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ENGHOUSE CHOICE STORY

Modern CX without deployment compromise

Enghouse does not force a single deployment path. We help you choose the operating model that fits your business, compliance needs and transformation pace

&

HYBRID
Progressive
migration
coexistence
Portfolio mix

PUBLIC CCaaS
Elastic innovation
fast rollout
CxEngage

The business reality:
Regulation, infrastructure, sovereignty
and migration pace still matter

The Enghouse answer:

Choice across on-prem, private cloud,

hybrid and true cloud

Focus:

Presence for controlled environments
where proactive engagement,
outbound dialing and flexible
deployment are key
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WHY NOW

Customer operations are alrmbrid

The challenge is no longer simply moving to ctéud. The challenge is making every operating model feslmodern

Customers expect
reachability

Voice, digital, proactive
communication and self-
service - without friction
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Presence is a strong option when organizations need controlled delivery, proven outbound capabilities

and a practical path to modernize without losing deployment control *
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PRESENCE CAPABILITIES

A modular layer for modern CX operations

Presence brings outbound dialing, routing, engagement, automation and operational insight together in one flexible platform model.

Dialing & Routing
Outbound dialing, campaign Engage Act
: " Voice, email, web, social and mobile Outbound, notifications and proactive
execution and Business-rule based L
) : : channels communication
Interaction routing
Optimize
Automate Assure P :
: , : : Bl, speech analytics, WFM and
IVR, self-service and workflow logic quality and compliance support
performance loops

Presence is designed for organizations that want cloud flexibility while retaining local control,
existing telephony integration or dedicated hosting options

Enghouse
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CUSTOMER MOMENTS

Presence creates value in the moments that matter

Connecting capabilities to real customer and operational needs

A 4

A 4

A 4

Before contact

Predict demand, segment
customers, plan
campaigns, trigger
proactive outreach

Enghouse
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During contact

Use context, skills, context
and business rules to
connect customers
effectively

After contact

Record, evaluate, coach
and close the feedback
loop

Across operations

Give supervisors and
management the insight
to improve
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ARCHITECTURE AT A GLANCE

How Presence fits into real environments

A practical view of how Presence connects dialing, channels, telephony, routing and insight

1. Channels 2. Access & Telephony 3. Presence Layer .
) : : : ) 4. Users & Insight
Voice « email » web ¢ SIP « PBX integration Routing « IVR * :
) R E— . . Agent/Supervisor Ul «
social « WhatsApp WebRTC « OpenGate recording ¢« campaigns )
: : ) ) Bl « quality « workforce
mobile scenarios * business logic

Key point: Presence can modernize the interaction layer while respecting existing telephony, network and data requirements
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ARCHITECTURE AT A GLANCE

How Presence fits into real environments

A practical view of how Presence connects dialing, channels, telephony, routing and insight

E-MAIL

CHAT

WEB CALLBACK

WEB COLLABORATION

SMS
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FAX

SOCIAL MEDIA

VIDEO

Screen Recording

Voice / VolP
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Solution Insights

How Presence fits into real environments

A practical view of how Presence connects dialing, channels, telephony, routing and insight

m = Presence — Fil Tool
=~ web IR Designer = = 00ls

Start PlayFile ReadDTMF

QueryAgentState

In OutboundRecord

AddcallData
Presence E File Tools

Web IR Designer

Enghouse

@ Interactive

atisfaccion

© 2026 ENGHOUSE SYSTEMS. ALL RIGHTS RESERVED.

presence

07



Solution Insights

How Presence fits into real environments

A practical view of how Presence connects dialing, channels, telephony, routing and insight

Connected Agent

D@ &
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Solution Insights

How Presence fits into real environments

A practical view of how Presence connects dialing, channels, telephony, routing and insight

L. 00:01:04 Servicing contact

INFORMATION {3 SCRIPT {2

COMTACT INFORMATION

Script information

nformation

OB MANUAL ACD

6990

@ Captured ca
Agent 1000 -
Cheewaka

Qutbound record information

161933
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Y. CALL || & HANG UP || & HANG UP ALL || % HOLD || % MUTE

HISTORY

ra
T

ALTERNATIVE PHOME NUMBERS QUALIFICATION {3

R S SCRIPT
PENDING SCRIPT

AUTO CLOSING SCRIPT EXAMPLE

Products

() ProductA
() ProductB
() ProductC

Press to finish contact

() Hangup

7503(0OB Manual ACD) 8503(0OB Manual ACD)

i ACTIONS

P 00:45:36

HISTORY

Call list

Date * Phoneno. % Q.code % Scheduled Login % Name %
There is no data in the table

{0 items)

Total

Outbound record information

6990 7503
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Solution Insights

How Presence fits into real environments

A practical view of how Presence connects dialing, channels, telephony, routing and insight

Inbound Voice contact Recording & Transcript Viewer

* Presence Web Agent X Presence Unified Mans ger x|+

€ 5 C 0 & hoahs

Comments

Outbound record informatiol

VDN/SE

GO Delir

187772022 13:46:26 5000 00:07:28 000004 5510  101-Sell

425 6 031104 000010 1100

Extemat 1

Can you hear me?

Me

Yes, how are you? Do you see a transcription wheel? Which 00e is the recording?

picking up the microphone property. Is & fecording on your Switch?

s not recording on your Switch. | don't know why. It keeps loading. Wed, let's hang up.
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Solution Insights

How Presence fits into real environments

A practical view of how Presence connects dialing, channels, telephony, routing and insight

p 00:01:34

% 00:01:27 Servicing contact [IRSIEENICIVEN RSN NIFINNIAS ) || MUTE

VO N [ ) G o QUALIFIC

© REPLY | | % REPLY T D| [ PENDING

presencece

Texto Predefi 1
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BUSINESS VALUE

Modernize CX while reducing transformation risk

Presence is especially relevant when organizations need stronger outbound engagement, controlled deployment and modernization without unnecessary disruption

01 Proven Outbound Strength 03 Modernize at pace
Use dialing and proactive engagement capabilities for Add remote access, digital touchpoints and WebRTC
high-volume customer contact step by step

02 Protect existing investments
Reuse telephony and operational knowledge where it
still creates value

04 control cost and risk
Avoid forced migrations and protect critical processes

Proactive engagement without losing control

Enghouse

@ Interactive © 2026 ENGHOUSE SYSTEMS. ALL RIGHTS RESERVED. 08



WHERE PRESENCE FITS

Customer scenarios where Presence is especially relevant

A practical way to identify where Presence adds differentiated value

Outbound and proactive engagement
Dialing, campaigns and follow-up are
central to the customer operation

BPO / service providers
Dedicated environments, repeatable
operations and campaign scale matter

Enghouse
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PBX-rich customers
Existing telephony investments remain
part of the strategy

Private cloud / dedicated hosting
Cloud-like access is needed without a
shared multitenant mode

Regulated environments
Data sovereignty, auditability or local
operational control are decisive

Phased modernization

Add capabilities without positioning
Presence as a full enterprise
replacement
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PRESENCE IN PRACTICE

A scenario-led view of the experience

From customer journey to operational insight

Target Group
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PORTFOLIO CHOICE

Presence and CxEngage are complementary

Two complementary paths for different operating models

Presence = Controlled proactive engagement CxEngage = Cloud-first acceleration
Strong dialer and campaign heritage with on-prem, True public CCaaS for organizations that want speed,
private cloud and hosted options elasticity and continuous cloud innovation

Enghouse
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HOW TO MOVE FORWARD

A simple path from discussion to fit assessment

For customers and partners: a practical way to explore whether Presence is the right fit.

01 Define the operating model
What must stay controlled? What can move? What is
the migration pace?

03 Map the right deployment path
Presence for control-first scenarios; CxEngage for
cloud-first scenarios; hybrid when both are valid.

Enghouse
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02 Prioritize the business trigger
Outbound, remote agents, omnichannel, quality,
reporting or platform renewal.

04 Validate through a scenario workshop
Use two or three high-impact journeys to confirm fit
before going deeper.
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CLOSING MESSAGE

Bring cloud capabilities home

Presence gives organizations a practical path to modern CX without @R@*forced i ggle cloud model.
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Cloud when you want it | On-prem when you need it | Choice when it matters.
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