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The Contact Pro 2692 release places our users at the heart of the
experience, making their daily work easier and more intelligent through
powerful AI assistance and beautifully redesigned, efficiency-focused tools.

Our deep integration with SAP Service Cloud V2 remains a long-term strategic
priority, and we will continue to introduce new capabilities in the coming
releases. With 2692, we are automating entire workflows — from creating
cases during the initial bot interaction to delivering AI-powered call
summaries directly to the C4C timeline. This ensures agents have full
context instantly, without manual effort.

We are also introducing Video Assistance, a true game-changer for many
customer service teams. It enables agents to see exactly what the caller is
seeing, transforming remote troubleshooting and accelerating resolutions.
This, combined with a major visual refresh of the chat UI, creates a more
modern and effective agent workspace.

Furthermore, we continue to enhance our New Dashboard with more flexible
service level visualizations and user group filtering, providing leaders
with the clear, actionable insights they need to manage their teams
effectively.

Overall, the 2692 release delivers a smarter, more automated, and deeply
integrated platform. I am incredibly proud of the team's dedication to these
improvements, which empower our users to solve customer issues faster and
more collaboratively.

Markku Helin, Head of Product, Sinch Contact Pro
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Agenda

This 2692 Show and Tell
presentation is available on Sinch
Contact Pro Contact Pro Community

Pages.

List of all changes including
corrections will be available in
What's new.

ok 0N H

Communication Panel content and usability enhancements
Chat, messaging and email 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://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/cloud/whats-new/en/index.html
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Chat view enh

Chats view makeover

Experience a refreshed chat view with a
cleaner layout, revised chat bubbles, and
theme-based colours that make your
conversations clearer, more modern, and
easier to follow.

Benefit: Stay focused, with a friendly look and
feel for every chat conversation.

Modern layout

* Customer messages in yellow

* Agent messages in green

+ System messages, such as prompts in blue

Benefit: Personalize your chat experience by
with the theme of your choice.

ancements

My conversations

9 Andrew

Pending (0)

Viewing (0)

A sample message sent by a customer
A sample prompt message sent by the system

A sample message sent by the agent

Sample image with added text

A sample message with a link hitps //sinch com/products/contact-pro/

sample message with a link. hitps /isinch com/products/contact-pro/

A sampie 'reply to' message

The revised active chat view with the Sinch theme applied
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Sinch theme enhancements

Complementing theme change

The Sinch theme features a refreshed visual
design that aligns with the updated chat view
experience it's also been extended to both
light and dark themes. This revision introduces
a modernized Sinch colour palette and
updated Ul components, creating a more
cohesive and visually balanced interface.

Benefit: Delivers a clearer, more intuitive, and
visually consistent user experience across the
Communication Panel.

Summary of changes:
* Complementing Sinch brand colours

* Chat view colours based on light or dark
theme selected by user

* Revised look to the Extension area
* Using cards rather than the previous panels
* More options to collapse or expand cards

Benefit: A cleaner UX experience

© WhatsApp chat o1

@ Perer Fauk A sampie message sent by a cusiomer

€ Show kess

Ere

Enhancements made to the Sinch theme

A sample prompt message sent by the sysiem

A sample message sent by the agent

WOCESS

Attoched dato

1) WhatsApp
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WhatsApp privacy feature

Business Scoped User IDs (BSUIDs)

Starting in June 2026, WhatsApp is enhancing user privacy by
allowing users to hide their phone numbers from businesses.

Instead of a phone number, businesses will see a unique
identifier called a Business Scoped User ID (BSUID).

This also allows you to present your business with a name
instead of just a number.

In short, while the underlying identifier is changing for privacy
reasons, the WhatsApp workflows within Contact Pro will
remain consistent.

Feature How it's changing

Contact ID Instead of a phone number, you will see a BSUID (e.g.,
US.13491208655302741918). Sinch Conversation APl and
Contact Pro are prepared to handle this.

When integrated with your CRM, the BSUID will be formatted
like an email address (e.g.,
US.13491208655302741918@whatsapp.com).

CRM integration

Outbound You can continue to initiate conversations and send messages

Messages using a customer's known phone number, even if they have
chosen to hide it.

Opt-in & The processes for user opt-in and sending WhatsApp

Templates templates will not change.

ID Uniqueness Each BSUID is unique to a specific user and your business,
ensuring you can still track individual customer conversations

accurately.

Inbound Message Scenarios (Customer Initiates Conversation)
This is how Contact Pro will display information based on
whether the customer has enabled WhatsApp's phone number
privacy feature.

Customer’s action What you see in Contact Pro

A customer with a private BSUID starts a The customer's BSUID is displayed.
conversation.

A customer without a private BSUID The customer's phone number is
starts a conversation. displayed.

(In other words, customer has decided

to continue showing the phone number.)

Outbound Message Scenarios (Agent Initiates Conversation)
This explains what happens when an agent sends the first
message from Contact Pro.

Agent'’s action Result

An agent sends a message using a The conversation in Contact Pro will be

phone number to a customer who has a associated with that phone number. All

private BSUID. subsequent interactions in that chat will
be linked to the phone number, not the
BSUID.

An agent attempts to send a message
using a BSUID.

This is not currently possible in Contact
Pro. Agents must use a phone number
to initiate outbound WhatsApp
conversations.
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Statistics view: Service level card

Flexible Service Level Visualization

The new Service Level card offers multiple
ways to visualize this key metric.

You can display your service level) in the
format that best fits your needs. Service level
is calculated as

9 Answered on time
Handled + Abandoned

100

Choose from a real-time gauge for at-a-

glance checks, a bar for clearer comparisons,

a minimal percentage, or an integrated chart
for trend analysis.

This flexibility allows teams to interpret

performance in the way that is most useful for

their daily operations.

Benefit: This flexibility helps teams interpret
performance in the format most useful for
their daily operations.

Note: The service level cards are also

dependant on the queue settings of ‘Answered

on time limit’ being set, as well as the service

level thresholds for critical and warning levels

for the gauge and bar scaling and threshold
colours.

CX Dashboard

lll Add new tab Edit tab Add card Tab settings
My statistics Lar Service level Serving status Handled today Service level Long Q time Arrived today Laptop Sample
L
o Service level o Service level E 3 Service level
Updated at 4:09:32 PM Updated at 4:09:32 PM Updated at 4:09:32 PM
%
° 7 38.17 66.77
381% /TN % 7%

Monitoring 2 Queues

(38.1%) - Sinch Phone Queuel (38.1%) - Sinch Phone Queuel (66.7%) - Sinch Phone Queue?2

In Queue (Sample prototype) o Service level

Updated at 4:09:32 PM Updated at 4:09:32 PM

50%

0% ‘l.
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o (0) m

Service level k3

Updated at 4:09:32 PM

667% 7\

(66.7%) - Sinch Phone Queue?

Service lavel Critical

Sinch Phone Queuel +35817.. 0% 3% 100%
Sinch Phone Queue? +3582.. 0% 40%
Sinch Phone Queue3 +1207. 209% 20%

50%

II- I
T 0%
4

T T T T
08:30 08:45 09:00 0915 0930 0945 10:00 105 10:30 10:45 T:00 0915 0930

>

The various representations of the Service level card in the New Dashboard.

T T
10:00 105
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Data grid User group column

User Groups

Contact Pro enables organizations to configure
users into defined user groups, allowing
businesses to represent their teams,
departments, or divisions as structured,
grouped entities.

Building on this foundation, the new Dashboard
now displays users according to their defined
user groups, making it easier to view, manage,
and interact with team-based data in a clear
and organized way

Benefit: reducing manual selection of users,
ensuring faster, more consistent selections
than choosing individual users one by one

C2 Dashboard

Agent information

th
A
.
n:
™
>

Agenits (9)

M Columns =

Usergroup ¥

Demo User Grp A

Demo User Grp A

Demo User Grp A

Demo User Grp A

Demo User Grp B

Demo User Grp B

Demo User Grp C

Demo User Grp C

Demo User Grp C

Today's statistics

= Density

Agent

Userl, Demo

User3, Demo

Users, Demo

User?, Demo

User2, Demo

User4, Demo

UserX, Demo

Supervisor, Demo

User, Demo

Queues

* Export

Availability

@ Logged out
' Logged out
. Logged out
. Logged out
' Logged out
' Logged out
' Logged out
‘ Logged out

@ Logged out

User group column data added to applicable Dashboard views

Profile

(&) Available

(&) Available

(& Available

~J Mobile App User
PP

() Available

(& Profile 6 (Empty Q Gr

(& Profile 2 (G2 Email)

(<) Available

(%) Mobile Device
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Data grid User group filter

Quicker filtering of users

The Dashboard Ul now supports user group—
based filtering, making it easier to manage and
refine applicable views.

Users can quickly include an entire group by
selecting the group-level checkbox or choose
only specific individuals within that group for
more granular control.

Benefit: This added flexibility helps tailor
dashboard insights to exactly the team
members needed.

(."/:-.) Dashboard

th
A
-

c
:

©

Agent information Today's statistics Queues

Agents (11)

Ml Columns = Filters = Density ¥ Export

Usergroup Y

Demolser Gro

Columns

X User group -

+ ADDFILTER X REMOVE ALL

Operator
is any of

DemoUser Group

Demolser Group

DemoUser Group

Demolser Group

Demolser Group

Demolser Group

Demolser Group

DemoUser Group

dashboard, nina

Userl, Demo

User2, Demo

User3, Demo

Users, Demo

Users, Demo

Useré, Demo

User7, Demo

Statistic view in the New Dashboard.

. Logged out
'.' Logged out
'.' Logged out
'.' Logged out
'.' Logged out
'.' Logged out
'.' Logged out

@ Logged out

Search user groups or users
1group 1 users selected

> [ Customer compensations
~ DemolUser Group

dashboard, nina
Ishmael, Paul
Userl, Demo
User2, Demo
User3, Demo
Users, Demo
User5, Demo
Useré, Demo
User/, Demo
User8, Demo
User® Demo

» [ Directory_group_test
> [ Espoo
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Old Dashboard reaches EOL o sinch

‘Out with the old, in with the new’

The legacy Supervisor Dashboard Ul is
scheduled for end of life (EOL) with an OB oo B re e D
upcoming 2026 release TBA.

ih Add new tab Edit tab Add card Tab settings (4] . [=:] .
TO ensure Continued fUnCtlonaIIty and access ] My statistics Lat Senvicelevel  Servingstatus  Handledtoday  Senvicelevel  longQtime  Amvedtoday  Laptop  Sample
-
to the latest features, users are strongly - —
R . o Calls in Sales queue 2 Longest queuing time -] Handled sales calls & Queuing time .
encouraged to recreate their eXIStIng . Updated at 10:07:30 AM 0
dashboard cards in the New Dashboard 1 22 00:49
. > A
experience. 0 Monitoring 3 Gueues
1 - Sinch Phone Queuel +358" / \ (22) 10 10 - Sinch Phone Queuel +35¢ 00:49 - Sinch Phone Queue3 +.
Transitioning now will help avoid disruption @
Calls in Service queue 3 Handled service calls k3 Senvice level e
and ensure a smooth upgrade when the ,
- Sinch Phone Queuel +358
legacy Ul is retired. T I\\ : 14 ‘ ’ 71.4%
Arrived today -]

Monitoring 2 Queues

Updated at 10:07:30 AM

Benefit: The New Dashboard delivers improved Calls in Biling queue o Sl o
clarity and efficiency with refreshed card *

layouts, richer data presentation, and more 1 [ ] : _ L ho% / \ \
flexiole filtering options. e

Revised Dashboard experience .
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Dashboard access from Launchpad

Contact Pro’s Launchpad S - 2 () .
The Launchpad's existing Dashboard button . ANIEE——N =
now opens the New Dashboard by default, CRN
giving users direct access to the updated
experience. 1 : :
]
To support a smooth transition, an additional
temporary button has been added that still O contact
links to the older Supervisor Dashboard.
Communication Panel (ti Dashboard :&E
Benefit: This allows teams to adjust at their Dota Protection Offcer (DPOTeol  { | Visitor Chat Configurtor @
own pace during Q3 while preparing for the
legacy dashboard’s retirement. e Ao R e O oo &
D Do
) ome Aostcans.
= - |
32 32
c% sinch =

Launchpad'’s Dashboard button and temporary access to the old Dashboard during the 26Q3 release.
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Video assistance

Live video support during voice calls

Agents can now invite customers to a live
video session directly from an ongoing voice
call.

The agent sends an SMS invitation, and the
customer joins the session instantly through
their phone's web browser. No application
download is required.

Clicking the SMS link opens a browser-based
visitor page on customer phone, where the
customer can choose their camera and join
the video session instantly.

Agents can toggle between a full-screen or
picture—in—picture view to get the best possible
perspective.

This feature is ideal for any scenario where
seeing the problem is key, such as technical
support, product demonstrations, or remote
claim assessments.

Video assistance is available in 2692
as open Beta.

¥ 8§ Team3 CommunicationPan @ X  + = o X
¢ A @ wgn findexhtml ®* O =% @
823 B il @D
(v () Read [ Available v 3
R % sinch.com 4 ] (v () Ready [¥] Available &
Home Picklist Conversations
2 sinch
Hi! e B e 0256 | video assistance X =]
You've been invited to a vid|| ® %3 @m + @ ¢ @0 .
session. Q¢ Incoming call [E] Connected. Note: Your camera may appear to be on =]
o sinch but the customer doesn't see you.
Video assistance uses your cal
live stream to our customer Choose camera i Call active
Please click below to] = &
If asked, please allow us to use Next, please select which camera you'd like to Current queue
use for sending video to our customer ﬁ i Bhone G35 .y ®
representative. Ot Fhope Gueue =
Start o |
I If asked, please also allow us to use your 4 fom =
microphone. This s just a technicality. Your +3584( BR
voice will not be sent. a
Customer
Please keep the original phone call active in the ®
background, and perhaps tur on the speaker oo vk
Queue info
B0 1eto my mame s pour ramef and younave cae cme
Customer Support. How may | help you?
Start with front (selfie) camera
o @®
. Recording
Customer is @l on
invited to a . . » [Ferge]
video sharing ®
session. c " Q + & O
i ustomer can choose
I. nvi te.URL o7 Accepted: 8:22:36 AM Bev
is delivered between the back camera J
i nd front (selfi mera. : : s
using SMS. and front (selfie) camera Customer’s video stream is shown on Communication Panel next to the on-

c0 sinch

8252 . =@ Pl ®ED

R (s sinchcom + @

going phone call. In this example customer is sharing the front (selfie) camera.

Customer sees the video
stream that is sent to the
agent.

Customer can stop the
video streaming at any
time.
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Video assistance

Live video support during voice calls

Business Benefits

Resolve complex issues faster: Visually
diagnose problems in real-time, reducing
troubleshooting steps and call duration.

Improve first contact resolution: Solve issues
on the first attempt by seeing exactly what
the customer sees.

Enhance customer experience: Provides an
immediate and effective way to solve
problems, showing customers that you are
equipped to help.

Reduce on-site visits & product returns:
Handle issues remotely that would have
previously required a technician visit or a
product return.

Video assistance is available in 2692
as open Beta.

Video assistance uses your cal
live stream to our customer
Please click below tof

If asked, please allow us to use

I

L] @®

8B4 @ Bl 7 @D
o E inchcom  +
o sinch
Hit (e $alRGED
You've been invited to a vid Q = s‘“b’"‘ + @
session.

Customer is
invited to a

video sharing

e sinch
Choose camera

Next, please select which camera you'd like to
use for sending video to our customer
representative.

microphone. This is just a technicality. Your

If asked, please also allow us to use your
voice will not be sent. ’

Please keep the original phone call active in the
background, and perhaps turn on the speaker »

Start with back camera

Start with front (selfie) camera

[ ]
®
A

session.
Invite URL
is delivered
using SMS.

Customer can choose
between the back camera
and front (selfie) camera.

¥ & Team3CommunicationPen @ X  + = o
¢« > ¢ A @ o html * 9 =0
(v () reasy [ Available
Home  Pickist  Conversations
0052 Video assistance X
Y
Q¢ Incoming call . | [ Connected. Note: Your camera may appear to be on but
i the customer doesn't see you.
i Ccallactve I
§ Curentquewe
Sinch Phone Queuet +358 14 )
# From
+3584
® Customer
Cirrus, Mark
Queue info
(1 [ my name is [your name] and you have called Acme
Customer Support. How may | help you?
Recording
[e] of
» [conterence | [ Join | [ Hota Mute | [ Hang up

e

Accepted: 10:27.06 AM

+ B @ @&

%EV )

Customer’s video stream is shown on Communication Panel next to the on-
going phone call. In this example customer is sharing the back camera.

0 sinch

o % 3

3l D@

[ & JF7Y N ¥o)
A = sinchcom  + @

Customer sees the video
stream that is sent to the
agent.

Customer can stop the
video streaming at any
time.
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Video assistance configurations

Enable Sinch Voice In app calling application
from the Sinch Dashboard.

Configure App ID, Secret, and URLs in System
Configurator » Communication Panel
Extensions

Enable the feature for relevant queues and
assign access rights.

Configure invitation SMS message text in
System Configurator.

Customize the visitor-facing web page to
match customer branding.

Note: The usage of video assistance requires
the Sinch Voice and Video app.

LI oy

M E Home
| > ﬁ System Semnices
v E System Management
__| Mumber Range
|| Secrets manager
|| Authentication Palicy
| Modules
|| Messaging Senvices
|| Event-Driven Integrations
| Channels
|| Personal Drata Retention Times
| System Languages
» [ Call Switching
» (B Reporting
|| Scripting Management
> [ﬁ Directory Management
> [ﬁ Prezence Management
v E CQueue Management
| Queues
| Queue Groups
| Calendars
| Schedules
| Prompts
|| Prompt Files
|| Skills
| Reply Templates

. Communication Panel extensions
L [ﬁ‘ IVR Management
L [ﬁ‘ Campaign management
L [ﬁ‘ User and Role Management
L [ﬁ‘ System Tools

Queue Management : Communication Panel extensions : Video assistance : Video Assistance

c0 sinch

[ Back J

E Save Save and Close ﬁ' Delete | |__, Add New Copy | H) Reset 3£ Close

Show D | 8 ot

¥ Basics

'y

™

Mame Video Assistance

You know, they say it's the bestvideo assistance feature in our country - perhaps best in the whole world. Someone said to me, sir, this
feature is so good | cant believe it.

Description

Title Video Assistance

lcon sap-icon:fiweb-cam

URL https:flogin-eu-w1.dev.cc.sinch.comiteam3hisito/ECFSettings

Ordinal 9
Extension placement in Communication Panel

] Conversations view

* Video assistance

Sinch Voice & \ideo app secret  |nAppVoiceAndvideo

Invitation URL hitps:ilogin-eu-w1.dev.cc.sinch. comteam3iisitor

Invitation message Please joinvideo assistance session by tapping this link: {LINK}

[> Queues

[ » Access Rights
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Call transcript Al analysis and custom instructions ="

Voice call transcription Al Analysis can be
customized as per customer business needs
using custom instructions.

You can direct the Al to extract unique
information, such as creating custom fields like
"Call Reason” and "Call Resolution” directly
from the transcript.

These instructions are managed via EDI
configurations.

The analysis is powered by the upgraded
Claude Sonnet 4.5 model, ensuring higher
quality summaries, more accurate sentiment
detection, and better keyword extraction.

Benefits:

* Enforces business processes: Ensures key
information, such as call outcomes or reasons
for contact, is captured consistently across all
calls.

+ Structured data for reporting: Extracts specific
data points into custom fields, making it easy to
report on and analyse the KPIs that matter most
to your business.

* Deeper, more accurate insights: Leverages an
advanced Al model to deliver more reliable and
nuanced analysis of every customer
conversation.

Call recording details

Date:
3/25/2026, 10:32:49 PM

Duration
00:02:11

Size

365 KB

Owner name:
Sinch Phone Queuel +358

Owner type:
Queue

Playback

00:00:00

Ready

Call transcript G

Customer: 00:00:06

1x

14

Talking time distribution

Customer 38 %

Agent 35 %

Notalk 27 %
o L
Auto-scroll | ) X))

00:02:11

Hello. | bought a laptop from your store. And the battery is draining really fast. so | don't know what o

do.

Customer: 00:00:24

Agent 00:00:21

I'm really sorry to hear that. Could you tell the problem what's going on?

Yes. I'm just browsing, watching videos. And it drops to 30% from 100% in just like two hours. That's

Conversation details

Q2
x

Total duration
00:03:59

.
D

8CT9D2408928F 111AAST1CTAAF21B28B3

Al analysis [ ~

Language
English

Context
Support

Keywords
Laptop, Battery, Draining, Replacement, Delivery

Sentiment
Positive

Summary

Customer reported fast battery drain on laptop model 78453. Agent verified
troubleshooting steps were completed and arranged a free replacement to be
delivered in two days with return of defective unit.

CallReason

Customer called because the laptop battery is draining very fast, dropping from
100% to 30% in two hours instead of the advertised 10-hour battery life
CallResolution

Agent arranged a free replacement laptop to be delivered to the customer's home
the day after tomorrow, with the defective unit to be returned via the same courier.

Attached data >

Edit Al analysis

In this screenshot you can see two new fields in Al analysis, Call Reason and Call Resolution. This is achieved by custom prompting as follows:

"Add two new fields: CallReason and CallResolution
CallReason: 1-2 sentences on why the customer called.
CallResolution: 1-2 sentences on the resolution or agreed next steps, if none, set No resolution achieved during this call.”
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Email Al analysis and custom instructions

Emails are automatically Al analysed as soon
as they enter the queue, with insights available
to the agent from the beginning.

Al analysis helps agents handle the email
much faster and more efficiently.

Built-in analysis includes standard fields such
as Language, Context, Keywords, Sentiment,
Summary, and Draft Reply.

Custom instructions can be used to fine-tune
Al analysis based on business requirements
and can be passed through EDI
configurations.

Email analysis uses Claude Sonnet 4.5 for
improved Al analysis quality and insights.

Benefits:

* Accelerates email handling: Agents work faster
and more efficiently with instant analysis and
ready—to-use draft replies.

» Highly-tailored Al: Use Custom Instructions to
train the Al to identify business-specific
information, such as product codes, or unique
case types.

* Improved response accuracy: Better insights
lead to higher quality and more relevant
customer replies.

From: com (mittal, vikas)
e sig gat-1@sapect ) (stg.gai-1)

Sublect  Fyy- Order #847392 Still Not Delivered

Hi Support,
I honestly den't know what else to do at this point.
This is now the third time I'm emailing about the same issue, and | still don’t have my order. If's been over two
weeks since | placed it, and every response so far has just been “we're checking” or “it should arrive soon.”
I also noticed | was charged an extra €29 for express shipping, which | never approved.
This whole experience has been extremely frustrating. | ordered this laptop as a gift, and now I've missed the
birthday completely. I've already had to explain this situation to my partner, and frankly it's embarrassing
Please tell me clearly

1. Where exactly is my package right now?

2. Why was | charged extra without consent?

3. When will I actually receive my order?

If this can't be resolved quickly, I'd like to cancel the order and receive a full refund
Looking forward to a proper answer this time
Vikas

From: ShopNest Support support@shopnest.com
Sent: Friday, Feb 20, 2026 3:42 PM

To: Vikas Mittal vikas.| n
Subject: Re: Order #84/392 Still Not Uelivered
Hi Vikas

Thank you for your patience.

We checked with our warehouse team and confirmed that your order experienced a processing delay due to
unusually high volume earlier this week. The package has now been handed over to the courier and is
expected to arrive within 2 to 3 business days.

Regarding the express shipping charge, we are cumrently reviewing this internally and will update you shortly.
We appreciate your understanding

Best regards,

Maya
ShopNest Customer Support

From: Vikas Mittal vikas.r

Sent: Thursday, Feb 20, 2u2b 911 AM

To: ShopNest Support suppori@shopnest. com

Subject: Re: Order #347392 Still Not Delivered

Hi Maya

Thanks for getting back to me, but I'm still confused

I haven't received any tracking number, and my order status on the website still says “processing.” Could you
please confirm whether it has actually shipped?

Also, | just checked my bank account again and the €29 charge is definitely there
Please advise.

Vikas

lepIy| v]|:% a ‘ \[Furward“ Close l

Conversation details

Al analysis [ ~

Language
English

Context

Delivery

Keywords

Order Delay, Missing Package, Express Shipping Charge, Refund Request, Tracking Number

Sentiment
Frustrated

Summary

Customer is following up for the third time regarding order #847392 placed on February 9, 2026, which has not been delivered afier over two weeks. Customer was
charged an unauthorized €29 express shipping fee. The laptop was intended as a birthday gift, but the occasion has been missed. Support confirmed a processing
delay due to high volume and stated the package was handed to courier with expected delivery in 2-3 business days, but customer reports no tracking number
received and order status still shows "processing." Customer is requesting clear information on package location, explanation of the unauthorized charge, delivery
timeline, and is considering cancellation with full refund if not resolved quickly.

Draft reply
Hi Vikas,
Thank you for your email and | sincerely apologize for the continued frustration and delays with your order.

I understand this is your third contact regarding order #847392, and | can see why this situation is extremely disappointing, especially given it was intended as a
birthday gift

Regarding your specific questions:

- Package location: According to our previous updaie, the package was handed over to the courier. However, | note you have not received a tracking number. | will
immediately escalate this to obtain the current tracking information and location

- The €29 express shipping charge: | can confirm this is being reviewed internally. | will prioritize getting clarity on why this charge appeared and whether it should be

refunded.

- Delivery timeline and order status: | see the discrepancy between the courier handover message and your order status still showing "processing.” | need to verify
the actual current status with our fulfillment team

Given the length of this delay and the lack of clear information, | completely understand your request for cancellation and full refund as an option. | will investigate all
these points urgently and provide you with concrete answers and next steps within 24 hours.

Thank you for your patience, and | apologize again for this experience
Best regards

ContaciReason
Customer contacted regarding undelivered order #847392 placed over two weeks ago and an unauthorized express shipping charge of €29,

Edit Al analysis

Analysis of the inbound email, showing the email’s language, context, keywords, sentiment, summary and the draft reply that the agent can use
as starting point in composing the answer to the customer.

Q
X

c0 sinch
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Automatic upload of post-call Al analysis

SAP C4C V2 Integration enhancements

Al analysis is automatically transferred to
SAP Service Cloud V2 as soon as the call
ends.

Available as an out—-of-the—-box feature for
customers already using transcription
services.

Configuration for storing transcripts and Al
analysis in SAP is managed via EDI
configurations.

Al analysis is stored in the customer timeline
as interaction entries. Enables agents to
quickly access key insights without
reviewing full call recordings or transcripts.

Benefits:

* Reduces agent wrap-up time: Agents no longer
need to write manual notes, as the Al analysis
automates the summary of the call.

* Improves team collaboration: Colleagues can
instantly understand the context of past
customer interactions, enabling faster and more
consistent support.

* Enables deeper customer insights: It builds a
data foundation in SAP for long-term analysis of
customer sentiment and mood across all
interactions.

c0 sinch

¥ &7 +3584035108%8 - AgentD- ® X
< ¢ a @ mu
= @Y service Cloud

@ Home

b Search

Nordic Running Inc (5
e 1000000

Markku Helin

ABC Classification ~ Main Contact

Conversation With ~
@ Markku Helin (5

Contact ID: Email:

1000001 m

Phone: Mobile:

= - JI
Gender: Date of Birth

Gender notknown —

Contacts (4) A

Maridos wecrat He... [2
]

@wmum @ =

@ ark Cirrus [

1of2 >

Addresses (1)

Fl

Q) Gustomer Hub

sudisap

What would you like to do?

B Email

+ Create

Timeline Entities

Interactions v Entities v  All v Q
To farch 2026
¢ Incoming phone call from Markku Helin: Call from +358 0743 A
Phone Number: +358 ' b
Duration: 00:01:15
Agent: Jogo da Silva
Organizational Unit: —
Notes
Al-Generated Notes: Language: English Context: Service Keywords
Transcription, Al, Summarization, Cinch Pro, SAP Service Cloud Sentiment:
Neutral
Phone Transcript Summary o
The conversation is about demonstrating the transcription and Al-based summary
capabilities, as well as inquiting about the integration abilities of Cinch Pro with
SAP Service Cloud version 2.
Show Less

B Phone Transcript

day | 24 March 2026

Incoming phone call from Markku Helin: Call from +358 0838 W

Case created:

476 | Yeah, it's the water heater is showing just some lights, b...

Q

E InteractionLog @ Know >

Markku Helin

MH Change Customer
& Nordic R

Additional Details v

Notes

Al-Generated Notes:
Language: English

Catalog

Select Catalog. v X%

Category

Category Hierarchy

Linked ltems

$ Sinch Communication Panel - Google Chrome - [u] X
© rogincucccs Btabld=tpumg
71 ) Ready 7 Available =
Home  Conversaions  History
Call recording details Talking time distribution Sentiment distribution ©
Date 0 ]
/2612026, 7:45:05 AM
™ Duration
00:01:13 &
< size o
— 173 4B ©
Customer 53 % o @
o Agent 12 % W negative 8%
Notalk 36 % Neutral 54% =
@
Playback
=
oK Bo» L
i} a
Call transcript & aoscon (TR a
]
Ai based summary. = %
&  Aibased summary. g
&  Now only the customers voice shouid be heard
And now it should be only the agent who is talking.
Very nice. @&
Customer is inquiring about the Cinch Pro infegration abilties with SAP Service Cloud
& version . and the selection seems 1o be excellent
» | Redial || ciose
Q + B @ O
ODo

Al analysis and phone call transcript summary are automatically uploaded to SAP Service Cloud V2 interaction entry.
Communication Panel window showing call transcript and further analysis of the call content.
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Automatic case creation during bot interaction
SAP C4C V2 Integration enhancements

Cases are now created automatically during
the initial voice bot or chatbot interaction.

Chatlayer captures the customer's issue and
creates a case in SAP with the topic and
description.

When the conversation is routed, the agent
has the case ready and available.

This process works even if the bot fully
resolves the issue or the customer contacts
outside of service hours. The case is created,
and the workflow continues as defined in
C4cC.

Benefits:

+ Saves agent time: Eliminates manual data
entry by automatically creating cases,
allowing agents to focus on the customer.

« Enables 24/7 responsiveness: Customer
issues are captured as cases around the clock,
ensuring every inquiry is logged and
addressed.

* Improves service quality: Agents receive
immediate context from the bot interaction,
leading to faster, more prepared, and effective
conversations.

« C @ e my1
= @y i
= F Service Cloud

@ Home

£a Search

Nordic Running inc (5
e 1000000

Markku Helin

ABC Classification  Main Contact

Conversation With ~
@ Markku Helin (5

Contact ID: Email
1000001
Phone: ile:

- -

Gender: Date of Birth:

Gender not known —

Contacts (4) ~

@ e wecratre.. 5 o

@ Markicu Hetin (7}
@ Mark Cirrus (7} =)

1of2 >  ViewAll

Addresses (1)

Automatically created case in SAP Service Cloud V2 timeline showing the case topic and description. Communication Panel showing the call controls and the

+

1sap

Q Customer Hub

)

B Email

Timeline

Interactions v

What would you like to do?

+ Create

Entities

Entities v All v

Today | 26 March 2026

Incoming phone call from Markku Helin: Call from +35!

Case created
481 My Canon scanner is delivering crappy results.
unt: Nordic Running Inc

 Description: Support Case

ect:

anon scanner is delivering crappy results
s: Open

Priority: Norml

It's quite consistcat and I think there is now something wrong with the
scanner itself, so ] would need some warranty related support

Incoming phone call from Markku Helin: Call from +358

Incoming phone call from Markku Helin: Call from +358

Case created:

476 | Yeah, it's the water heater is showing just some lights, b...

E2 Interaction Log
Markku Helin
& Nordic R

Additional Details

Notes

Catalog

Select Catalog..

Category

Category Hierarchy

Linked ftems

[ Knov

Change Customer

>

c0 sinch

1%

o

»

transcript of the call from the voice bot phase, enabling the human agent to continue the call with the customer.

S Sinch Communication Panel - Google Chrome

© ogineuct

v

Sid=tyxumg

] Avallable

Incoming call

Phone +358 1

@ Rec + Al Summary

Close
Recording
[ of
Hod || mute |[Hangup
Q + B 8 &

Chatlayer transcript X

26/03/2026 08:09

Thanks for that. Your support
case has been successfully
created with case Id : 481. 1 also
just dropped you an SMS with
that case ID.

26/03/2026 08:09
It's quite consistent and | think
there is now something wrong
with the scanner itself, so |
would need some warranty
related support.
26/03/2026 08:09
Thanks. Do you have any mare
details?
26/03/2026 08:09
My Canon scanner is delivering
crappy results.
26/03/2026 08:09
Could you give a short overview
of the issue?
26/03/2026 08:09

I would like to create a case.

Accepted: 8:09:29 AM

m ® 5

B

o B Py P R

H m O
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Al-powered email handling & C4C synchronization ™"

SAP C4C V2 Integration enhancements

Incoming support emails automatically
create an activity on the customer’s timeline
in SAP C4C V2.

Agents handle the entire email exchange,
from editing to sending, within the Contact
Pro Communication Panel, keeping the C4C
Ul focused on core case information.

The Al analyses each inbound email to
provide sentiment, categorization, a
summary, and keywords. Most importantly,
it generates a draft reply, which agents can
use as a starting point.

Once sent, the reply is also uploaded to the
C4C timeline, creating a complete
conversation history.

Benefits:

* Boosts Agent Efficiency: Al-generated draft
replies significantly speed up response times
compared to writing from scratch.

* Streamlines the Agent Workspace: Keeps the
CA4C screen clean and focused on the case,

while email composition happens Contact Pro.

* Enriches customer analytics: The complete
email history is automatically logged in the
C4C timeline, giving full visibility into all
interactions.

~ | & Mariku Helin - Agent Desic @ X
€ ¢ a @muo

= @ i

= Service Cloud

@ Home

Q Customer Hub

Nordic Running Inc (3
e 1000000

Markku Helin

ABC Classification  Main Contact

Conversation With ~

@ Markku Helin [

Contact ID: Email

1000001

Phone: Mobile:

— 4358 -
Gender: Date of Birth:

Gender not known —

Contacts (4) ~

@Mumumhamz.. G g

@ Maridu Helin [}
@ Mark Girrus [ =

1af2 > View All

Addresses (1)

o F

(@ PeentDesiap
Markiu Helin

V¥ Search All

* O =0 :

D

Q TR 6 I

What would you like to do?

B Email || + Create

Timeline Entities.

Interactions v  Entities v All v

& 1 1

@

Email sent to markku@helin.fi:

08:29
RE: Inquiry about residential EV charging station installation ...

Email received from markku@helin.fi

Inquiry about residential EV charging station installation

Incoming phone call from Markku Helin: Call from +35

Case created:

481 | My Canon scanner is delivering crappy results.

Incoming phone call from Markku Helin: Call from +358:

esdzy | 24 March 2026

@

Incoming phone call from Markku Helin: Call from +358:

Case created:

083
476 | Yeah, it's the water heater is showing just some lights, b...

Email received from markku@helin fi

Migros Kreditkarte - Zahlungsverlingerung und Interesse an ...

Email sent to markku@helin fi:

RE: T, U g i o1 A § R o e § e

Q

El interactionLog (2 Know >

Markku Helin

& Nordic Running Inc

Additional Details
Business Partner

Ticket ID
Number
Serial ID External ID
— DET7:
Email ID Phone Number

Custom Field 1 Custom Field 2

Custom Field 3 Custom Field 4

# snch ation Panel - Googe Chrome
© 'csin-eu-

=tpumg

Conversation details

I support@:
In process

DET30D38DC26F 111BB3402E5BA07T6FTF

<

Al analysis

er
’Er.- Tve; want to
ician to assess readiness

SCncﬂI.HE aste surver

before committing fo the

> Attached data

EV :narg ng station, ChargeFast Pro, electrical setup, site
survey, installation

Gr ear you're interested in the ChargeFast Pro—its
an excellent choice for reliable and fast home EV charging!

v ma
homes, and we have expert technicizns who can comx

255255 yoUr wiring 2nd fuse box 1o ensure euemnlnu isupto
code and safe

ss is simple: we'll arrange a convenient fme for a

53 s mall fee for the site survey, which is ofien credited back
i you proceed with the installation through us.

Let us know your availability, and we can get the survey
scheduled quickly 1o help you move forward with confidence
We'e nere fo make your EV charging setup smootn and
womy-freel

Close

» [&] [(Repy [~ ] [ ==

Wark s Penaing | | Mark as

L

Received and sent emails shown as interaction entries on customer’s timeline in SAP Service Cloud V2.
Communication Panel showing the Al analysis of customer’s email, including the draft reply, that can be used as starting point in writing the reply.

a + 8B

Accepted: 8:25:49 AM

@

Wm

£

®

L

a
2
£

o
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SHOW AND TELL 26Q2

Miscellaneous

improvements




2FA for System Configurator

Add more security to your platform.

You can now configure two—factor-
authentication for System Configurator. When
enabled, the system will automatically
challenge user to give verification code
provided. For now, use SMS as we are setting
things up for Email method.

Phone number or email address to send the
challenge is taken from Contact Pro user
account. If user doesn’t have mobile number
or email address defined, then login fails.

Cloud customers should create a service
request to enable the feature. The feature is
free of cost for our cloud customers.

On—premises installation need to have Sinch
Verification API for generic functionality & SMS
and Sinch Mailgun account for email.

S
@ contact pro

System Configurator

User Mame

Password [+ Enter one-time verification code.
— The code has been sentvia SMS.

Connection [_D | :J

L S
Cancel

c sinch

[T B§ Verification code X

User and Role Management : Users : Suhonen, Jukka

PINSMS

Your Ve
verifled

rification code
py Sinch

is 5672

L Back )

[E] save % save and Close Tl Delete | [ Copy [ Add New | E) Reset 3£ Close

Show ID | Number Viewer | Ss H »t

~ Basics

First Name Jukka User Seftings Template |_Commumcation Panel Agent Jukka test _"Jl Open |
Last Name Suhonen Number 741 ®
Title Product Owner Chat Address jukka@chat

Lacation Finland Chat Name Jukka agent =S

Time Zone | EuropelKyiv | E-Mail Address m‘

User Interface Language | English (US)

alale

Prompt Language | Finnish

Email Display Name

|_| Use E-Mail Address in Sender's E-Mail Replies

| Mobile Number

+35840 1 (N

A

~

0 sinch
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Automated cleanup of ghost conversations

We're introducing a new mechanism to automatically resolve
"ghost conversations” - those that appear stuck in an active
state long after they have actually ended.

Reduces manual work & improves accuracy: Contact Pro now
automatically cleans up these ghost conversations, eliminating
the need for administrators to manually clear them from the
Dashboard.

How it works: A daily automated job identifies and resolves
these conversations. For example, a call that has finished but
still appears as “active” will now be automatically marked as
"handled” overnight.

Accurate reporting: To ensure data integrity, these resolved
ghost conversations are excluded from summary counts in
reporting. This prevents long, erroneous processing times from
skewing your team's performance metrics.

c0 sinch
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Headsets integration with WebHID

The WebHID feature is now officially released and ready for use.

What it is: WebHID allows agents to control calls (answer, end, mute, etc.) i
directly from the buttons on their USB headsets. r - -1,

- ’
Choosing a Headset -

Recommended brands: For the best performance, use professional USB
headsets from well-known manufacturers. While most USB audio devices work,
validated devices offer guaranteed button support.

Validated devices: We have tested and verified specific models to ensure they
work perfectly with the Communication Panel. See the list of \WebHID-
supported devices.

Unlisted Devices: If a model from a validated product family is verified (e.g.,
Jabra Evolve 2), other variations are expected to work as well. Contact us if you
need help with a specific model.

Configuration
Settings

How you configure the settings depends on how you want to use your headset.

Audio devices

To use... Your admin needs to... Your agents need to...
Headset buttons Install prerequisites for the headset Go to Settings > Audio Settings and select Audio device control
brand. See Headset Documentation. the headset under Audio Device Control. (None)
Audio Only (No Buttons)  No prerequisites needed. Keep Audio Device Control set to (none). L Lo
This is the default setting. WebHID-supported devices

Jabra

Key takeaway: Only change the ‘Audio Device Control' setting if you have
installed the prerequisites and intend to use the headset's physical buttons.

. ] HP | POLY | Plantronics
Otherwise, leave it as (none). RTEonE

EPOS | Sennheiser
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https://docs.cc.sinch.com/cloud/operation-guide/en/oxy_ex-1/common/webhid_supported_devices.html
https://docs.cc.sinch.com/cloud/operation-guide/en/oxy_ex-1/common/webhid_supported_devices.html
https://docs.cc.sinch.com/cloud/operation-guide/en/oxy_ex-1/common/webhid_supported_devices.html
https://www.google.com/url?q=https%3A%2F%2Fdocs.cc.sinch.com%2Fcloud%2Foperation-guide%2Fen%2Foxy_ex-1%2Fcommon%2Fheadsets.html

0 sinch

APl enhancements

* RCl/users
Number of Switchboard Queue added as defaultQueue

* RCl/users
Maximum Number of Waiting Calls added as maxCallsWaiting

* RCl/users
Has two new fields reportingGroupld & reportingGroupName

* RCl/reportingGroups
New resource to control reporting groups
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Dual Sinch Contact Center (DSCC) =™

 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.

 For customers, this means significantly
shorter maintenance windows.

Enhanced Resiliency

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

DSCC project roadmap

2691 status:

From now on, in EU,
we will provision all
new customer tenants
in DSCC model.

2692 status:

Internal test tenants
on EU are updated

to DSCC.

From now on, in US,
we will provision all
new customer tenants
in DSCC model.

What's next

Improve migration process per findings from
internal test tenant migrations.

Migrate customer test tenants

into DSCC in EU during 26q92.

Migrate customer test tenants

into DSCC in US during 2693-2694.

Production tenant migrations planned for
H2/2026

AU & AF regions to support DSCC 269g3-26qg4
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End

of Show and Tell presentation

Planned release dates for 262
Release to Customers’ test tenants April 7th, 2026
Release to Customers’ production tenants April 25th, 2026

Follow us on YouTube - Sinch Contact Pro
https://www.youtube.com/playlist?1list=PLDWxiKsSIVPKgNU-

zKIWGZeur78UglT6t

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

Contact Pro Documentation
https://docs.cc.sinch.com/
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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://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 26q2
	Slide 2: The Contact Pro 26q2 release places our users at the heart of the experience, making their daily work easier and more intelligent through powerful AI assistance and beautifully redesigned, efficiency-focused tools.  Our deep integration with SAP 
	Slide 3: Agenda
	Slide 4: Communication Panel
	Slide 5
	Slide 6
	Slide 7: Chat, messaging  and email
	Slide 8
	Slide 9: Dashboard
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15: Integrations
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22
	Slide 23
	Slide 24: Miscellaneous
	Slide 25
	Slide 26
	Slide 27
	Slide 28
	Slide 29
	Slide 31: End

