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Cloud Contact Solutions

No requirement for on-premise equipment reduces 
complexity and cost

Built on the popular and successful Horizon cloud telephony 
platform

Customer services agents can work from anywhere at 
anytime

Omnichannel Customer Experience

Simple, affordable and scalable designed for small team to 
large multi-site organisations

Provide your customers choice on how to communicate, via 
calls, email and webchat all within the same platform and 
even social media channels

Contact management or integration with third party CRM 
software solutions

Powerful Tools

Commonly designed agent, supervisor and administrator 
portals

Wallboard and report generation tools for KPI data

Realtime view of call, email and webchat data with alerting for 
supervisors with ability to listen, coach and record calls

Connectivity

Leased line connections

Fibre broadband (FTTP / FTTC)

Voice enabled traffic prioritisation

IT Solutions
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Welcome to axisfirst

Our human approach to business communication is designed to help you to understand which 
technologies best meet the needs of your way of working. We are here to help design and build a 
solution that enables you to operate as seamlessly as possible for your customers and your employees.

Since 1980 we have been helping our clients to implement technology that enables an efficient and 
productive way of working, provides a greater experience for their clients and to grow and expand their 
businesses. Our team are on hand to help you embrace the latest cloud contact centre solutions that 
scale from small customer services teams to multi-site call centres and hybrid working environments.

HORIZON CONTACT

SIMPLIFYING CUSTOMER ENGAGEMENT

Horizon Contact is an integrated business communication and customer contact solution that simplifies multi-channel 

customer interaction, perfect for organisations who want to make it easier for customers to engage with them. Unlike 

most Contact Centre solutions, Horizon Contact provides an easy to use, self-service feature set, for small to medium 

businesses, at a price point they can afford.
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C O N T A C T  C E N T R E  S O F T W A R E

BUILDING A BETTER EXPERIENCE HUBCLOUD-BASED 
CONTACT 
CENTRE 
SOLUTION
Horizon Contact is a cloud-based contact centre 
solution designed specifically to work in conjunction 
with Horizon and Collaborate, providing a conjoined 
experience and shared feature set for front and 
back-office contact centre agents. Users exist within 
the Horizon platform and can be easily enabled as 
Horizon Contact agents within the Horizon portal.

ANY DEVICE ANYWHERE!
Offering a rich customer contact experience for voice email and webchat interactions, Horizon Contact is compatible with 

a broad range of handsets and supports WebRTC to enable the use of soft phones. This allows an agent to work from 

anywhere on any device, with only the need to access a supported browser.

IMPROVED 
CUSTOMER SERVICE
Horizon Contact provides a consistent quality 

Omnichannel solution. The interface gives agents a 

master view of customer communication across all 

channels, so they can ensure a seamless experience. 

Horizon Contact supports inbound and outbound 

voice channels, web chat and email, enabling a highly 

personalised customer experience.

The Horizon Desktop Client option lets you connect your 

office phone to your preferred business device, such 

as a laptop or PC. It works seamlessly with the Horizon 

service and mobile client to ensure that you can control 

your user account and handle calls efficiently, wherever 

you are. The Desktop Client provides a new way to 

interact with Horizon and, using existing devices, you can 

reduce the cost of entry to a hosted solution, as well as 

minimising telephony costs incurred whilst on the move 

or in different locations.

Getting it right 
            FIRST TIME!

M A I L  S E R V E R W E B  S E R V E RS B C

Customer
Database

CRM

Knowledge-base

Queuing AlertingRoutingReporting
User 

Interface
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MANAGEMENT INSIGHT 
AND CONTROL

Horizon Contact comes complete with a 

comprehensive reporting tool that enables 

multiple reports to be created across all 

channels which can viewed within the Horizon 

Contact portal. Reports can also be scheduled 

and delivered to managers as and when they 

need them.

ADVANTAGES OF 
HORIZON CONTACT

Transforming 
Customer 
Relationships

GUARANTEED SERVICE 
AVAILABILITY

It has never been so important to 

communicate with your customers digitally 

and without interruption, Gamma has built an 

architecture that will deliver at least a 99.99% 

uptime SLA. Built across four Gamma data 

centres, the distributed architecture means 

loss of any single site won’t impact the ability 

to service customers.

ACCESS ANYTIME, ANYWHERE

Horizon Contact is cloud-based and as such 

Agents can log into any device and work 

anytime, anywhere. Compatible with all 

Gamma handsets, but agents can also work 

with just a laptop and a headset, because 

Horizon Contact uses WebRTC to deliver the 

same experience wherever your teams have 

internet access. 

Supervisors get a real time view of all agent 

activity and contact centre managers can 

see wallboards tailored to their needs via a 

web browser. Changes can be made to an 

IVR within a matter of minutes, ensuring that 

both voice and email channels can remain 

live and customer queries can always be 

taken. Supervisors are also able to continue to 

monitor performance and retain all reporting 

functionality.

QUICK, SECURE AND 
SCALABLE DEPLOYMENT

With Horizon Contact, there are no financing 

costs, no major hardware to purchase and 

no software to roll out. Horizon Contact is 

scalable from 2 – 500 seats, licences can be 

added at any time as and when your business 

grows and are available on 30-day contracts 

for managing peak demand. 

Quickly configured alongside your Horizon 

deployment and designed to work seamlessly 

with Horizon, agents and back-office staff 

can work collectively on the same telephony 

platform and as part of the same company 

directory, allowing you to share presence 

information and to deliver exceptional 

customer service.

CRM INTEGRATION

Horizon Contact’s integrated CRM solution 

allows you to record customer interactions 

by channel and combine this data with 

all associated outcomes within a single 

consolidated database. 

CRM integration allows the contact centre 

agent not only to quickly find a contact’s 

information and contact history but will 

automatically display a callers details during 

an inbound call and allows agents to initiate 

an outbound call by using the ‘click to dial’ 

functionality directly from the CRM. Currently 

integration is offered with both Salesforce and 

Microsoft Dynamics. Other top CRM’s will be 

coming soon.

SIMPLE TO USE INTERFACE
With user experience at its core. Horizon Contact is clear, concise, and consistent.

Agent Interface

Agents can view all the queues that they have been given 

access to view. Agents can take calls via a Horizon handset 

or via a softphone using the Horizon Contact portal.

Admin Interface

Horizon Contact is managed using its own web interface, 

which provides information and management control to 

authenticated operations users. 

The Administrator Portal part of the interface allows users 

who are logged in at the Administrator level to customise 

their Contact Centre features and functionality.

Supervisor Interface

The Supervisor user has full agent functionality but can 

manage all agent users. Within the Horizon Contact Portal, 

the Supervisor’s main screen shows live data for both the 

queues and the agents that they manage.

Wallboard

When an agent has classified an interaction, the 

classifications are logged and analysed by the Contact 

Centre for display via the wallboard and for inclusion in 

regular reports.
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CALL RECORDING

With Horizon Contact, you can choose if 

you want to record inbound, outbound or 

internal calls for customer service, training or 

audit purposes. Callers can also be provided 

with the choice to opt out of their calls being 

recorded, however Agents can still select to 

record their part of the call.

EMAIL CHANNEL

Horizon Contact can be connected to email 

servers to send and receive emails using the 

POP3, SMTP and IMAP protocols. This allows 

customers to use existing email services, such 

as GMail or Microsoft 365 and multiple email 

addresses can be configured, which can then 

be assigned to different queues.

SMART WAYS OF WORKING 
WITH OMNICHANNEL

VOICE CHANNEL

Horizon Contact provides a comprehensive 

set of voice features to enable agents to make 

and receive calls and manage the current and 

historical communication with customers.

ADVANCED QUEUE 
MANAGEMENT

Customer interactions can be queued 

and managed within the contact centre 

environment. Calls / emails can be prioritised 

into VIP queues to improve first contact 

resolution.

SKILLS-BASED ROUTING

This allows to you automatically route calls to 

the most qualified agent, thereby improving 

levels of customer experience and first call 

resolution.

CALL BACK

We understand that customers aren’t always 

in a position to wait in a queue to speak to 

an agent. Horizon Contact can be configured 

to assess a caller’s position in the queue, 

announce the estimated wait time and offer 

the caller the option of a call back if the wait 

time is too long. Selected time slots can also 

be offered to provide a more flexible call 

back option.

WALLBOARDS AND LIVE DATA

Wallboards can easily be constructed to show 

powerful live data from the minute an agent 

starts to handle a call, email or web chat. 

The dashboards present information relating 

to service numbers, queues, and live status 

events such as the availability of Agents, which 

is fundamental for Supervisors to review 

performance and in addition change the 

status of Agents if they are no longer available.

MANAGEMENT REPORTING

There is a comprehensive reporting tool built 

into Horizon Contact that enables multiple 

different reports to be created and viewed 

with the Horizon Contact Portal. Reports can 

be scheduled and exported either to a third-

party reporting tool or to manager’s email 

addresses.

WEBCHAT

Webchat is the fastest growing communication 

channel and using simple tools, you can 

embed code into your website that will 

connect your potential sales leads directly to 

the most skilled agent. Webchat conversations 

can be served between calls to ensure high 

agent productivity or agents can work on 

multiple chats at the same time.

Call axisfirst today for more information 
or a FREE Horizon demonstration: 

01278 421020  

In today’s modern world, it is about being present and being connected. Meeting the 
needs of your customer wherever and whenever they need you. Horizon Contact provides 
a true omnichannel experience via calls, email and webchat.
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CLOUD-BASED 
CONTACT CENTRE 
SOLUTION
With Horizon Contact, there are three types of user licences: 

ADMINISTRATOR 
Administrator licences can be applied to any Horizon user. They can manage back end functionality, such as queues 

and interaction flow design, but cannot receive calls or manage agents. 

AGENT 
Agents can view all the queues that they have been given access to view. They can also set their status and indicate if 

they are available to handle new inbound requests.

SUPERVISOR 
The Supervisor user has full Agent functionality but can also manage all agent users. 

To understand more on the features for both Agent and Supervisor please see below:

FEATURE	 AGENT	 SUPERVISOR 

Make / receive voice calls	  	  

Send / receive emails	  	

Record own calls 	  	  

View own statistics 	  	  

View queue information	  	  

Change own availability	  	  

WebRTC or handset	  	  

See Horizon user presence	  	  

Use native CRM / knowledgebase	  	

Offer call back	  	  

Listen in to agent		   	 

Coach agent		   

Take over agent call 		

See agents’ stats		   

Record agent calls		   

Review agent call recordings 		   

View historical reports		   

CONTACT AXISFIRST ON 01278 421020 
FOR HORIZON CONTACT ADMINISTRATOR, 

AGENT & SUPERVISOR TRAINING MODULES
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