads v  Tasks

e

Contacts ~  Campaigns Dashboards

c% sinch

Reports v Chatter More ¥ P

~ Completed

Create Follow-Up Task ‘ Edit

Edit Comments

| |
Name Related To
vikas mittal
Details Related
Assigned To Status
6 vikas mittal Completed 4
Subject Name
Incoming call vikas mittal <
Due Date Related To |
8.9.2025 4 |
Priority |
Normal
Created By Last Modified By
@) vikas mittal, 8.9.2025 17.40 @) vikas mittal, 892025 17.41
Comments ‘
https://login-e IF24D95652E33AEDEGST4 4 ‘

& CP Y= To Do List

Salesforce task with Contact Pro conversation data.
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Superior Bot-to-Agent Handoffs with Orchestrator e snen

The Orchestrator provides a powerful new method for
transferring conversations from a Chatlayer bot to a live agent
in Contact Pro, overcoming the limitations of standard offloads.

Key Benefits:

* Maintains the Original Channel: A WhatsApp conversation arrives in
Contact Pro as a WhatsApp chat, not a generic web chat, preserving
the native experience.

* Full Rich Media Support: Customers and agents can seamlessly
exchange rich content like images, videos, and documents in both
directions.

« Complete Context Transfer: Pass any data collected by the bot (e.g.,
customer name, intent, language) directly to the agent as
Conversation Attached Data (CAD).

+ Intelligent Agent Routing: The bot can request a specific, preferred
agent for the conversation, enabling more personalized service.

» Seamless Return to Bot: Once the agent closes the conversation, it is
automatically handed back to the Chatlayer bot for follow-up, such as
post-chat surveys.

Major improvements compared to Contact offload:
» Self-provisioning of Orchestrator instances in EU and US
* One Orchestrator instance per Chatlayer bot

* One Contact Pro messaging service per Orchestrator instance, even if
there would be multiple different destination queues in Contact Pro.

» Contact Pro queue and messaging service configurations following
the ConvAPI syntax.

* Works also with Contact Pro on-prem setups.

c sinch

Orchestrator: Chatlayer = Contact Pro
Ofﬂoarlin.—f MNanfiduratinn

Version 1.0 — S¢

Introd

This document ¢
a chat/messagin

Contact Pro side

This Orchestrate
methods have

*  Chatlaye
+ Wheno
WhatsA
+  WithCo
be utiliz:
e __Anv(Cha

Orchestrator instance

You need to get an Orchestrator instance per each Chatlayer bot|you want to connect to Contact Pro.

You get an Orchestrator instance via self-provisioning tool / bot using the following URL:

In the self-provisioning tool, you will need the following information, so make sure you have all that available

before you start the Orchestrator provisioning:

* Details¢ - a
: Chatlayer Configuration
Integrations — Orchestrator Controls
In your Chatlayer bot, navigate to Integrations and search “Orchestrator Controls — Sinch General” app:
| & @
* Contact P > = ) * D O
Q Chatlaye Contact Pro Configuration
Q Sinch gonerss This part of the document describes the minimum set of configurations that needs to be done in Contact Pro.

There additional features, like required agent and CAD, are described in the Metadata / Attached Data (CAD)
chapter

Queue

i Metadata / Attached Data (CAD)

The data collected in Chatlayer greatly benefits Contact Pro. Here are some useful variables/fields that are

recommended to use with Orchestrator.

Display name

Display name is showing customer’s name instead of source number/address in Communication Panel.

Variable name

pr— Multiple destination queues in Contact
Pro

You can add multiple destination queues in Contact Pro. You might want to do that for example if you want to

vary the destination queue based on customer’s intent detected during the bot phase

For multiple queues, you must keep the same ConvAPI App ID prefix in the queue name. Vary the queues with
a hyphen and with a unique identifier, for example:

Assuming the App ID is 01JF8" _IP. three new queues could be configured as:
OUF89A.. . ol o< acc-ci-e -ime..-zsinchconversation.com,

OVF89 " T - - B sl> sinchconversation.com, and

01IF89L :I>.sinchconversation.com, where <channel> is the

desired channel.



https://brand.sinch.com/

c% sinch

Miscellaneous

improvements
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Dual Sinch Contact Center (DSCC) <oemh

Project status update 09/2025

DSCC project roadmap*
Contact Pro's Public Cloud is moving to a
dual-instance model, providing each tenant
with both an active and a passive instance.

This DSCC architecture delivers two major
benefits:

» Shorter Maintenance Downtime

* Quarterly updates and patches are

performed on the passive instance, leavin . '
the active service uninterrupted. s September 2025 (25q4) status: What's next L
- We are ready to deploy * Prepare existing tenants for DSCC
* For customers, this means significantly i A
shorter maintenance windows. new tenants to mlgratI(?nS . 5 g
DSCC model o Start migration of existing
+ Enhanced Resiliency tenants to DSCC model

» The active/passive model improves the
reliability and fault tolerance of the Contact
Pro infrastructure.

* Planned timeline applicable for changes
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Separate locations for Built-in and Custom Prompts

You can now define separate storage paths for built-in and custom
audio prompts.

This feature improves organization and prepares the system for the
upcoming DSCC implementation.

Prompt Definitions

* Built-in Prompts: The standard audio files delivered with the
Contact Pro software package.

* Custom Prompts: Audio files uploaded by administrators via
System Configurator > Prompt Management.

Notes for On-Premises Customers

* No Action Needed: If you don't configure a new path, the system
will continue to work as before, using a single location for all
prompts.

* Manual Action Required: If you choose to separate the prompts,
you must manually move your existing custom prompts to the
new folder path.

+ System Reset: A reset is recommended after changing the
prompt paths.

% Sinch Contact Pro System Configurator - TEAM3

File Personalize Help

bt System Services : Prompt Settings

c% sinch

¥
E Home Save | ) Reset
v E System Services

|| Voicemail Settings |v Basic Settings

|| External Agent Settings
|| CMC Settings
|| Conference Settings Custom prompts location

Built-in prompts location

|| Recording Settings

DASAP\ContactCenterVUNTEAM3_PSTM\prompts

DiASAP\ContactCenterVUNTEAM3_PSTMWCUSTOM_PROMPTS

)

o

|| E-Mail Settings

|| Chat Settings

|| 53 Settings

|| SMS Settings

| | Batch Job Server Settings

|| IP Desk Phone Settings

|| Queue Callback Settings

|| Emergency Location Settings

|| Simple Motification Service Settings

Prompt settings in Contact Pro System Configurator.
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APl improvements

User settings via Restful Configuration Interface

RCl/users/{userld}/settings, enables you to change
Visible A Number
Use MTD / Simultaneous Ring Mode
Activate Other Number
Other Number
Terminal for Outbound Calls

Show QR code for app setup in Communication Panel or Launchpad.

Al Analysis via Contact Management Interface

CMl/contacts/{contactlid}/aiAnalysis
GET
POST

c% sinch
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c% sinch

Planned release dates for 25q4
Release to Customers’ test tenants September 239, 2025
Release to Customers’ production tenants October 11th, 2025

Follow us on YouTube - Sinch Contact Pro

Sinch Contact Pro community page

Contact Pro documentation

End

of Show and Tell
presentation
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https://www.youtube.com/playlist?list=PLDWxiKsSIVPKgNU-zKJWGZeur78UqIT6t
https://community.sinch.com/t5/Contact-Pro/bd-p/Contact_Center
https://docs.cc.sinch.com/
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