





Call Recordings &
Transcriptions

Call recordings provide a wealth of information about your customers and your team so that you
can identify performance issues quickly and stay on top of your customers’ needs.

For contact center managers, recordings and transcriptions are the foundation for coaching agents more effectively,

spotting the patterns behind challenges in customer conversations, and making security and compliance easier to

monitor and maintain.
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FormReactor®

Turn online form submissions into powerful data sources, and immediately trigger contact as soon
as a customer indicates interest in your business.

Using FormReactor®, we will associate each form fill with the exact website visitor that completed it as well as the
advertising channel that led to their visit (including campaign, ad, and search keyword). Easily visualize and isolate how

many calls, texts, and forms each of your advertising channels generate so you can provide the full picture for your

marketing, sales, and support teams.
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ow Does FormReactor® Work?
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Embed form Set routing Website visitor Your queue Agent connected Call associated
on your website preferences for calls completes form gets the call to lead to exact ad

Patients can book appointments via
FormReactor®. Enable CTM to send

an automated confirmation text and a

follow-up email to both the patient and 84% of marketers
the provider.

say they rely on form
Clients can send emergency requests, submissions as a primary
such as water damage or pest conversion tool.

infestations, via FormReactor®. Your

team is able to connect instantly to - HubSpot

provide urgent assistance. It's critical to engage these
leads in their moment of
Leads can fill out FormReactor® forms to interest before they move on

opt into promotional messaging. They’ll to other options.
be added to an autodialer campaign,

receiving a personalized confirmation
text to validate.
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Smart Dialer

Maximize productivity and conversions with CTM’s smart dialing technology.

This productivity-driving feature automates your contact center’s outbound calls based on criteria and timeframes

that you customize, helping your team instantly connect with prospects and customers in need.

By defining rules and milestones in Smart Dialer’s control panel, you can manage your calls simply and strategically
in line with agent availability and caller behavior. The result is increased responsiveness, better lead cultivation, and
higher conversion rates.

Intelligent dialing Dial-out schedules

Evaluates the agents-to-list ratio to Protects your agents from placing outbound
ensure an agent will be available to take phone calls to locations and time zones

the call. outside of the time schedule.

Agent productivity Security features

Increases productivity with automated Includes features like “Do Not Call List”
scripts, pre-recorded voicemails, and detection and secure call recordings.

repeat call prevention.

Smart Dialer connects you with prospects and customers in
need of service in the right way at the right time, boosting
conversions and helping you provide the outstanding service
that sets you apart.

By leveraging your existing CTM configurations, your agents
will find themselves connected efficiently and progressing
from call to call without missing a beat.

@ Works seamlessly with: Softphone, FormReactor®, custom triggers, call queues,
text messages, voicemails, and scripts.
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Security & Compliance

At CTM, call data security is a top priority. Customers benefit from a data center and network architecture built to

meet industry-standard encryption and redundancy requirements. Our user-friendly security measures make it easy

for customers to spend less time on compliance and more time running their business.

Encrypted data

CTM provides several options to keep data secure by
encrypting its entire platform using Transport Layer Security
(TLS). Data can be at risk even while at rest, and security
demands that stored data be encrypted as well. CTM'’s
platform uses encrypted volumes to safely store recordings,

transcriptions, log files, and other call data.

Secure notifications

Customize notifications so that certain fields containing
sensitive information can be removed to prevent the
distribution of this information. In addition, URLs linking
to audio recordings inside notifications can have multiple
layers of security so that only specific people with
designated logins and secondary PINs can listen to calls.

Logging

Any time call recordings are accessed or modified, that event is
logged in the CTM platform by user, IP address, and timestamp.
Each user’s unique login credentials associate them directly to their
activity within accounts. Every call recording playback is logged so

that administrators know when a call has been reviewed.

Secure access

Individuals have their own login to access the platform, and

all of CTM'’s plans allow for an unlimited number of users and

a variety of access levels. Additional layers of protection such
as two-factor authentication and automatic timeouts can be
enabled. Additionally, administrators can also restrict which
call data fields each user group can see, ensuring that sensitive

data is only accessed when necessary.

Dedicated servers

To maintain compliance, CTM uses dedicated
servers to protect sensitive information.
Dedicated servers are exclusive to CTM and
not shared with outside companies, eliminating
the risk of sensitive data being distributed to

unauthorized sources.

Consent

FormReactor® gives you the ability to add consent language
and check boxes into your forms and track that consent

or opt-in with each online form submission. You can also
trigger workflows based on a form field disposition or other
activity indicator that places the contact (phone number)

on an account-wide “do not text” and/or “do not call” list.

Spam Detective

Spam Detective automatically identifies suspicious
inbound calls and routes them to a menu or requires a
CAPTCHA before they ever reach a live agent, protecting
your team'’s time and keeping your call data clean.

Redaction

CTM provides the ability to either manually or automatically
redact any personally identifiable information from call,
text, and form records. Secure call transcriptions allow

the system to detect when credit card information, Social
Security information, or phone numbers are spoken during
a call, tag the call appropriately, and redact that information

from your call transcriptions and associated call recording.
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Exceed Expectations and
Grow Your Business

When your team is able to work smarter, not harder, you make it
possible to truly wow your customers. Discover how contact centers
like yours have utilized CTM to automate their internal processes,
drive stronger team performance, and improve the quality of their
customer interactions.

Book a Demo Explore our
Partnership Programs

www.ctm.com/partner-ecosystem

(888) 898-0513 | ctm.com
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