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Most contact centers do not run on one 
platform. They run on six: a core CCaaS 
system, a separate phone or UCaaS tool, 
a bolted-on knowledge base, a QA tool 
bought two years after the core platform, a 
workforce management tool that does not 
talk to any of the above, and a spreadsheet 
holding the whole thing together. Each tool 
may be good on its own. Together, they 
create integration gaps, duplicate logins, 
inconsistent data, and a support burden 
that falls on whichever team member is 
least busy that week.

ChorusCX was built around a different 
premise: that customer experience, 
communications, agent support, workforce 
operations, number and call routing, 
and platform support should live in one 
connected system, not six disconnected 
ones. This guide walks through each of 
ChorusCX’s six modules, the CX Module, 
Unified Communications, Guidance and 
Knowledge, Productivity Management, 
Number Manager, and Managed Services, 
in enough depth to show exactly how 
each one works, who it serves best, and 
how they compound in value when used 
together rather than piecemeal.

Why One 
Platform Beats 
Six Point 
Solutions

Direct answer for anyone skimming: 
ChorusCX is a six-module contact center 
and customer experience platform covering 
omnichannel routing and AI automation 
(CX Module), voice and communications 
infrastructure (Unified Communications), 
real-time agent support and analytics 
(Guidance and Knowledge), workforce 
scheduling and quality management 
(Productivity Management), centralized 
phone and fax routing (Number Manager), 
and 24/7 operational support (Managed 
Services). Organizations that consolidate 
onto this kind of unified platform typically 
see the largest gains not from any single 
module, but from the integration between 
them.

This guide is organized to work whether you 
read it cover to cover or jump straight to 
the module most relevant to your current 
pain point.
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The CX Module is the operational core of the 
platform: the system that receives an interaction, 
whether by voice, chat, email, or another 
channel, and routes it to the right resource.

Inconsistent routing that sends complex issues to underqualified agents, 
channel silos that lose context when a customer moves from chat to phone, 
and manual triage bottlenecks that slow down complex requests.

Chapter 1: The CX Module,  
Omnichannel Routing 
and AI Automation

What it does
• Omnichannel routing, unifying voice, chat, email, and other 

channels into a single queue and routing logic, rather than managing 
each channel as a separate silo with separate rules.

• Skills-based routing, matching interactions to the specific agents best 
equipped to handle them based on language, expertise, or product 
knowledge, rather than simple round-robin distribution.

• AI-assisted automation, including intelligent self-service for well-defined requests 
and automated triage that gets complex issues to the right specialist faster.

Who relies on this module most and why
High-volume contact centers use skills-based routing to make sure 
complex interactions land with the agents most likely to resolve them 
on the first contact, directly improving first contact resolution. BPOs 
managing multiple client programs from a shared agent pool depend on 
this module to keep each client’s interactions correctly segmented and 
routed even when agents are cross-trained across programs (https://
choruscx.com/who-we-serve/bpo/). SMBs benefit from the same routing 
logic at a smaller scale, without needing to build the routing rules 
from scratch that larger, more custom systems would require (https://
choruscx.com/who-we-serve/small-and-mid-sized-businesses/).

Problems this module solves
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Chapter 2: Unified 
Communications, Voice 
and Collaboration 
Infrastructure
Unified Communications is the voice and collaboration 
layer underneath the CX Module: the actual calling, 
conferencing, and messaging infrastructure that 
makes the routing logic above it possible.

What it does
• Cloud-based voice infrastructure (UCaaS) 

that eliminates the need for on-premises 
phone hardware and scales with headcount 
changes far more easily than legacy systems.

• Integrated messaging and conferencing 
alongside voice, so internal collaboration between 
agents and supervisors happens on the same 
platform as customer-facing communication.

• Direct integration with the CX 
Module, meaning routing decisions and 
communications infrastructure share data 
rather than operating as separate systems 
that need to be manually reconciled.

Who relies on this 
module most and why
multi-site organizations use this module to 
standardize voice infrastructure across every location 
without maintaining separate phone systems per 
site, which is one of the more common operational 
headaches for organizations running more than one 
office or brand (https://choruscx.com/who-we-serve/
multi-site-contact-center-software/). Contact centers 
scaling headcount quickly benefit from cloud-based 
provisioning that does not require new hardware for 
every new seat.

Fragmented voice 
infrastructure across 
locations, the cost and 
delay of provisioning on-
premises phone hardware, 
and the disconnect 
between communications 
tools and the CX platform 
making routing decisions.

Problems this 
module solves
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This module puts information and insight directly in 
front of agents while they are on a live interaction, and 
gives supervisors visibility into interaction quality 
at a scale manual review cannot match.

Chapter 3: Guidance and 
Knowledge, Real-Time Agent 
Support and Analytics

What it does
• Real-time agent guidance, surfacing relevant knowledge base content, 

compliance reminders, and next-best-action prompts during a live call or chat.

• Speech and conversation analytics, analyzing tone, sentiment, and conversational 
patterns across the full population of interactions rather than a small manual sample.

• AI-assisted quality scoring (AQA), evaluating a far larger share 
of interactions than manual QA sampling typically allows.

Who relies on this module most and why
Organizations with high agent turnover or fast onboarding needs, 
common in both contact centers and BPOs, use real-time guidance to 
shorten the ramp-up period for new agents significantly, since the system 
surfaces the knowledge new agents have not yet memorized. Regulated 
industries such as healthcare, financial services, and government rely on 
the compliance-reminder function of this module to reduce the risk of an 
agent missing a required disclosure or procedural step.

Long agent ramp-up times, inconsistent adherence to compliance scripts, and quality 
visibility limited to a tiny manual sample of interactions rather than the full population.

Problems this module solves
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Chapter 4: Productivity 
Management, Workforce 
Scheduling and Quality Automation
Productivity Management covers the operational planning layer: getting 
the right number of trained agents in the right place at the right time, 
and automating the quality management process around them.

What it does
• Workforce management, including scheduling, forecasting, and 

adherence tracking based on historical and real-time volume data.

• Quality management and automated quality assurance (QA/AQA), 
standardizing how interactions are scored and coached against.

• Forecasting tools that reduce both the cost of overstaffing and the service 
failures caused by understaffing during unpredicted volume spikes.

Who relies on this module most and why
BPOs managing staffing across multiple client contracts simultaneously 
depend on accurate forecasting to keep utilization efficient without 
overcommitting agents to any single program (https://choruscx.com/who-we-
serve/bpo/). High-volume contact centers use the QA automation function to 
standardize coaching across large teams that would be impossible to 
audit manually at scale (https://choruscx.com/who-we-
serve/contact-centers/).

Inaccurate staffing forecasts leading to either 
excess labor cost or service failures, and 
quality management processes that do not 
scale past a small manual sampling rate.

Problems this module solves

https://choruscx.com/who-we-serve/bpo/
https://choruscx.com/who-we-serve/bpo/
https://choruscx.com/who-we-serve/contact-centers/
https://choruscx.com/who-we-serve/contact-centers/
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Chapter 5: Number Manager, 
Centralized Phone and Fax Routing
Number Manager solves a problem that sounds simple but 
causes outsized operational pain when handled badly: managing 
phone numbers, fax lines, and call routing centrally across an 
organization rather than piecemeal, location by location.

Who relies on this module most and why
Multi-site organizations, especially those that have grown through acquisition or 
franchise expansion, frequently inherit a patchwork of numbers and carriers across 
locations; centralizing this is one of the fastest operational wins available to them (https://
choruscx.com/who-we-serve/multi-site-contact-center-software/). Healthcare and financial 
services organizations with fax-dependent workflows, which remain more common in 
these industries than many people expect, rely on this module to keep fax routing and 
compliance logging centralized alongside voice.

Fragmented number and carrier management across locations, slow or error-prone 
routing changes made line by line, and weak auditability of routing changes over time.

Problems this module solves

What it does
• Centralized number and fax management, giving 

administrators one place to provision, route, and 
manage every number across the organization 
instead of managing this per site or per carrier.

• Flexible call routing rules that can be 
updated centrally and applied instantly 
across every relevant number, rather than 
requiring changes at each individual line.

• Simplified compliance and auditability, 
since number and routing changes are 
logged centrally rather than scattered 
across disconnected carrier portals.

https://choruscx.com/who-we-serve/multi-site-contact-center-software/
https://choruscx.com/who-we-serve/multi-site-contact-center-software/
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Chapter 6: Managed Services, 24/7 
Support, Monitoring, and Deployment
Managed Services is the operational safety net underneath every 
other module: the team and processes that keep the platform 
running, monitored, and correctly configured around the clock.

What it does
• 24/7 monitoring and support, catching and addressing issues before they 

become the kind of outage that carries real financial cost. Talkdesk’s downtime 
cost modeling, showing a single 1.5-hour outage potentially costing around 
$202,500 in lost revenue and a 3-hour outage costing roughly $6,750 in lost 
productivity, is a useful illustration of why continuous monitoring pays 
for itself (https://www.talkdesk.com/blog/how-to-calculate-
the-true-financial-cost-of-contact-center-downtime/).

• Deployment and configuration support, 
particularly valuable for organizations without 
a large in-house IT or telecom team.

• Ongoing optimization, including ongoing tuning of 
routing rules, AI tools, and workforce management 
configurations as an organization’s needs change.

Who relies on this module most and why
SMBs without a dedicated internal IT or telecom function rely on Managed Services 
to get enterprise-grade monitoring and support without building that capability in-
house (https://choruscx.com/who-we-serve/small-and-mid-sized-businesses/). BPOs, whose 
entire margin structure depends on operational uptime across every client program 
simultaneously, treat 24/7 monitoring as close to non-negotiable given how directly 
downtime affects both revenue and client relationships. The BPO market itself is 
substantial and growing, valued by Fortune Business Insights at $353.64 billion in 2026 
and projected to reach $741.60 billion by 2034 at a 9.7% compound annual growth rate, 
which means the operational stakes of reliability only grow as the industry does (https://
www.fortunebusinessinsights.com/business-process-outsourcing-market-111583).

the cost and risk of unmonitored downtime, the burden of deployment and 
configuration falling on internal teams without the bandwidth for it, and platform 
configurations that go stale because no one owns ongoing optimization.

Problems this module solves

https://choruscx.com/who-we-serve/small-and-mid-sized-businesses/
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How to Decide Which 
Modules to Start With
Few organizations implement all six 
modules simultaneously, and that is fine. 
A sensible sequencing approach:

Start with the CX Module and Unified 
Communications together if you are 
replacing a legacy or fragmented core 
system, since these two form the operational 
foundation everything else connects to.

Add Guidance and Knowledge next if agent 
ramp time or quality consistency is your 
most urgent pain point, since this module 
tends to show measurable impact fastest.

Add Productivity Management once you 
have enough interaction volume and data 
flowing through the CX Module to make 
forecasting and QA automation meaningfully 
more accurate than manual methods.

Add Number Manager as a targeted 
fix if number and carrier fragmentation, 
especially across multiple sites, is causing 
operational friction right now, since 
this module can often be implemented 
somewhat independently of the others.

Layer in Managed Services at whatever 
point your internal team’s bandwidth, not the 
platform’s capability, becomes the limiting factor.
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Book a Demo

A Platform That Compounds

choruscx.com

+1 480 538 2020

sales@choruscx.com

Book a Demo

Each ChorusCX module solves a real problem on its own. The bigger value 
shows up in the connections between them: routing decisions informed by 
real-time agent guidance, workforce forecasts informed by actual interaction 
volume from the CX Module, and Managed Services keeping all of it tuned 
and running without pulling your internal team away from their core work.
If you want help figuring out which modules make sense for your 
organization first, our team is glad to walk through your specific setup, 
and our FAQ page answers many of the most common questions we hear 
about implementation and platform fit (https://choruscx.com/faq/).

https://choruscx.com/book-a-demo/
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