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CallVU Digital Engagement Platform
The CallVU Digital Engagement Platform provides an omni-channel experience where customers are kept
in the digital fold as they seamlessly move from one device to the next to more efficiently achieve caller
resolution.
The visual interface makes it an ideal solution for financial, telecommunication, insurance and other
service industries that are dependent on call centers as the primary point of contact with their customers.
Through the applied use of the engagement platform, organizations can improve the customer experience
at all levels of interaction whilst simultaneously enjoy the cost savings that come with a transformation
to digital processes.
Here are just a few of the benefits to be realized by CallVU’s Digital Engagement Platform to both your
company’s organizational efficiency and revenue streams.

1.

Increase the usage of your organization’s digital assets by
maximizing their value.

2.

Increase profitability by improving client retention rates as a
result of enhanced customer service and satisfaction levels.

3.

Reduce the demand on your call center and all associated costs.

4.

Increase sales acquisition rates by empowering agents with
innovative collaboration tools.
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The Business Case for CallVU’s Digital Engagement Platform
•
•
•
•

Increase customer engagement and improve
customer experience
Provide a seamless omni-channel experience for
customers that switch between channels
Reduce the number of calls reaching contact
center agents
Cut agent sales cycles with real-time displays
and the ability to provide digital signatures via
mobile devices

•
•
•
•

Improve First Call Resolution (FCR) rates
Reduce the Average Handling Time (AHT) of live
agents
Ensure ongoing compliance with industry
standards and regulations
Generate higher response rates to feedback
requests and surveys

FAQs Knowledge base

Interactive Forms

Online Payments

Feedback & Surveys

Rich Media Content

Account Queries
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Digital Engagement Platform
The CallVU suite of Digital Engagement Platform delivers a productive and appealing user experience at every
point of engagement. This suite of solutions can be applied together, independently, or in any combination.
•
•
•
•

Visual Conversational IVR
Visual IVR
Mobile Connect
Service Bot

Customer

Enterprise

• Management &
Analytics Dashboard
• Admin Hub

• Collaboration and
Content Sharing
• Smart Digital Forms

Agent
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Customer Self-Service

Visual Conversational IVR

Visual IVR
At the start of a phone call, CallVU’s Visual IVR
provides the customer with a digital self-service,
where customer issues are either successfully
resolved or, where necessary, seamlessly routed to an
appropriate, channel, such as a live call or chat. The
traditional voice menu IVR which involves a tedious
“walk-through time”, that is expensive for a company
and frustrating for a customer is dramatically
expedited. In its place the visual IVR brings the
customer interaction to a prompt and satisfying
resolution.
CallVU’s Visual IVR opens up with a visual
supplement to the voice IVR’s presentation of menu
options. From there, it can evolve into a full digital
service, delivering a visual channel that runs parallel
with the voice IVR, step by step. Visual depictions
include display text, images, videos and web pages
that provide clarity and efficiency to enhance the
user experience. Service providers can add branding,
self-service information and product promotions to
enrich the relationship with the customer.
At any time during a session, the caller or the service
provider can request that the caller be put back in
the queue to speak with an agent. During the inqueue wait period, the CallVU Billboard enables the
delivery of non-disruptive, personalized, and relevant
marketing campaigns that helps generate up-sales
and cross-sales for related products and services.

CallVU’s Visual Conversational IVR leverages
advanced Natural Language Processing (NLP)
technology to provide callers with a true Virtual
Agent experience. Visual Conversational IVR
cuts through the slow walk-through of traditional
IVR menus by using a flat hierarchy of options that
leverages existing business logic. The solution utilizes
AI and NLP to allow callers to use natural speech
without having to use a specific keyword to get to the
service they need.
CallVU’s Visual Conversational IVR includes a
number of cutting-edge features that make it both
effective and valuable:
•

It can be tuned specifically for business and use
cases most relevant for the customer, making
the voice interaction on-point, accurate, and
productive.

•

It makes the service experience caller driven,
meaning they get to the information they
desire through simple voice direction, without
depending on complicated routing logic.

•

It combines intelligent virtual assistance
technology with a visual customer experience.

•

It can be deployed easily over cloud solutions or
within a data center.
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Web and Mobile Connect
Ironically, an overwhelming majority of service calls
are placed after customers have found the service
center phone number on the company website,
effecting a sort of digital attrition. CallVU’s Web and
Mobile helps organizations reduce digital attrition
by replacing the phone number with a ‘Click to
Call’ Call-to-Action button and by transforming the
Contact Us page into a powerful digital-engagement
portal. Customers who click on the ‘Call Now’ button
are automatically provided with a Visual IVR menu
that allows them to perform multiple processes in
self-service mode. Customers who still want to speak
to a live agent are automatically placed in a call-back
queue to avoid long wait times.

Service BOT
CallVU Service Bot enables secure, self-service
access to personal information and execution of
transactions. Repurposing existing process flows and
integrations from the IVR, the Visual IVR, the website
and the app, the Service Bot facilitates automated,
proactive customer engagement journeys via social
media messengers, SMS text messages as well as
mobile web and the company website. Adoption of
Service Bot is quick and clean as there is no need to
create new integrations. Even after implementation,
any new channel that is added is tuned according
to its capabilities and limitations (e.g., WhatsApp
vs. Facebook messenger), so that the process is
optimized to the channel.
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Agent Empowerment

Collaboration and
Content Sharing
Co-browsing improves customer digital engagement
and significantly enriches agent-caller interactions.
With CallVU’s Collaboration and Content Sharing
module, customers and agents can collaborate easily,
exchanging helpful visual information during a live
call. Allowing customers and agents to share screens
and review documents over any device, simplifies
every task and process. The ability to complement
voice-calls with forms, texts, images, two-way videos,
web pages and/or data input, significantly enhances
the interaction, improves the service and fast tracks
resolution of the service request.
In addition to co-filling of forms, the module enables
co-browsing in the website. Content Sharing is
especially useful when the customer is already in the
website and needs assistance with a specific action or
has a specific question. This capability can also be used
for effective website login support.

Smart Digital Forms
Forms are often among the most important aspect
of the customer’s digital journey. Digital Forms
simplify the process of customer onboarding,
financial transactions, service signup and other
daily processes, by offering a variety of methods
for embedding forms as well as presenting them.
Methods include either embedding forms from the
organizational website or the mobile app. Customer
service teams can enjoy a simple drag-and-drop
form builder that enables them to quickly create
forms and send them to their customers over any
digital channel. Uploading of pictures, scanning
of documents, exporting to PDF and secure multisignature features are also supported.
CallVU’s Digital Forms are available with all solutions
and can be accessed from any device, complete with
Save & Continue Later functionality.
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Enterprise Solutions
Management and Analytics
Dashboard
One of the challenges faced by all service-oriented
organization is the ability to accurately measure the
effectiveness of their IVR and Digital interfaces. Many
IVR reporting solutions suffer from ambiguity and
have obscure definitions of customer success. Metrics
therefore tend to be inconclusive and insufficient for
improving service delivery and customer satisfaction.
CallVU Analytics provides a variety of accurate
dashboards to present the business impact of IVR and
Digital services. Analytics is displayed in an easy-tounderstand breakdown, per-process for continuous
improvement and enables system administrators to
track usage while perfecting the adoption of digital
services.

Admin Hub
The CallVU Admin Hub enables an enterprise to
view, modify, manage and build digital journeys.
The Admin Hub clearly displays visual menus,
conditions, and elements that can be made
available on the caller’s mobile device. CallVU’s
Admin Hub offers extremely flexible capabilities
that allow management departments to modify
and vary their journeys by inserting new campaigns,
providing news updates and dynamic content. The
ability to easily modify and adapt IVR journeys helps
organizations to enhance the effectiveness of their
service and sales interactions.
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Supporting Our Customers
In addition to our comprehensive suite of Digital Experience solutions, CallVU provides a full range of support
services to ensure that our customers can implement CallVU solutions quickly and maximize their effectiveness.
Services include:
• Planning and design
• Customization for specific needs
• System integration
• Training workshops
• Ongoing maintenance and support

Planning
and design

Maintenance
& Support

Training
Workshops

CallVU
SERVICES
OFFERING

Software
Customization

System
Integration
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Technical Overview
MODULE

DESCRIPTION
• Private cloud / On-Premise: A CallVU platform that operates solely for a single enterprise.

Flexible Deployment

• Cloud SaaS: CallVU hosts all infrastructure and applications to enable sharing by several
enterprise customers.
• Hybrid Cloud: Servers are deployed on-premise and connect to a community cloud.
Registration services for mobile applications are available via the CallVU cloud. This
configuration enables user app registration across different organizations.

Self-Provisioning

The CallVU Management Studio screen builder enables system administrators to build and
edit visual call flow screens without any special training.

Self- Management

Setup, configure and monitor system operation using CallVU’s management utility.
Generate Caller Activity Reports and store all Call Data Records (CDRs) in a database to
enable analysis of service usage, quality of service and more.

Business Continuity

The CallVU solution is enterprise-grade that supports redundancy, load balancing and
disaster recovery .

Scalability

The highly scalable solution easily expands to handle an increase in phone calls, network
activity and visual call sessions.

System
Redundancy

All CallVU services run over the IDSN network and the internet layers are fully scalable with
redundant servers. The system can be installed on a single all-in-one staging server or on
multiple servers to support load, service continuity and security requirements.

Security

Allow smartphone users to authenticate using a wide range of tools, from simple username
and password to advanced biometrics (voice, fingerprint, face recognition) or a combination
of parameters (two factor authentication).

For more information: info@callvu.com | www.callvu.com

10

Further Information
CallVU addresses the business need of diverting
calling customers to digital self-service. Our Digital
Engagement Platform ensures higher usage of
digital assets, reduces the call volume placed on
contact centers and offers an enhanced customer
experience.
CallVU’s advanced Digital Engagement Platform
comprises a range of various solutions that seek to
enhance operational efficiency and the technical
savvy of our clients. Each of our product solutions
blend rich digital and interactive media with web,
voice and social channels.

CallVU technology supports leading global
organizations in the financial, insurance and telecom
sectors to maximize the value of their digital assets
while improving operational efficiency. CallVU has
operations in the United-States, the UK and Israel.
The company was selected as “Cool Vendor in
CRM and Customer Support, 2016” by Gartner and
was named one of the “20 Most Promising Digital
Experience Solution Providers in 2017” by CIO
Magazine.

How to Contact
Email: info@callvu.com | Website: callvu.com
US: +1(646)5064915 | UK: +44(20)38073952

CallVU Ltd. shall bear no responsibility or liability to a client or to any person or entity with respect to liability, loss or damage caused or alleged to be caused directly or indirectly by any
CallVU product. This includes, but is not limited to, any interruption of service, loss of business or anticipatory profits or consequential damage resulting from the use or operation of
any CallVU products. Information in this document is subject to change without notice and does not represent a commitment on the part of CallVU Ltd. The systems described in this
document are furnished under a license agreement or non-disclosure agreement.
All information included in this document, such as text, graphics, photos, logos and images, is the exclusive property of CallVU Ltd. and protected by international copyright laws.
Permission is granted to view and photocopy (or print) materials from this document for personal, non-commercial use only. Any other copying, distribution, retransmission or
modification of the information in this document, whether in electronic or hard copy form, without the express prior written permission of CallVU Ltd., is strictly prohibited. In the event
of any permitted copying, redistribution or publication of copyrighted material, no changes in, or deletion of, author attribution, trademark legend or copyright notice shall be made.
All contents of this document are: Copyright © 2017 CallVU Ltd. All rights reserved.
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