
6 Reasons Growing Contact Centers 
Need Both UCaaS and CCaaS

UCaaS and CCaaS get bundled together in conversation more often than they should be, one is built for your team, the 
other for your customers. Read our infographic to dive into 6 reasons growing and multi-site organizations need both 

working together.

Reach out to our team at ChorusCX to see how Unified Communications and the CX Module work together on one platform, instead 
of two systems that were never built to talk to each other.

choruscx.comsales@choruscx.com

Internal 
Collaboration 
Without Gaps

UCaaS keeps voice, 
video, and messaging 
consistent for 
employees, 
regardless of which 
office or home they're 
working from.

Warm 
Transfers That 
Don't Drop

When an agent needs 
to loop in a specialist 
outside the queue, 
shared presence 
between UCaaS and 
CCaaS means the 
transfer happens 
without losing the 
customer.

Centralized 
Number 
Management

Number Manager 
applies across both 
systems, so a number 
can move from a 
general business line 
to a contact center 
queue without a 
carrier ticket.

Customer 
Routing That 
Actually Scales

UCaaS keeps voice, 
video, and messaging 
consistent for 
employees, 
regardless of which 
office or home they're 
working from.

One Directory, 
Every Location
A single company 
directory with 
accurate presence 
keeps multi-site 
teams connected, 
whether an employee 
is customer-facing or 
back office.

Consolidated 
Reporting
Supervisors can see 
how internal transfers 
affect 
customer-facing 
metrics like handle 
time, because UCaaS 
and CCaaS share the 
same reporting layer.


