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ENGHOUSE CHOICE STORY

Cloud-first CX when speed matters
CxEngage opens the choice story with true cloud CCaaS for organizations that want speed, scale and continuous innovation

ON-PREM

Maximum control

local operations

Presence

PRIVATE CLOUD

Dedicated access

cloud-like reach

Presence

HYBRID

Progressive 

migration

coexistence

Both

PUBLIC CCaaS

Elastic innovation

fast rollout

CxEngage

Customer ambition

Expand channels, scale quickly, 

standardize across regions and reduce 

infrastructure friction

Cloud-first fit

True CCaaS where agility, innovation 

cadence and consumption model 

matter most

Why it matters

One choice story — with a cloud-first 

path when speed, elasticity and 

innovation cadence are decisive
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THE MARKET PROBLEM

Disconnected journeys cost more than calls
Customer experience breaks when channels, data and people are managed in separate worlds

Channel silos

Customers repeat 

themselves across voice, 

chat, email and messaging

Agent friction

Agents search systems 

instead of solving the issue

Slow change

New channels and regions 

take too long to launch

Limited insight

Management sees activity, 

but not enough actionable 

context
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CXENGAGE IN ONE SENTENCE

Cloud-native CX for connected customer journeys
A born-in-the-cloud omnichannel contact center platform with an API-first integration philosophy

Omnichannel

Voice, video, chat, email, 

SMS, social messaging 

and work items

API-first

Fit the contact center into 

CRM, apps and existing 

business processes

Elastic scale

Add capacity and roll out 

capabilities without 

infrastructure projects

Agent focused

Modern web experience 

with context, history and 

guided workflows

CxEngage is not “cloud hosting”. It is the cloud operating model for CX: fast, connected, scalable and designed for integration
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CONNECTED EXPERIENCE

From channels to conversations
The business value is continuity: every contact becomes part of one customer journey

Voice Video Chat Email

SMS WhatsApp Social Work items

Conversation continuity

Route, pivot and report across channels with persistent customer context - not disconnected queues
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AGENT EXPERIENCE

Agent experience becomes the operating cockpit
Business value starts when agents can solve issues faster, with less system friction.

© 2026 ENGHOUSE SYSTEMS. ALL RIGHTS RESERVED. 06

Interaction Management 
Panel Contact Management Panel

Omnichannel 
Message Pivoting

Agent Statistics

Complete Interaction History from
within Contact Record

Messaging & Scripting Window

Link to External Knowledge

Interaction Notes

Native HD Video

WebRTC Interface



INTEGRATION STRATEGY

The contact center must fit the enterprise
For cloud-first customers, integration is not an add-on. It is the strategy!

Business Systems

CRM

Ticketing

Knowledge

Back-office apps

CxEngage APIs & Apps

Open integration

Prebuilt options

Workflow connection

Marketplace approach

Customer Journeys

Salesforce

Zendesk

Dynamics

Teams and more

CxEngage can become the CX layer that connects channels, CRM and workflows - not another standalone island

© 2026 ENGHOUSE SYSTEMS. ALL RIGHTS RESERVED. 07



INSIGHT LOOP

From data to decisions
Analytics, quality and coaching turn contact center activity into business improvement

Interactions

Every voice and digital 

contact creates data

Analytics

Dashboards and 

interaction analysis 

reveal trends

Quality

Evaluation and 

compliance workflows 

turn insight into action

Coaching

Feedback loops improve 

agent performance and 

customer outcomes
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INTELLIGENT CX

AI becomes useful when it is connected to the journey
CxEngage provides the cloud foundation for practical intelligence across the contact center

Assist the agent

Knowledge suggestions, summaries and next-best-

action opportunities

Understand the customer

Categorize topics, detect trends and identify friction 

points

Improve operations

Use analytics and quality loops to guide coaching and 

process change

Automate the routine

Let bots and workflows handle simple tasks while agents 

focus on value

The point is not AI as a buzzword

The point is connected intelligence that improves every customer and agent interaction
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BUSINESS OUTCOMES

Why cloud-first customers choose CCaaS
CxEngage is strongest when the business wants speed, standardization and continuous innovation

Faster time to value

Launch new capabilities 

without waiting for 

infrastructure cycles

Elastic capacity

Scale users, channels and 

regions around demand

Lower platform friction

Reduce dependency on 

local infrastructure and 

maintenance

Innovation cadence

Benefit from a cloud 

model designed to 

evolve continuously
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IDEAL FIT

Where CxEngage shines
Customer scenarios where cloud-first CCaaS creates the strongest impact

Cloud mandate

Customer has a clear cloud-first or 

SaaS-first strategy

Multi-country rollout

Common platform experience across 

locations and languages

Digital expansion

Rapid addition of messaging, video 

and work items

API-first ecosystem

CRM, apps and workflows define the 

customer journey

Elastic operations

Seasonal demand, rapid growth or 

distributed teams

Modern agent workplace

Remote-friendly desktop, WebRTC 

and unified context
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PORTFOLIO CLARITY

One Enghouse story, two strong paths
A clear way to choose: cloud-first when desired, control-first when required

ON-PREM

Maximum control

local operations

Presence

PRIVATE CLOUD

Dedicated access

cloud-like reach

Presence

HYBRID

Progressive 

migration

coexistence

Both

PUBLIC CCaaS

Elastic innovation

fast rollout

CxEngage

Presence: cloud-like control

Best when deployment control, dedicated hosting, 

existing PBX or phased modernization are decisive

CxEngage: true cloud acceleration

Best when public CCaaS, elasticity, integration speed 

and innovation cadence are decisive
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CLOSING THOUGHT

Connected, secure and intelligent CX — delivered the right way

CxEngage represents the cloud-first path for organizations ready to move forward with true CCaaS

The future of CX is not one deployment model

It is the ability to choose the model that unlocks the next business outcome

What this means for you

Start with business ambition and constraints — then choose the Enghouse 

path that fits.
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