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Introduction

Across Europe, the Middle East, and North America, over 15,000 agents use 
our software to deliver great customer service to their clients.  With over 
20 year’s experience, our customers range from SMEs to multinationals 
across all industries.   

Developing reseller partnerships is an integral part of our strategy. 
To date, we work with a number of key players to sell and deliver our 
contact center solutions.  For example, Avaya are one of our biggest 
partners and they re-sell our product and services around the globe.  
We’re not just limited to Avaya though: we integrate into any telephony or 
omni-channel contact center engine.
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Inisoft is part of the Kura group, one of the UK’s largest providers of outsourced contact center services.  This close 
relationship has contributed to our success.  Our products are inspired, used, and improved by Kura and their 
agents. 

Our Customers

Our impressive client portfolio includes: 

We’re a dynamic and forward-thinking software company, specializing in contact center
technology.  

Finance – Scotiabank, AIG, Seterus, National Australia Bank, Ace Insurance, GE Money, Travelers

Telco – Vodafone, Vonage, Zain, Verizon Wireless, Vocalcom

Utilities – ScottishPower, Npower, EDP

Retail – Sears, The Otto Group, Screwfix, JD Williams, Shoppers Drugmart, VIVA

Charity – Turn2us, Independent Age

Public Sector/Education – NHS24, City of Glasgow College, Borders College, West College Scotland



Our Contact Center Solutions 

We firmly believe that agents should concentrate on customers, not technology, and we’ve designed our software 
to encourage this.  Introducing Syntelate XA, our latest omni-channel customer engagement suite.  

So What Is XA and What Does This Mean for You? 

Quite simply, Syntelate XA unites all your customer engagement channels, allowing your contact center agents to 
provide the best customer service to your clients. It’s simple yet powerful. 

Simple: We believe agents should spend their time doing what humans do best: connecting with your customers. 
That’s why with Syntelate XA, your agents can handle inbound calls, outbound calls, emails, web chats, SMS 
messages, and social media interactions – all from the same simple interface. 

Powerful: Using our simple design tools, you can configure Syntelate XA to exactly meet your needs. What’s more, 
with our Voice of the Customer, Voice of the Agent, and dashboard solutions, you can monitor the effectiveness of 
your contact center in real time. 



Syntelate XA Includes:

Keep things simple for your agents 
with one place for every channel 
and for all your information.  
View full customer interaction 
history, reduce error points for 
your agents, and improve customer 
service. 

With our call center script solution, 
your agents can handle every call 
with confidence.  A script tells your 
agents what to say at each point 
in a call and adapts depending on 
how the call progresses. Our script 
designer is Simple to use and allows 
your organization to customize all 
the paths.    

Communicate with your
customers via email
and SMS.  You can control 
the priority of messages, and 
Syntelate XA will route this to 
the most appropriate agent. 

Let customers chat with an
agent directly from your 
website.  Whether your 
customer is on a desktop, 
tablet, or phone, they can
exchange instant messages
with an agent via our 
web chat widget.

Monitor social media platforms 
and respond to posts quickly.

Integrate with self-service 
systems or let our development 
team build a bespoke self-service 
system that exactly meets your 
needs.

Use Syntelate XA to manage 
customer information or integrate 
with your current CRM system.

Set up a dashboard to 
report on the data that’s 
important to you and then 
monitor this in real time.

Get feedback from your 
agents after each customer 
interaction to quickly identify 
training requirements and
process improvements.

Send an automated email or SMS 
survey to customers after each 
interaction then use their feedback 
to improve your business.

Let your supervisors quickly 
make changes such as 
moving additional agents 
onto inbound calls during a 
busy period.

Set up automated outbound 
campaigns with preview or
progressive dialing and messaging.

Unified Agent Desktop Scripting Email/SMS Web Chat

Social MediaSelf-ServiceCustomer Relationship 
Management

Dashboards

Voice of the AgentVoice of the Customer Supervisor ToolsProactive Contact

As part of our strategy, we’re looking to grow our reseller network.  The solutions above can be purchased 
separately or holistically as part of the omni-channel suite.

Core Features 

Whichever components you take, Syntelate XA always comes with the following core features: 

Any device: Both Syntelate XA and our design tools are  responsive web applications, meaning they can be 
run on any device: desktop, tablet, or smartphone. 

Cloud or on-premises: Use Syntelate XA in the cloud or host Syntelate XA in your own environment. 

Telephony integration: For voice calls and SMS messages, Syntelate XA integrates with a variety of telephony 
providers. 

Multi-lingual: Easily translate your scripts and screens for use in multi-language environments. 



Syntelate XA can deliver low cost and simple omni-channel to customers on legacy telephony solutions. 
Alternatively, Syntelate XA will integrate with your existing omni-channel solution to provide a superior agent
 experience. If the agent desktop is already in place, then we can add additional solutions to complement it such 
as our Syntelate XA scripting plugin, for example.

Benefits for Your Client 

Benefits for the Agents 

Knowledgeable agents: As soon as a customer gets in touch, Syntelate XA matches on their phone number, 
email address, or social media username and then opens the customer’s record. This means that from the 
moment an interaction starts, your agent has all of the customer’s details in front of them, including a full 
history of interactions across all channels. 

Confident agents: With all the information they need at their fingertips, and scripts to guide them even 
through complex calls, your agents can help your customers with confidence. 

Productive agents: With fluid blending between different interaction types, and with everything held in one 
place, your agents will spend their time helping your customers – not navigating multiple complex systems. 

Reduce average handling time, improve customer satisfaction: By making life easy for your agents, and by 
giving them the information that they need when they need it, your agents can help your customers faster 
and better. 

Reduce call volumes: With support for email, SMS, web chat, and social media, reduce call volumes while 
simultaneously allowing your customers to get in touch however suits them. What’s more, design text 
“snippets” to let agents quickly respond to common questions by any written channel. 

Improve your data capturing: Capture and report on the data that’s important to you. Accurately monitor 
not only how long your agents spend on calls, but also on web chats, SMS messaging, social media 
interactions, and emails. 

Reduce costs: Increase your agents’ productivity, simplify agent training, and see your ongoing costs fall.

Key Benefits:

360° view of the customer

Omni-channel customer experience

Improves agent productivity & guides 
them through complex calls

Eliminates time consuming application 
switching

Helps increase first call resolution and
improves customer satisfaction

Ensures quality and compliance measures 
are achieved

Reduces training times

Reduces costs



Why Join our Partner Program?

Working in partnership provides mutual benefits and gains for both organizations.  We’ve designed our partner 
program to accommodate all company sizes with a fair commercial model for all.

We recognize that our partners play a vital role in demonstrating the value of Syntelate XA. 
Whether you are a service provider, reseller, or other type of technology provider, we want 
you to provide solutions that work with and complement Syntelate XA. 

Syntelate XA Partner Program Benefits

As a partner you will have access to a vast depth of contact center product and market knowledge.  Our Sales and 
Professional Services team can support you with:

Financial Rewards
  

Referral fees

Competitive discounts

Sales Tools and Support 
 

Partner account management

Demo tools

A demonstration license of Syntelate XA

Assistance with RFP and tender responses

Technical Support 
 

Access to telephone and web-based support

Access to tools, training, and consultancy

Professional Services 

We can provide a full implementation service for your clients

Marketing Activities 
          

Authorized to use the Inisoft Partner logo

Marketing collateral (data sheets, case studies, presentations, demo and feature videos)

Joint marketing opportunities (events, webinars, etc.)

Logo and company info on the Partners section of our website



Financial Rewards

The Inisoft partner program offers many financial benefits.  As a partner you’ll receive a competitive software 
discount structure on software license fees.  You’ll also have the opportunity to earn a fee for referrals.  From time 
to time, a partner may find an opportunity for a solution that it is not authorized to resell or one that is outside 
of it’s territory.  Partners can submit a qualified lead referral form to their account manager and receive a fee for 
their efforts in identifying the opportunity, should it result in an Inisoft sale within 12 months of registering the 
lead.

Sales Support 

Inisoft will support your sales efforts to help you meet your revenue goals.  You’ll have a dedicated account
manager to answer any queries.  We’ll also assist by providing a demonstration license of Syntelate XA, remote 
demo tools/systems, and help with RFP and tender responses. 

Marketing Activities 

With a whole host of collateral to choose from, we have all the marketing material you’ll require to nurture your 
leads.  We’ll also promote you as one of our partners on the inisoft.com website, and we can assist with tradeshow 
material or joint webinars.  

Technical Support 

Our technical support team is available 24 hours a day to assist.  As a partner you’ll also have access to online 
support services and literature.  

Professional Services

As a partner we’ll be on hand to deliver a bespoke service to cater for your client’s needs.  With a wealth of 
experience, our experts will provide consultation on what services to deliver, and when to phase them, in order 
to get the most out of Syntelate XA.    

$$$



“

“INI has been a U.S. partner of Inisoft for several years, implementing its Syntelate agent 
desktop solution on multiple large projects. The Inisoft team is very personable and 
provides responsive customer support. We’ve had a very fruitful partnership and we look 
forward to future success in our joint efforts.”

Danette Craig, Vice President and General Manager, Interactive Northwest, Inc. 

 “
The Inisoft Culture 
Here at Inisoft, we don’t just build software, we build partnerships.  We’re a tight-knit team that sticks together when 
things get tricky.  This unfaltering support helps us solve complex problems.  We’ve always enjoyed a great 
relationship with our partners and customers, so much so that our customer net promoter score is +60.  We’re always 
on call to help our partners and we’ll always find a solution to a problem – even if the solution doesn’t yet exist!  

Our partner ecosystem includes:
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To learn more about the benefits of our partner program, contact the team today!

It’s good business:

One of our major partners has made an
average of $1 million dollars in the last 
three years from selling Inisoft products 
and services!

$$$

Don’t just take our word for it! Hear what one of our partners has to say:

“We’re delighted to have Inisoft as one of our partners, they are very knowledgeable and eager 
to assist whenever required.  Their agent desktop solution, Syntelate, enhances agent 
effectiveness, therefore, is easy to justify and demonstrate ROI.  The sales and executive teams 
are always willing to assist with customized demonstrations and assistance with sales.  I would 
highly recommend Inisoft as a partner to other providers.”

Andee Castillo, Applications Consultant, Avaya.


