
Contact centre agility  
in an on-demand world



A contact centre sits at the heart of every customer-centric business. It is often the first interaction point for potential new 

customers, and shaping how existing clients experiences your business. Ultimately, the contact centre builds and moulds 

customer relationships and determines their loyalty and willingness to give your company repeat business. 

Cumbersome and expensive on-site solutions are ill-equipped to deliver the type of customer experience that modern 

consumers demand. In our increasingly digital-first environment, where consumer engagement preferences are constantly 

evolving, cloud-based contact centres can deliver the agility, flexibility and capabilities required to thrive in the modern 

economy, and at an affordable cost. 

Pivotal on Demand enables clients to establish a superior full-service contact centre for a fraction of the investment required 

to operate a traditional telephony switch-based contact centre. 

Our contact centre-as-a-service (CCaaS) model offers your business access to a functional, full-feature contact centre 

platform with a predictable monthly fee, which shifts your technology costs from a capital expenditure to an easy-to-manage 

operating expense. 

Customer loyalty begins in your contact centre

Pivotal on Demand is a pay-per-use contact centre 
solution with no upfront or defined term

Provisioned as a pay-per-use hosted 

contact centre solution to improve 

operational and cost efficiencies

A feature-rich solution that can 

expand your contact centre 

capabilities

Enhance both employee and customer 

experiences with easy-to-use and 

intelligent technologies

With its true pay-per-use model, Pivotal on Demand was the most cost-effective 
solution, without compromising on features or functionality. Furthermore, the 
solution offers rich functionality, which allows Comair to extract customised reports 
from rich data sets to guide and inform decision-making.

Ryan Porter, Head of IT Operations at Comair

“



Features

Agent Web App

The Agent Web App (AWA) is a fully web-based application that enables agents to interact with the Pivotal on Demand 

platform. The intuitive and easy-to- use AWA interface controls all interaction on the Pivotal on Demand platform. The AWA 

agent softphone module allows users to manage their queues according to their skillset.

Performance analytics and reporting

Real-time monitoring provides an up-to-date view of agent performance, with the ability to make changes. Users can create 

customised dashboards and reports in the Pivotal on Demand Manager to suit their specific needs. 

The Dashboards module allows a user to display real-time statistics on different entities in the Pivotal on Demand solution 

with different graphical representations. Dashboards are accessed by pure https communication.

Inbound call management

• Interactive Voice Response (IVR)
Empower self service functions for callers to complete actions over the phone via voice or keypad inputs to pay bills or 

check account balances to free agent resources and improve CX.

Pivotal on Demand tools allow users to easily create IVR services by connecting building blocks that can perform a 

multitude of actions on incoming calls, including call queueing and distribution.

• Automatic Call Distribution (ACD)
Allocate incoming calls to a queue, where callers wait until an agent becomes available. Leverage skills-based routing 

to distribute calls to agents based on rules that factor in agent skills and performance metrics.

Added features include:

-   Capture DTMF input from the caller

-   Execute a web service and store the result in a variable

-   Perform database operations like SELECT, INSERT, UPDATE, and DELETE

-   Retrieve real-time statistic values on queues and agents

-   Modify call priority in the queue

-   Apply virtual on hold

-   Text-to-speech (TTS) in several languages (default Google Speech)

-   Automated-Speech Recognition (ASR) connector

Performance analytics and reporting screen Inbound call management



Outbound campaign management

Using advanced dialling algorithms, Pivotal on Demand automatically dials a number from calling lists and connects 

answered calls to live agents to increase agent productivity and efficiency. Pivotal on Demand offers four types of outbound 

campaigns:

• Predictive diallers dial multiple phone numbers at once and distribute the answered calls to agents based on availability 

and wait time

• Progressive dialers automatically dial a new number when an agent becomes available

• Preview diallers send the popup data to the agent prior to actually dialling the number so the agent can preview the 

client’s data and prepare for the call

• Broadcast diallers automatically dial a number from a list and play back a pre-recorded message when the call is 

answered. The dialled party can also opt to connect to a live agent

Call centre scripting

Enables supervisors to programme agent scripts for sales calls and customer service calls. Also allows supervisors to control 

operational rules for calls and generates fields that feed data from calls into the CRM system when CRM integration exists.

Form building

The Form Builder is a drag and drop integrated programme that creates forms that can be used for both inbound and 

outbound calls. The builder allows users to create multiple pages to be used for agent scripting. These pages can register 

multiple database connections and multiple tables for each database.

Quality management

Contact center managers can evaluate the recordings of the agents’ contacts with customers by creating dynamic forms that 

will gather contact centre metrics on the quality of its services or the satisfaction of its customers. 

• Monitor allows supervisors to listen in on calls without the agent or caller knowing

• Whisper allows supervisors to coach agents without the other party on the line hearing

• Barge allows supervisors to immediately join the calls they’ve been monitoring

Educor opted for Pivotal on Demand for its contact centres because the solution 
offered the most cost-effective option that still delivered all the functionality that 
users required. It has made Educor’s contact centre agents more productive, as the 
feature-rich solutions enables fewer agents to manage higher call volumes and do 
more.  

Denzel Marimuthu, Head of Infrastructure at Educor Holdings
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Multichannel

Enable engagement via multiple channels, including voice, chat, SMS, email, and social media, catering to inbound, 

outbound and blended contact centres of all sizes.

• Chat
Web chat is growing quickly as a favoured communication channel after traditional voice for customer service and sales 

environments in the age of digital services. The Pivotal on Demand Manager allows users to easily create Chat Routing 

Scripts for handling chat sessions by connecting building blocks. These scripts can perform actions on chat sessions, 

from queueing the chat to distributing it to an agent.

• SMS
Short Message Services (SMS) remain popular due to the ubiquity of the service. It removes barriers to communication 

and ensures customers don’t have to endure wait times or hold music.

• Email
Email emerged as a preferred method of contact after voice to resolve simple queries or get information. Offering 

email as an available channel is therefore imperative to meet shifting customer preferences.

• Social media
Social media has become a pivotal customer management channel and offers businesses an opportunity to evaluate 

their customer experience performance via direct feedback. Use Pivotal on Demand’s social media functionality 

to engage with the customer and turn negative experiences into positive customer retention opportunities by 

personalising engagement.

Benefits

Reduce capex, 
contain costs

Gain insights into 
organisational 
performance

Create a responsive 
organisation

Expand contact 
centre’s capabilities

Boost business 
uptime

Cater to customer 
engagement 
preferences

Enhance employee 
experience

Streamline processes 
to elevate CX

Optimise internal 
resource utilisation

Gain control of 
process to enhance 

output quality

Contact us
T:  010 476 0300 E:  info@pivotalgroup.co.za W:  pivotaldata.co.za


