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The Contact Pro 26qgl release represents a major evolution in how we empower agents and team leaders with real-time
visibility, ensuring that critical data is not just captured, but instantly actionable.

With 2691, the New Dashboard is ready for prime time. We have moved beyond static reporting to dynamic, scalable
visualization tools that offer true operational command. Whether monitoring real-time SLA gauges or queue capacity alerts,
teams can now spot trends and disruptions instantly, enabling immediate, data-driven decisions that protect service levels.

For our agents, 26gl focuses on smoothing out the thousands of micro-interactions performed every day. Alongside native
Arabic language support for our global workforce, we have rolled out impactful usability enhancements — from smart email

formatting to instant directory identification. These improvements allow agents to focus on what matters: the customer.

Furthermore, we continue to strengthen our integration ecosystem. With new capabilities like automated chat attachment
synchronization to SAP Service Cloud, we are ensuring a unified customer history without manual effort.

Overall, the 269l release delivers a smarter, more visual, and more user-centric platform. I am incredibly proud of the
team’s dedication to these improvements, which collectively drive faster resolution times and a more seamless experience
for both our users and their customers.

Markku Helin, Head of Product, Sinch Contact Pro
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Agenda

This 2691 Show and Tell presentation
is available on

Contact Pro Community Pages

And as always, list of all changes
including corrections will be available
in What's new.

. Communication Panel content and

usability enhancements

. Chat, messaging and emaill

improvements

. Dashboard content and usability

enhancements

. 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




Email editor enhancements

Pasting content to email

When you paste text using Ctrl + V, you'll now see a
quick format selection dialog. Choose whether to keep
the original formatting (HTML) or paste as plain text,
giving you full control over how your email looks.

Benefit: Ensures your emails stay professional, clean
and consistent, while still allowing flexibility when
needed.

Email editor default font and size

The email editor uses Arial, 10pt as the default font.
Now users have the flexibility to choose their own
default font and size for composing emails. A new
Email Settings section has been added under:

CP > User Menu > Settings > General Settings.

Benefit: Personalize your email experience by
maintaining consistency with your brand or style

7] Paste formatting

How would you like to paste the content?

Keep formatting Remove formatting

Dialog now seen when pasting into the email editor

Email settings

Font name

Tahoma

ront siEe

12pt

Tahoma = 12pt = B I

User can define a default font and size for the email editor

c% sinch

Arial

Arial Black
Book Antigqua
Calibri
Comic Sans M3
Courier New
Geneva
Georgia
Helvetica
Impact
Raleway
Sans Serif

Symbol

Terminal
Times

Times New Roman

Trebuchet
Verdana
Webdings

Wingdings
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Dialpad enhancements

Dialpad also for mouse only actions

We've updated the dial pad to make it easier for
mouse-only users. You'll now see three new buttons:
Plus (+), Call, and Backspace.

Benefit: These additions are designed to give you
quick access to essential actions without needing a
keyboard.

Smart DTMF Toggle

The DTMF (keypad tones) ON/OFF switch now
remembers your preference across calls and even
after logging out.

Benefit: Eliminates repetitive clicks. Set your preferred
mode once, and the system respects it for every
subsequent interaction.

c% sinch

Make a call Dial pad
From: | |
1748 (Sinch Phone Queue ~
T 2 3
+1234567830 *
5 3
1 2 3
8 5
4 5 &
0
#
7 8 9
&
* 0 #
DTMF (Z.
* A & Close
Call Close DTMF ( ) j )

Enhanced dialpad allows for mouse only actions.

DTMF is off, so the digits you press won't be sent as tones
Close

DTMF switch state now maintained in last
set state.
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One-click date and time reset

A new "Reset" button has been added to the date and
time pickers in both History and Picklist views.

It instantly snaps the date range back to "Today" with

a single click.

Benefit: Eliminates the need of manually scrolling back
to the current date, making list navigation significantly

faster.

Conversation type

i

i
(=]
=

source / destinat

i

PP T p—— i iy
Additional activities

]
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Detailed search

«| Call recording

+| Scripting

All status values

All queues (Phone)

12/1/25, 9:00 AM

Quickly reset of the date and time filter to current day

R
v| Transcript
nternal notes
X
R
b4

G 12mo025 759PM B %

Search Clear Cancel
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SRM update: Call hold & Warm transfer &% sinch

Simultaneous Ring Mode (SRM) allows agents to use

external devices (mobile/desk phones) for audio while Hold
managing call and the integrations in Communication
Panel.
Call hold
First Agent briefs the Second Agent
Agents can now place calls on hold and retrieve them e
directly from the Communication Panel. Warm Transfer & ;
el >
Benefit: Gives agents time to handle internal tasks or Then the call is transferred
check details while the music on hold keeps the caller
engaged and reassured.
~ Simultaneous ring mode (SRM) and external agent settings
Warm transfer (Assisted transfer) : _
Simultaneous ring mode
Now you can consult with a colleague before | =R g o
transferring a call. This means you can have a quick TD ™
conversation to ensure a seamless handover for the o
Ca||el“. Use for outgoing calls
Benefit: Agents can consult with CO”GGgUGS before Communication Panel > User menu > Settings > Simultaneous ring mode configuration
transferring, ensuring accurate information and
context.
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39 party extensions -

Custom extensions everywhere = .

We have expanded the "Extension Area" framework
beyond the conversation view. Third-party buttons
can now be placed also in the Home, Picklist, History,
and Directory views.

Key Controls:

* Precise Positioning: Choose exactly where the
button sits in the toolbar.

* Universal Access: Option to make an extension
visible globally across the app.

Benefit: Provides dedicated real estate for custom
business logic or tools that agents need to access
independently of active conversations.

Queues (49) Q
=D ] @
v % Phone Queue1 00:00 a1
o 100024 bl jos ) des 0000 0o
() %) Notreaay 0102 Available
Home Picklist Conversations
Picklist (1) i Al M B & N v
& @ i Q ? xe) () @
- Sinch Conv API) WA +44  12/9/2025
© Markku Helin OKI Let's continue. In queue Pick ¥ Helin, Markku ( ) " 00:00:06
1123111 AM
( Jx ) Not ready 3 Available £
Home  Pickist  Conversations
WhatsApp chat
My conversations
Previous conversations (5) =
1“. Markku Helin
B
Pending (0)
- &
(_ ) %) Not ready 023 Available o
Lt ®
Home  Picklis Conversations ~ History @
Conversations () Q SR WM 2 B
ES e
e & @ i) ® s e} ® i
¥ &
B 9
S . (Sinch ConvAPI) WA +44  12/9/2025, _ B
Y 1 W
Markku Helin OKI Let's continue. l In process Helin, Markku 75 14:31:11 AM 00:02:35 F
®
®
12/9/2025, 5
E i Saario, Jy - L=
aario, Jyrki RE: Pong l Handled aario, Jyrki dev.team3-1 11-30:30 AM 00:02:18
I | &
dev.teama- 12/9/2025, nat |
Saa Jy - F
1@sapcc RE: Pong ' Handled aario, Jyrki dev.team3-1 11-29:34 AM 00:00:00
@
121812025, i @ O
Saario, Jyrki Pong l Handled Saario, Jyrki devteam3-1 00:02:25
12711 AM
({EE\’
= (Sinch Conv API) WA +44 12/9/2025, F
9 TeroN Hello | y N Te 00:16:02
ero Nurmi ello | yep I Handled urmi, Tero = e A
— (Sinch Conv API) WA +44 12/9/2025,
Markku Helin Hello againt IAnanconea 3 riinn ang  00:05:00
Q + & O
Gz Bev

Extension areas in Home, Picklist, Conversations and History views.
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One-click extension visibility

A new extension toggle button allows users to
instantly show or hide the entire Extension Area.

Smart Restore: When toggled off, the extension area is
hidden to maximize the Communication Panel Ul
space.

When toggled back on, it automatically restores the
extension area toolbar and re-opens your last active
extension.

Benefit: Gives agents full control over the CP
workspace, allowing them to simplify the interface
when focusing on a conversation, yet retrieve the
extension area tools instantly without losing context.

() %) Notready 15

Home  Pickiist  Conversations
My conversations
@ Markku Helin
EA toggle
Pending (0)
button
Viewing (0)
(%) Notreacy 123
Home Picklist Conversations History
My conversations
@ Markku Helin
Markku Helin: 11:31:11 AN
Pending (0} OKI Let's continue

History

arkku Helin: 11:31:11 AM

OK! Let's continue

[v] Available ~

WhatsApp chat

Markku: 11:31:47 AM_ W/

Thanks fer the message, we've connected you to Markku.

" "coordinates"’
2906" "longitude™"24 812834"}}

Contact center: 11:42:25 AM
This discussion has been idle for 10 minutes and will be disconnected
after 4 minutes.

Markku: 11:42:45 AM_ A/

not yet

Thanks for the location. This helps]|

Viewing (0)
Ma
&« show less G
Gz

Extension area toggling: Show extension area / Hide extension area

Z ‘Enccha\‘

Accepted: 11:31:46 AM

[¥] Available

WhatsApp chat
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Thanks for the message, we've connected you to Markku.

This discussion has been idle for 10 minutes and will be disconnected after 4 minutes.

Show Location (conversations view only, with q...

StreetMap contributors

X

[

+ B B8 @& 0O

@%EV

&
Markku: 11:31:47 AM ¥
Contagt center: 11:42:25 AM
Markku: 11:42:45 AM 4
not yet

I‘En:chat‘
k & O
(%EV
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WebHID headset support and how to enable it o5 sinch

WebHID (Web Human Interface Devices) is a
browser-based standard that allows Contact
Pro to communicate directly with your
headset.

The purpose of WebHID support is to simplify
the installation and setup procedure for call
control devices.

Supported Devices (Beta):

+ Jabra: Evolve 65 (USB) with Link 370
(Adapter) , Engage 75 (Dock/USB2)

* Poly/Plantronics: Voyager Focus 2 with
BT700 (Dongle), EncorePro 525, Savi 8400
Office (DECT)

» EPOS | Sennheiser: SC6x5 USB

Note: This is a Beta release. Please check the
up-to-date documentation for the list and
provide feedback on any additional devices
you need.

Direct and auto-allecation Cal

Synthetic v @

Knock knock v @
Huntgroup ca

Marbles “ @
Campaign cal

Bells v @

Audio devices

WebHID-supported devices

(None)

. WebHID supported devices

Jabra

EPOS | Sennheiser

HP | POLY | Plantronics

Y TOTTE

Audio devices settings in Communication Panel showing WebHID-supported

devices option.

Simple 3-Step Setup:

1. Plug & Select: Connect your supported
headset.
In the Communication Panel settings,
select the "WebHID-supported devices”.

2. Authorize: Your browser (e.g., Chrome or
Edge) will display a security pop-up asking
for permission to connect to the device.

3. Connect: Click "Connect” to grant
permission. Contact Pro now has full bi-
directional control (answer/hang-up) of
your headset.
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Arabic language support (

We are introducing Arabic as a selectable Beta
language in the 26ql release.

This includes a full Communication Panel user
interface transformation to Right-to-Left (RTL) layout,
Arabic translations, and right-justified text inputs for
chat and email.

We furthermore support both western (0O, 1, 2, 3) and
eastern (+, ), Y, ¥) Arabic numerals.

Benefit: Provides a native and intuitive experience for
Arabic-speaking agents, supporting operations in the
MENA region with a localized workspace.

Feedback request: We invite our Arabic-speaking
users to pilot this experience.

We actively seek your feedback on both the RTL
functionality and the accuracy of the Ul translations to
refine the capability in coming releases.

Beta) c% sinch
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Communication Panel with Arabic Ul.
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Internal notes indicator on history and picklist o sinch

\72 Not ready 0045 [7] Available ~ =
Home Picklist Conversations History
Communication Panel.now Pickiist (1 A cKE &SNy X
displays a highlighted icon . o - o = - o o ¢
. . = 4
in both the History and © o
PiCk“St VieWS Whenever a ©  Markku Helin ::;;;’e are againt | In queue Pick Chat.Sales1 }?gfgésﬁm 00:00:50 = Es
conversation contains lntternal 3
. notes
internal notes. icon
':2' Not ready 0102 7] Available ~ &
Home Picklist Conversations History
Benefit' Agents can Spot Conversations (5) QS B O NY
conversations with existing s & © & L e ® ®
fﬁgrtneﬁ:)bf:\ﬁi?;cﬁg are S G caoue0 [ anceo
prepared with background © Markku Heln [ randes Hetn, Mark (Snch CanvAPYWA'+44 1262025, 0105 o
information immediately. -
Mo ¥ 786 Call to 562 lHandled Helin, Markku Operator direct :f@fgfim 00:00:34 -
’;ﬁgﬁzgf%;’7/2;7’;%;2’7‘/6’36170”' g 786 Call to +3584 l Handled Helin, Markku Operator direct :f@fssim 00:00:48 =
© Markku Helin hei | Hi Markiu lHandIed Helin, Markku (?Sé‘;:n ??_”_V_Ap” RiAS 4 f@fgiir . 000407
Q + @
o Bev

History view showing conversations, here two highlighted examples containing internal notes.
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Freetext search: Now also with call transcripts

We have enhanced the history
search to support free-text
queries within call transcripts,
treating voice content just like
chat logs.

This feature is available for
environments with the Call
Recording Transcription service
enabled.

Benefit: Transforms voice data
into searchable text.

Agents and supervisors can
instantly pinpoint specific calls
based on context (e.g., "refund,”
"competitor name") without
having to listen to hours of audio
recordings.

Y
v () Ready

Home

Picklist

Conversations (1)

&

Detailed search applied ®

Conversations

History

G

[¥] Available ~

®

B

Q) Z B

@

c% sinch

&=
W v
) @

Sinch Phone Queuel +358 12/8/2025. =
5 Helin, Markku the Customer  Call to 3450 . 00:01:05
L3 s l Handled Helin, Markku 141 1:31-44 PM
v | } Ready Available ~ &
Home Picklist Conversations History
My conversations Conversation details oox
' - .
i 00:00:0¢ 00:00:47 e .
Dandine (0) |~ Al analysis
. 1 L =
Detailed search Ready x KPR L
L Language:
English
Conversation type: = calls w . - S —
s Call transcript Auto-scroi () %) Qa S——
Source / destination Customer Service ®
Additional activities: v| Call recording ~| Transcript Agent 00:00.01 Keywords @
Hello? (2 )
Scripting Internal notes b EngrBepoiylicket B
Cust 00:00:02 -
Transcript / Body text: | ermror b4 - ‘_ . Sentiment
& Hello, this is Marcus. Neutral
Internal notes
Agent: 00:00:04 Summary =
Yes. e The customer is reporting an error and
the agent is trying to gather more @
D Customer 00:00:04 information to file a ticket
e Yes, | would like to report an error. x®
Status® Al status values ~ ®
Queue:  All gueues (Phone) ~ e
Agent name Q + G O
Daterange: 12/8/25 12.00AM  [® 12825 11:59PM [
‘%EV
Search Clear  Cancel (

Freetext search within call transcripts.
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Directory identification for iIncoming conversations e sic

Contact Pro now automatically
matches incoming phone calls and
emails against the central Directory to
identify the customer immediately.

(v () Reaay Available ~ a5

Home Picklist Conversations History

My conversations

Context at a Glance: The customer's @ vetn, marsu..

Name is now displayed instead of a raw R A

phone number or email address in the , B L S

Picklist, History, and Hunt Group views. e # §  Incoming emai

Consistent Visibility: This identification ® i e e customer ® o ©  Incoming WhatsApp chat

persists throughout the interaction @ et A — R

lifecycle - from the initial offering @ooee G e B Corenauene

screen to the active conversation view. oy SO TAmAMUIRE S cungn S
deme cmai @ oo e

CR

Benefit: Agents can instantly recognize & sowess (Seame | ¢ rete oz

VIPs or known contacts before even - _ S

answering, allowing for a more : ’

ma7 Incoming: 14712 PM Bev

personalized and prepared greeting.

Communication Panel displaying customer’s name as stored in the directory.
Here incoming call with matching phone number and incoming email with matching email address.
The name displayed with incoming WhatsApp is retrieved from Conversation APl contact service.
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Hunt groups: Know who is calling oc;

f v | 7:w Ready Available an

-
Fome - Picklist - Conversations New call in Picklist
Picklist (1) comig cal
Directory matching is now fully & @ @ @ | o e cstore
integrated into Hunt Group queues, e voe | mE  Seam S e Cusae iR
providing caller identity at every Y votngune L
touchpoint.
Picklist Pick Mute
Picklist View: Agents scanning the
shared queue can now see the G reany pratene £
Customer Name for every waiting call, e T Conversatens
not just the phone number. My conversations w2
@ Helin, Markku th

%‘ Incoming call B

Pop-out View: The immediate call alert

. Pending (0]
also displays the matched Name and i Calactie &
the phone number in brackets. e @ Cweniaes ®
Sinch Phone Queue2 +358 24 o
=Y
# N B
C)22 @ Customer
Benefit: Allows agents to make Incoming call thru hunt group type queue. Hem M &
0 o .9 e el Customer’s directory name is shown both in the Quctere @
informed decisions and prioritize VIPs Picklist and in the new call pop—out view. L] Smes— «
ore . how are you?
or specific contacts directly from the o
shared Picklist. ©
Recording B
On

& Show less [ Hold ] l Mute l ‘ Hang up
a + @ [
O)22 Accepted: 3:50:26 PM Bev

Active call showing both customer’s phone number and the customer name as found in the directory.
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Enhanced identification in History and Dashboard

The History View in Communication
Panel now displays the resolved
Directory Name instead of a raw
phone number or email address.

New "Source name" column: We
have added a dedicated column in
the New Dashboard that populates
with the Directory Name when a
match is found.

Benefit: Agents can quickly scan
their past interactions and recognize
customers by name without needing
to open the details.

() reagy Available &
Home Picklist Conversations History
Conversations (3) Q CIBE ® N
G & o 0 b i) €] ®
Okay, I'm ready to proceed (Sinch Conv API) WA: +44 12/9/2025.
Markku Helin Y | y , . 00:00:20
with the order Handied Helin, Markiu 7531 2:57:06 PM
Sinch Phone Queuet +358 14 12/3/2025
Helin, Markku the Customer Call to 3450 I Handled Helin, Markku y 00:01:03
2:56:04 PM
Helin, Markku the Customer inguiry I Handled Helin, Markku dev.team3-2 12625 00:00:22
! auiy " 25510 PM
= (% Dashboard
Conversations (3)
th
. Stort e Endtine
A Wl Columns = Filters = Density % Export | 12/09/202514:00 ] ] [ 12/10/2025 00:00 ] ]
L] Su. i Souce {  Source name i Suje. i Queve ! Stats ¢ Y i A 4 i Comn. i Disco. }
e @ +35¢ 3 Markku Helin Okay,Im . (Sinch Co. Helin, Markk. 25706P..  25709P..  2:5725P.
) —
3584 Helin, Markku the Customer Sinch Ph.. Heiin, Markk, 256:04P.. 25615P..  25705P..
e marki Helin, Markku the Customer inquiry devteam. Helin, Markku 25510P..  25525P.  2:5530P.

[)1s
CP Conversations history

view showing the matching
name from the directory.

Dashboard Conversations showing the source and the matching source name.

Waiti..  #

00:03

oo:m

0015

Hand.

0016

00:51

00:05

c% sinch

HEZe ¢k
Search
Wrop.. ¢ Total. i Re. i Sc. i Ag. }
00:01 00:20 &
00:02 0103 ® &
00:01 0022 &
Rows per page: 250 v 1-30f3
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Directory matching logic

Incoming calls in Picklist and Hunt
Group views now show the
customer’s name immediately,
allowing for a personalized greeting
from the very first second.

Smart Matching Rules for phone and
email:

* Unique Match: Displays Directory
Name.

* Multiple Matches: Displays the
number/address with a "Multiple
Matches" alert.

* No Match: Defaults to the email
display name. With calls showing
the phone number.

Note: Chat and conversational
channels continue to prioritize the
name provided by the channel
provider.

|’\7 ) X ) Notready 0704

Home Picklist
Conversations (4)

(e

Detailed search applied ®)

2 {Anonymized by DPO}
£ markku(
O +35840: (-]

© Markku Helin

Multiple
matches
alert icon.

Cl1e

Conversations

c% sinch

[7] Available ~ &

History Directory
a[CB W nY

S H] Q b e e} @

12/9/2025,

CP Conversations
history view showing
conversations,
where there are both
no matches and
multiple matches in
the directory.

{Anonymized by DPO} l Handled Helin, Markku dev.team3-2 39341 PM 00:00:27
12/9/2025, N
need for a spare part l Handled Helin, Markku devteam3-2 3-19:06 P 00:00:15
= C2 Dashboard HEZe e
Conversations (4)
th .
Start time End time
. _
A WMl Columns = Fitters = Density ¥ Export | 12/09/20251500 ] l [ 12/10/2025 00:00 ] l Search
!I Su Source i Source name g Su. i Qu. i St i b ¥ i Co. i Dis.. } W. i Ha. i Wr. i} Tot. Re.. } Sc. i  Ag. i
o @ {Anonymizedby .. {Anonymized by DPC} {Ancny.. devte. (Hon. ) Helin Mar 323:41. 3240. 32407. 0023 q Select directory entry
@ markku markku@ needf. devte. (Hon. ) Helin Mar 319:06. 3W96. 31920. 0010 q
Several matches found. Choose the right one.
e +35840) 4358 i @ inch.. (Hon.) HelinMar 3T259.. 31823 31832 0025 q
@ +35840) Markku Helin Hello (Snch_  (Hon_ ) HelinMor 3T/58_ 3802 318%. 0005 | i Doe, John

Helin, Markku the Customer

Select Cancel

1-4of & (

Dashboard Conversations showing conversations, where there are both no matches and multiple matches in the directory.
When clicking on an entry with multiple matches, the CP directory shows the dialog for choosing the right one.

© 2025 Sinch All Rights Reserved

Rows per page: 250 =




Chat, messaging
and email

improvements
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Message Delivery Indicators (« «)

Agents now receive real-time feedback on the
status of their outgoing messages across
conversational channels (via Conversation API).

We have adopted the industry-standard
checkmark system right next to the message
bubble:

» Delivered: Shows that the message has
reached the user's device.

« Read: (Where supported) Shows that the
user has viewed the message.

Hovering over the checkmarks displays a
tooltip with precise timestamps and status
details.

Benefit: Increases agent confidence and helps
manage the flow of conversation more
effectively.

Note: Requires correct Webhook configuration
in Conversation API. See documentation for
details.

Jukka agent & & 10:41:31AM

Thanks for the message, we've connected you to Jukka agent £

Jukka agent & & 10°41:31AM

Thanks for the message, we've connected you to Jukka agent €& &

Delivery and read notifications for MT messages in WhatsApp.

Jukka agent ¢ & 10:49:58 M

Dear custnmer here iz the reference nimhber far vonr inauine
IDY1337V

Jukka agent @& & 10:49:58 WM

Dear customer, here is the reference number for your inquiry.
IDY1337TWX

Delivery and read notifications for MT messages in SMS.

Double grey indicating that the message reached the
customer, but the customer has not read the message yet.

Double blue indicating that the message reached the
customer and the customer has read the message.

One grey indicating that SMS on the way to the customer.

Double grey indicating that the message reached the
customer.

SMS as channel has no read indication and therefore the

indication never turns blue, even customer has read the
message.
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Dashboard

content and usability enhancements
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New Dashboard:; Enhanced Statistics View .

Move beyond numbers. G2 Dashboard

You can now Conﬁgure cards as Bar Longest queuing time Handled today In queue - Calls Longest queuing time
Charts, Gauges, Donut Charts, or
Pie Charts to visualize performance

trends instantly. 00:17 f\'\ 22 ¢ 00:16

Updated at 63158 PM Updated at 63158 PM Updated at 63158 PM Updated at 63E58 PM

Wallboard Ready: Cards are fully
scalable for large screens, with
user-definable title font sizes and

00:16 - Sinch Phone Queue2

text that dynamically adjusts to fit Longest queuing time Inqueue - Emails £ In queue e

the Card Iayout. Updated at 6:31:58 PM Updated at 6:3158 PM Updated at 63158 PM Updoted Ot 6:31:58 PM

Flexible Data: Display statistics for a 06:18 Q .

single queue or aggregate data ervot 20

across multiple queues for a S S
broader view. 22 SR

Arrived today

Updated at 63158 PM

Benefit: Empowers supervisors to .
build visually engaging, high-impact I St 5 e
dashboards that are readable from e e ——es (15) 10 3 2 - Sinch Phone Queuel

a distance or on a desktop.

Statistic view in the New Dashboard.
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Real-time SLA visualization SR

Designed specifically to help supervisors LQT - AA & HG call queues Longest queuing time
maintain the "Answered on Time" Service Level
Agreement (SLA). Updated at 5:4212 PM Updated at 5:45:58 PM

Traffic Light System: The card automatically
segments into Green (Acceptable), Yellow . ' )
(Warning), and Red (Critical) zones based on O O . 23 O O 22

your pre-defined queue settings.

Dynamic Visualization: Monitoring 2 Queues
00:23 - Sinch Phone Queuel 0022 = Sinch Phone GueueT

* Reactive Logic: If monitoring multiple queues,

the card automatically locks onto the single
worst-case conversation. LQT - Hunt group call queue LQT - Auto allocated call queue

* Visual Movement: Whether you use a Bar, ST A Updated at 5:41:56 PM
Gauge, or Pie chart, the graphic increases or
decreases in real-time, scaling exactly to the

wait time of that longest-queueing customer. O O i 07 r\ -
\

Queuing time critical level exceeded by 00:08
@ Queuing time waming level exceeded by 00:10
. . 5 ® Queuing time within ted 00:10
Benefit: Provides an instant, color-coded health i piecienes

check that alerts you before an SLA is breached. - Sinch Phone Queue2 e

The various formats of the ‘longest queuing time’ card statistic as, gauge with numeric, numeric only or stacked bar with numeric
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Visualizing queue load o5 sinch

Instantly identifies congestion by

high!ighting queues approaching their In queue - Email queues overall In queue card - Emails
maximum capacity.

Updated at 6:03:16 PM Updated at 6:03:16 PM

Traffic Light System: Displays capacity
status (Green/Yellow/Red) based on your
Warning and Critical conversation

thresholds.

Dynamic Scaling: Visuals (Gauges, Bars) Monitoring 2 Queues Monitoring 2 Queues
automatically increase or decrease to - stgqal-2 - stg.qal-2
reflect the current number of waiting

customers.

In queue - Primary email queue In queue - Secondary email queue

Smart Alerts:

* Priority Display: When monitoring Updated at 6:0516 PM e e

multiple queues, the card automatically
surfaces the queue with the highest

overflow risk. 7 _

» Capacity Alert: A "Warning Triangle" icon
appears immediately if the defined
Queue Size limit is met or exceeded.

The various formats of the ‘In queue’ card statistic as, gauge with numeric, numeric only or stacked bar with numeric
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Tracking productivity: Handled today card o5 sinch

Handled today - Emails Stg 1-1/2

Visualize the day’s total throughput while instantly Handled today - Sales

categorizing the quality of those interactions. Updated at 6:33:52 PM
Updated at 6:40:55 PM

Utilizes the False Attempt Limit queue setting to
accurately categorize short/failed calls.

4L2 ’ 6

Visual Segmentation:

* Donut & Bar Charts: Distinct segments for Handled
(Green), False Attempt (Yellow), and Abandoned (Red)

- 5 _ S (6) 6 0 0 - stgqgal-
allow for quick status assessment. B Y 2 Sy o4
¥ 7 1 - Sinch Phone Queuel

Cumulative 2 Queues

* Dynamic Growth: All formats cumulatively increase as
more conversations are processed throughout the day. Handled today - Frontline calls Handled today - Sales Calls

Intera Ctivity: Updated at 2:13:33 PM Updated at 6:42:28 PM

* Queue Breakdown: Hovering over a cumulative card
reveals a popover with per-queue details.

29

* Flexible Legend: The donut inset legend is a user-
clickable option, allowing you to display or hide labels
as needed.

(29) 10 16 3 - Sinch Phone Queuel- (23) 15 1 7 - Phone Queue2

The various formats of the ‘Handled today’ card statistic as, donut with numeric, numeric only or stacked bar with numeric
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Tracking volume: Arrived today card

Provides a clear picture of total inbound traffic for
the day, helping you spot volume spikes as they
happen.

Display Options:

* Numeric: Choose between a per-queue
breakdown or a single cumulative total.

e Bar Chart: Visualize trends over time.
Deeper Insights:

* Active vs. Handled: The cumulative count
segments data to show how many
conversations are currently active versus those
already completed.

* 15-Minute Breakdown: A smart popover on the
bar chart reveals volume distribution per 15-
minute reporting cycle, perfect for identifying
busy periods.

Arrived today - Calls and Emails

Updated at 10:45:48 AM

s

Cumulative: Tolols 58 Hondled 11 ACTIVE

gkl

gl Pt greig)
sigaai-F

Sarch Phoney Guassal + 56T,
wgoat-i

Sinch Phone Gueused « 255K

Arrived today - Calls and Emails

Updated at 10:32:21 AM

(=TT

® Sinch Phone Guoue]
Sinch Phone Guewe2

® siggal-t 14
stg.qal-2 10
stg.qal-3 (hunt groupk: 12

® stiggal-& 7

_ll ‘
000

The various formats of the ‘Arrived today’ card statistic as numeric or bar chart and data either per queue or cumulative

c% sinch

Arrived today - Calls and Emails

Updated at 10:57.30 AM

88

Cumulative 6 Queues
(29) 29 © - Sinch Phone Queuel
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Visualizing campaign progress

Keep a real-time pulse on your outbound
campaign operations with a clear,
graphical progress indicator.

Utilizes a modern Nested Pie Chart to
represent the distribution of call results
and campaign status.

Flexible Detail Levels:

* Standard View: A clean chart with a
legend for quick "at-a-glance” status
checks.

* Detailed View: Adds key campaign
metrics alongside the chart, giving
supervisors a comprehensive status
report in a single card.

Benefit: Allows managers to instantly
observe if a campaign is on track or falling
behind.

DevDemo Preview (Queue Dialer)

DevDemo Predictive (Campaign Dialer)

The various formats of the ‘Campaign’ card

c% sinch

Queue Dialing mode Total customers
OB Campaign Dialer Preview 10

Handled / Refusal 1 (10.0%) Created Start date End date
@ Hondied /Hang-up 6 600%) 1/8/2023,10:51:32 AM 1/15/2024, 12:00:00 AM 12/15/2025, 12:00:00 AM

@ Hondled / Success 3 (30.0%) Notes

Camapign for development testing

DevDemo Predictive (Queue Dialer) DevDemo Progressive (Queue Dialer)

@ Handied / Hong-up 1 (100%)

Handled / Hang-up 1 (5.0%)
L i @ Handled / Success 2 (200%)

@ Handied / Success 1 (5.0%) .\ ° <
@ Maccdls 18 G00%)
@ Nothandled / Call 4 {60.0%)

© 2025 Sinch All Rights Reserved



Stay informed: Disruption event card s

Keeps users fully aware of the system
status by tracking Current, Planned, and
Past disruption events.

Events are displayed in a structured Data
Grid format for easy reading.

Flexible Detail:

Disruption events : ACE Internet

» Customizable Views: Users can select
between Short or Long text definitions
for columns, allowing for either a
compact summary or a detailed

description. 12/10/2025, 5827 PM (Active') Week 50 London city power station switchover

Il Columns = Fiters = Density ¥ Export

Modified Intemal notes

2/10/2025, 15332 PM Week 50 London SW power station switchover

+ Targeted Info: Configure one specific B, ok 50 oo N power o tenee

disruption set per card and use Filtering
options to show only relevant events.

072005 589 P ——
/072005 e T ——
T2/10/2025, 15559 PM Week 51 London S power station switchover
T —— e
Benefit: Reduces confusion during outages 207202, 5t S

or maintenance by placing critical status oo/ 15243 T —
updates directly on the dashboard.

Rows per page: 250 v 1-9of9

The ‘Disruption events’ card.

© 2025 Sinch All Rights Reserved



Transcript column in Conversations view &% sinch

Conversation View now tracks
transcription availability.

A specific icon in the Transcript

column flags all transcribed
phone call conversations.

)

C% Dashboard

Conversations (5)

I Columns ?. Filters

Subty...

Sourcena- Y

Start time

= Density ¥ Export | 01/01/202500:00

Sinch Phone Queuel +35817..
Sinch Phone Queuel +35817..
Sinch Phone Queuel +35817..

Call Sales]

Transcript indicator in Dashboard

End time

) | | 11/22/2025 00:00

Agent
Jouni T54:59 PM, 10/29_
Jouni L4034 PM, 10/29_
smanager20 13859 PM, 10/29.

salesmanager20 13537 PM, 10/29/_.

2] (9]

T155:03 PM, 10/29/2025

T40:46 PM, 10/29/2025

139:08 PM, 10/29/2025

135:40 PM, 10/29/2025

Conversations can be filtered to show conversation with
or without transcriptions. (a separate filter also allows
searching of transcripts by text)

Search
Waitin_.. Handling.. Total dur.. Transcript
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Internal notes column in Conversations view Sa—

Conversation View now tracks the
presence of internal notes.

A specific icon in the Internal notes E
column flags all conversations that

have internal notes.

C% Dashboard

Conversations (5)

Start time

¥ Bxport | 01/01/202500:00

Sinch Phone Queuel +35817..
Sinch Phone Queuel +35817..
Sinch Phone Queuel +35817..

Call Sales]

Internal notes indication in Dashboard

Columns

Conversations can be filtered to show conversation with or without internal
notes. (separate filter also allows searching of internal notes by text)

Operator

Internal notes ~ is

End time

o) | | 11/22/2025 00:00

Agent
Jouni T54:59 PM, 10/29_

Jouni L4034 PM, 10/29_
smanager20 13859 PM, 10/29.

salesmanager20 13537 PM, 10/29/_.

m | |§| Search

Waitin_.. Handling.. Total dur.. Transcript
155:03 PM, 10/29/2025 X X : 2
140:46 PM, 10/29/2025 3 ; 7
139:08 PM, 10/29/2025 X :

135:40 PM, 10/29/2025
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New Dashboard .

Available -~ 27

Ishmael, Paul

IEJ Show Launch Button for Dashboard

. o . “id- .l My statistics
OU t wi th the Old, N wi th the neW.’ & E Enable quick access to the Dashboard from CP
[ Dashboard
New Dashb.oard has now reached a gooc! feature.parlty (B New Dashboard
marker for its predecessor to be retired in a coming
release. _ (?) Help
» conversations
c% sinch
Access Your New Dashboard = | -~

Basic Auth URL:
https://[your-tenant]/dashboard/ e

SSO URL:
https://[SSO]/[your-tenant]/dashboard/

. Pro's Tip: Enable “Show launch button for Dashboard” in : — .
SC template settings for quick access from CP.

# Starting 26q1: All dashboard documentation will
reference only the New Dashboard. %

Documentation will now refer to the New Dashboard
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Integrations

enablers and improvements




c% sinch

Automatic attachment upload for
SAP Service Cloud (V1

SAP

() H E-rr::f Derarations Inc >
Files exchanged during conversational = )
chats are now automatically uploaded to , , .
SAP S . CI d (V_I) & Smith Decorations Inc. s C

ervice Clou .

) 4_:%1545 ;l-é.::.c: ABC Classication ®
This covers all conversational channels o o Cstoner
(WhatsApp, RCS, FB messenger, etc.), and B ovwnew  Knoneog: Bose Live Engagemerts -
SinCh Chat. = Contact Information _Sg!’lélllgg?mr?[ionslnc.-mikeSmilh x Timeline c v (e}

10 - ber 2025

*= Mike Smith (7 () Ready 7] Available & =

@ Address Home Conversations History e ~

Keilasatama 5/ 02150 / Fi

= - To Juliane Beyer
HOW it Works: Once the Chat endS, IS :-_.:_E_:aoull::h::-r 9 (1 D1KAVIETEBVIAF7ASTAWRTTALS pot | | (B 01KAV1935Q7KBK1G26XC295P7D jpg
attachments (images, docs, videos) are o | =
automatically uploaded to C4C and - __

. . . . = v e, View Transcript

displayed in the Customer Hub Timeline. - ® ’

= : Registered Products (0) = ber 4, 2075

D Serial ID 2 @ @ )
. 9 | = Message From: ~35840357 s e
How to get this: Create a service request to - e s |
Contact Pro operations team to enable the | . 0 - r v|
orchestration layer. Configuration of this - L B——
functionality iS done in EDI. E_ Tickets from Last 7 Days (0) 41PM @ Call From: +35840357 v |
. g;l('?;.rl'ﬁzgeiw,:rmsmwm‘rms pdf Catler: Mike Smitl Agent: Juliane Beyer Linked Documents (0)
” @ Agent: Juliane Beyer Linked Documents (0) e v|
o o Q + B 8 & June
Benefit: Ensures a unified and = rssnn 1 - o |
= resses Cle Accepted: 3:17:10 PM “DEV g v

comprehensive customer interaction ,
history within SAP Service Cloud.

®

SAP Service Cloud (V1) timeline displays the conversation attachments

Agent: Julisne Beyer Linked Documents (0)
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EDI enhancements

Advanced string manipulation

c% sinch

Unrestricted usage for edi://echo

We are introducing powerful Python-style string functions
directly within Event-Driven Integrations, giving you granular
control over data variables.

Key Use Cases:

* Precision Slicing: Extract specific segments like area codes or
year digits from any data variable.

» Find & Replace: Easily remove unwanted prefixes or
standardize terminology.

* Regex Support: Use advanced pattern matching for complex
validation and sanitization, for example:

+ Data Sanitization: Strip non-numeric characters from phone
numbers.

- Data Masking: Obfuscate sensitive Pl (like email usernames) while
keeping domains visible.

* Format Validation: Normalize whitespace and special characters.

Benefit: Reduces the need for external scripting by handling
complex data transformations, like Pll masking or phone
number cleaning, natively within the EDI flow.

We have updated the EDI configuration limits.

While the limit of 3 configurations per Queue/Direction/Event
remains for external integrations to ensure stability,
edi://echo queries are now exempt from this count.

You can now add as many internal data processing steps as
needed for any specific Queue or Event.

Benefit: This empowers administrators to build sophisticated,
multi-step data workflows, such as setting variables or
reformatting data.

© 2025 Sinch All Rights Reserved



c% sinch

Miscellaneous

improvements
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Dual Sinch Contact Center (DSCC) <oemh

Project status update 12/2025

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, leaving

the active service uninterrupted. December 2025 status: What's next
. o  From now on, in EU, * Prepare other regions for DSCC
» For customers, this means significantly we will provision all « Prepare existing tenants for DSCC
shorter maintenance windows. . )
new customer tenants migrations
* Enhanced Resiliency in DSCC model. « Start migration of existing

tenants to DSCC model

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

* Planned timeline applicable for changes

© 2025 Sinch All Rights Reserved



APl enhancements —

» CMl/Messages resource now follows SC — Queue — Numbers/addresses — SMS Sender ID field
» CMlI/Contacts can now search from call transaction with full text search

» CMI/Contacts now returns if a conversation has internal notes, hasRemarks:true/

© 2025 Sinch All Rights Reserved



MiSC Of MiSC c% sinch

+ System Configurator — System Service — Recording Settings — Automatic File Removal parameter has been fixed to delete the
recordings in cloud environment. Additionally, the parameter deletes CTR (Contact Trace Record) files.
Note: the recommendation remains to use Data Retention parameters instead of this one.

+ Additional campaign views of ‘All customers’ and ‘My called customers’ added to the new dashboard.

* Improvements made to Communication Panel’'s email editor based on customer feedback.

© 2025 Sinch All Rights Reserved



c% sinch

Planned release dates for 26q1
Release to Customers’ test tenants December 30th, 2025
Release to Customers’ production tenants January 24th, 2026

Follow us on YouTube - Sinch Contact Pro
https://www.youtube.com/playlist?list=PLDWxiKsSIVPKgNU-zKJWGZeur78UqlIT6t

Sinch Contact Pro community page
https://community.sinch.com/t5/Contact-Pro/bd-p/Contact_Center

Contact Pro Documentation

https://docs.cc.sinch.com/ E |

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

	Slide 1: Contact Pro 26q1
	Slide 2: The Contact Pro 26q1 release represents a major evolution in how we empower agents and team leaders with real-time visibility, ensuring that critical data is not just captured, but instantly actionable.  With 26q1, the New Dashboard is ready for 
	Slide 3
	Slide 4: Communication Panel
	Slide 5: Email editor enhancements
	Slide 6: Dialpad enhancements
	Slide 7: One-click date and time reset
	Slide 8: SRM update: Call hold & Warm transfer
	Slide 9: 3rd party extensions -  Custom extensions everywhere  
	Slide 10: One-click extension visibility
	Slide 11: WebHID headset support and how to enable it
	Slide 12: Arabic language support (Beta)
	Slide 13: Internal notes indicator on history and picklist
	Slide 14: Freetext search: Now also with call transcripts
	Slide 15: Directory identification for incoming conversations
	Slide 16: Hunt groups: Know who is calling
	Slide 17: Enhanced identification in History and Dashboard
	Slide 18: Directory matching logic
	Slide 19: Chat, messaging  and email
	Slide 20: Message Delivery Indicators (✔️✔️)
	Slide 21: Dashboard
	Slide 22: New Dashboard: Enhanced Statistics View
	Slide 23: Real-time SLA visualization
	Slide 24: Visualizing queue load
	Slide 25: Tracking productivity: Handled today card
	Slide 26: Tracking volume: Arrived today card
	Slide 27: Visualizing campaign progress
	Slide 28: Stay informed: Disruption event card
	Slide 29: Transcript column in Conversations view
	Slide 30: Internal notes column in Conversations view
	Slide 31: New Dashboard 
	Slide 32: Integrations
	Slide 33: Automatic attachment upload for  SAP Service Cloud (V1)
	Slide 34: EDI enhancements
	Slide 35: Miscellaneous
	Slide 36: Dual Sinch Contact Center (DSCC)
	Slide 37: API enhancements
	Slide 38: Misc of Misc
	Slide 39: End

