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The Internet Protocol is designed for
standards that make communications
more open, enterprises more global, and
hardware obsolete. In short, IP telephony
calls for software. The applications from
Interactive Intelligence are made for 
open standards including SIP, and they 
can take your enterprise around the
world, ahead of competitors… 
and into the future.

IP telephony has now emerged as
technology to put enterprises on a
global stage with its Internet-based
framework for voice and data
communications.

But only if enterprises implement IP.
And only if they implement the right
IP solution.

IP

We saw the future of IP telephony years ago.
Isn’t it time your enterprise does?

Enterprise 
IP Telephony

Open Standards Software for Voice over IP.



It’s what we do.

Complete yet flexible 
software solutions for 
enterprise IP telephony.

Deliberately Innovative
A company’s guiding principles don’t mean much if its customers
don’t benefit from them. After more than a decade in business, 
we still abide by ours every day.

Innovation
Interactive Intelligence takes an innovative approach to IP
telephony with a software architecture based on event processing
that treats phone calls the same as e-mails, faxes and Web
interactions. Our open standards IP software also comes equipped
to support the SIP open communications standard, paving a
straightforward path that lets enterprises migrate to voice over 
IP with no need for third-party or bolt-on proprietary hardware. 

Innovation  that  brings  the  future  of  IP  telephony  
to  your  enterprise  right  now.

Experience
Our more than a decade of experience as a global company 
with offices and partners worldwide includes software available 
in 13 languages and product installations in almost 60 countries,
including IP telephony implementations in organizations up to 25
locations. An equally global services infrastructure approaching
200 partners and led by Microsoft, Intel and HP adds to our
industry expertise.

Experience  built  on  an  understanding  
of  technology  for  worldwide  markets.

Value
By combining the innovation of open standards software with 
the experience of deploying and supporting proven IP telephony
solutions, Interactive Intelligence provides value for the enterprise
by offering flexible and competitive application solutions. Value
also comes by way of a single software platform that eases
implementation, supports integration to the business process,
drives global service options, and lowers costs for ongoing 
business process application integrations.

Value  that  begins  the  moment  you  choose  
Interactive  Intelligence.
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“As the virtual office becomes a
reality, many businesses will justify 
IP telephony not only on its technology
merits, but also on business value.”

–Forrester Research
“Next Generation IP Telephony Applications 

Deliver Strategic Business Value” DeliberatelyInnovative
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IPtelephony is changing the world.
Or at least making it easier
for businesses to connect to it.
In a word, Internet Protocol telephony makes business
communications more open with wide area networks
and international standards like the Session Initiation
Protocol—SIP for short.

In another word, IP telephony’s open nature makes
enterprises more global…connecting distributed offices,
customers, employees and mobile workers wherever
they are.

And any enterprise that hasn’t migrated to IP or laid
the groundwork for it is already behind.

Interactive Intelligence started laying the groundwork
for IP telephony solutions more than a decade ago 
with communications software developed on open
standards. It was a visionary approach then, and
provided an equally visionary blueprint for building 
IP capability into our software as IP telephony began 
to emerge. Now our IP-equipped applications are used
in enterprises around the world.

Of course, having thousands of customers in almost 
60 countries gave us a head-start.

Today we understand the Internet Protocol and “global”
better than anyone. Let us connect your enterprise to
the world.

An industry in transition
Call it the great PBX transformation: traditional hardware-centric 
PBX phone systems are being transformed into shiny new IP PBX
solutions—although not all IP PBXs are alike. Some are software-focused,
and follow the open standards applications path IP was intended for. 
But look at the IP PBXs from recognized proprietary telecom vendors,
and they use the same rigid hardware architectures that PBX systems
have used for years.

Not that proprietary hardware for IP telephony is unreliable. Just be sure
to budget for all the bolted-on servers you’ll need to fit a proprietary IP
PBX into a voice over IP network. Also don’t expect the IP flexibility you’d
get with open standards software, which actually lets you manage data
alongside voice communications.

Your enterprise might want to develop a good problem-solving strategy too,
since proprietary IP vendors offer more roadblocks than solutions, such as:

• Discontinued product lines that leave your enterprise with no clear 
IP migration path and no upgrade options, further complicated by
vendor buyouts and mergers that lead to higher ongoing
maintenance costs

• The slow adoption of open standards by vendors who would rather
lock you in to their proprietary hardware products, resulting in no real 
cost savings or competitive advantage by moving to voice over IP

• An inability to affordably deploy applications such as presence, data
integration screen pops, Follow-me, and other workplace options that
keep mobile users available for priority customers and key accounts—
applications typically affordable only for corporations with large
mobile workforces

• Little expertise with voice and data solutions, making it difficult to
find engineering talent that understands combined applications for
voice and data

• A reliance on third-party vendors, who often sell required IP add-on
products to proprietary suppliers—and who in turn increase system
complexity, maintenance and ongoing costs

Enterprise
IP Telephony

“ Companies that develop their customer
support processes to progressively
incorporate non-call center employees,
partners and specific customers
significantly increase their satisfaction
ratings and revenue.”

–Gartner, Inc.
“How to Transform Employees into Contact Center Agents”



Customer Interaction Center®

From Interactive Intelligence

Enterprise Interaction Center®

From Vonexus

Open standards multimedia
software for IP telephony
Streamlining business communications and
offering superior service is the best way for 
any enterprise to move ahead of its competitors.
Interactive Intelligence developed the Customer
Interaction Center (CIC) to include feature-rich 
IP telephony applications for enterprise
communications and customer service 
as well as open standards IP flexibility.

CIC anchors your enterprise with IP PBX call
processing and well-rounded interaction
management features, and provides as open
software architecture for low-cost integrations to
CRM packages and other business applications.
CIC’s open approach also offers investment
protection against changes to communications
application requirements over time.

For Microsoft customers, we launched our Vonexus
subsidiary to offer the Enterprise Interaction
Center, the only Microsoft®-based, 100% software
IP phone and communications system that pre-
integrates with Microsoft’s product families for
application-driven voice and data on a single
network. EIC eases the migration to voice over IP
via SIP with its pre-configured media server, proxy
server and the Intel® NetStructure™ Host Media
Processing (HMP) Software for IP telephony, all
capped off with cost-reducing IP phones and 
EIC’s Microsoft-centric network management 
for IP communications.

Because CIC and EIC both let your enterprise
serve customers through all communications
channels—phone, fax, e-mail and Web media
alike—your business gains a service-oriented
competitive advantage that’s both immediate 
and lasting. We even give you a choice of proven
solutions to gain that advantage.

For any enterprise
While the Enterprise Interaction Center extends 
a versatile IP PBX and voice over IP solution for
customer-facing organizations and CRM
integration projects, the Customer Interaction
Center software builds on EIC to deliver a more
robust platform for integrated CRM packages as
well as multimedia contact center capabilities. 
In fact, CIC is the only multimedia IP software on
the market that provides combined applications
for enterprise business users as well formal and
informal contact centers and service centers,
without requiring complex integrations.

You might also say CIC and EIC are each business
independent. Financial, professional services and
law firms, healthcare providers, teleservices
companies, automotive dealerships and even
universities gain a tremendous advantage and
reduce costs with the IP communications flexibility
CIC and EIC gives them.

Tight integration to 
Microsoft applications
Whether the Customer Interaction Center or
Enterprise Interaction Center, our IP telephony
applications are designed to integrate to all
Microsoft products, highlighted by a telephony
client that runs in Microsoft® Outlook®, customer
applications that integrate to Microsoft Business
Solutions—Great Plains® and Microsoft CRM, and
on-screen dialing used in Microsoft Word. Contact
integration and presence applications for
Microsoft Live Communications Server® also mean
increased availability and communication with
internal parties and priority customers.

IP solutions built on innovation
When the Customer Interaction Center first took
shape in 1994, our objective was to introduce
software to manage all interaction types. It was
also to help enterprises replace the disjointed PBX,
fax, e-mail and Web services hardware they had to
piece together for multimedia functionality. Our
innovation resulted in the integrated CIC software,
which is enabled for multimedia phone calls, faxes,
e-mails and Web interactions and designed to
provide the switching required for call routing.
That same innovation also paved the way for EIC
in the Microsoft market.

More innovatively, we developed the CIC software
on open standards knowing IP telephony and
networked voice over IP was on the horizon. Since
then with more than 10 years of R&D refinement,
we’ve made CIC—as well as EIC—the most
complete, pre-integrated software solutions in the
enterprise IP telephony marketplace…with plenty
of innovation milestones along the way. 

As a company, Interactive Intelligence has excelled
as a first-to-market leader, offering:

• An all-software approach to IP PBX, ACD, voice
messaging, IVR, fax server and more, with only
a software application server on your network
and no proprietary hardware to maintain

• A pre-packaged Microsoft-based IP PBX,
through our Vonexus subsidiary

• An IP PBX that welcomes out-of-the-box
Microsoft product integrations including
Microsoft Business Solutions—Great Plains,
Microsoft CRM, Outlook, Exchange Server, 
and Microsoft Live Communications Server

• A comprehensive SIP-based solution that
includes SIP proxy servers and media servers
along with our IP PBX software

• PBX based on “event processing” software
technology that processes Web chats, e-mails,
faxes and other media in addition to phone calls

• Investment protection with open software that
gives enterprises the ability to add applications
and features at any time, without forklift
changes to administrative and user interfaces

CIC’s  Interaction  
Client  connector  for

Great  Plains  lets  a  user
place  callers  on  hold,

transfer  calls,  or  record
a  call  during  a  Great

Plains  transaction

The  Interaction  Client®

desktop  interface  puts
enterprise  and  contact
center  users  in  control  
by  putting  interactions
in  one  place  on  the
desktop



CIC for Greater Scalability
While the Enterprise Interaction Center IP PBX
software comes in pre-packaged offerings for
most any size business standardized on the
Microsoft platform, Customer Interaction Center
uniquely equips enterprise environments requiring
expanded functionality. Along with its applications
for integrated phone calls and Web and e-mail
processing, CIC offers more power to scale to
more features, more users, more departments
and more locations from a single platform.

Enterprises maintaining formal and informal
contact center operations can also extend
capabilities with CIC’s add-on product modules,
which enables them to standardize their existing
technologies with CIC’s intelligent router and
software flexibility.

Total enterprise communications
PBX  •  IP  PBX
Get call-processing functions typically performed
by a stand-alone PBX, process IP telephony calls
generated over a voice over IP network, extend
virtual PBX features to remote agents, and still
support ANI, DNIS and T-1/E-1

ACD  •  multimedia  queuing
Queue and route inbound calls, faxes, e-mails 
and Web interactions to formal and informal
agents, workgroups and business partners

IVR  •  intelligent  speech  recognition
Support industry-leading speech recognition
engines plus DTMF-unified input tools and VoiceXML

Fax  server  •  desktop  faxing

Voicemail  •  unified  messaging  
unified  communications

Built-iin  multi-llingual  support
Support options for English, Spanish, French,
German, Japanese and other languages

Self-sservice  automation
Integrate e-FAQ to automate e-mail and 
Web self-services

eServices  management
Leverage multimedia queuing for incoming 
IP telephony calls, e-mails, Web text chats, and
Web callback and collaboration requests

For users and remote workers
Desktop  interaction  control
Handle queued calls, e-mails and Web
interactions in the Interaction Client® unified
desktop interface 

Client  integrations  for  the  
Microsoft  environment
Microsoft Outlook, Great Plains, Microsoft CRM,
Word, Microsoft Live Communications Server

“Thin” Client  strategy
Extend the Interaction Client to distributed and
remote CIC users with zero-effort deployment

CRM  integrations  •  screen  pop

Presence  management

Remote  system  access

Recording
Digitally record calls and Web chats

Hierarchical  response  management
For e-mails and Web chats

For system administrators
CIC’s  open  software  architecture
Easily integrate business applications and scale 
to more users, locations and functionality via
seamless CIC server upgrades or SIP-enabled
voice over IP

Central  configuration/administration
Configure the CIC system in Interaction
Administrator®, and structure voice menus, prompts
and IVR behavior in Interaction Attendant®

Pre-iintegrated  CIC  implementation
CIC requires no expensive CTI middleware 
and integration services

Seamless  operation  with
your  IT  infrastructure
Integrate CIC with a variety of e-mail systems, Web
servers, databases, directories, and host systems

Multi-ssite  configuration  support
Support multi-location configurations using CIC’s
voice over IP options and network interfaces for
EuroISDN and E1

Interaction  Designer
Create and modify handler-based logic flows 
and rapidly deploy enhanced interaction
processing applications

Expand CIC functionality
Interaction  Dialer® for outbound and blended
predictive dialing for all system sizes including
high-scale outbound campaigns

Interaction  Recorder® for multimedia voice and
screen recording and scoring that makes every
agent better

Interaction  Director® for intelligent multi-site
routing that balances interaction loads and
optimizes any workforce

e-FFAQ® for knowledge and auto-response
management that answers any inquiry in seconds

Interaction  Tracker  for archiving every interaction
you have with customers as well as organizations

Interaction  Supervisor for real-time monitoring
that maximizes the performance of any workforce

Ready for SIP and HMP
As more enterprises move toward IP
communications, the greatest competitive
advantage they can get is to migrate to voice
over IP as quickly as possible. Use the “IP ready”
Customer Interaction Center software’s open
architecture to support the SIP communications
standard, and to serve as a SIP proxy and
gateway within an IP telephony infrastructure.
Optionally integrate the Intel® NetStructure™
Host Media Processing (HMP) Software, and 
CIC becomes an “all software” solution that
eliminates the need for expensive and unreliable
voice processing hardware.

Easily  migrate  your  enterprise
to  IP  telephony  via  SIP
By fully enabling both the Customer Interaction
Center and Enterprise Interaction Center software
for IP telephony, Interactive Intelligence early-on
was one of the first to offer IP telephony software
for the Session Initiation Protocol communications
standard. 

Whether a single location or multiple office sites,
CIC and EIC give enterprises a well-defined
migration path to IP telephony with:

• An integrated SIP-based media server that
offloads the processing of call recording and
other media operations, allowing contact
centers to leverage SIP’s network scalability

• A bundled 100% software suite well-suited 
for IP technologies that favor software over
hardware, and that incorporates a cost-
effective disaster recovery solution

• An all-in-one IP software platform for
multimedia, business partners, formal and
informal agents, and worldwide routing

• The built-in Interaction Designer® graphical
application generator in CIC, which allows 
IP-based enterprises and contact centers to
rapidly deploy new services and customized
interaction options

IT  teams  can  structure  and
maintain  CIC’s  call  routing,
voice  menus,  prompts  and  
IVR  functions  in  the  built-iin
Interaction  Attendant  



Benefits for Your Enterprise
In between their open standards flexibility and
straightforward migration path to voice over IP,
our feature-rich enterprise IP telephony suites
serve every corner of your business and safeguard
each technology investment it makes.  

Customer Interaction Center, only from Interactive
Intelligence, and Enterprise Interaction Center,
only from Vonexus.

Rapidly  migrate  to  voice  over  IP  via  SIP
Leverage the open standards and built-in SIP
capabilities, proxy server and media server in CIC
and EIC for voice over IP migration, and eliminate
the costly bolt-on hardware that many proprietary
systems require. Available Intel NetStructure HMP
Software also replaces expensive voice boards to
support cost-reducing IP phones, headsets and
end-user devices.

Increase  user  productivity  and  customer  satisfaction
Offer your customers multimedia options to
contact you, then equip users with an intuitive
desktop soft phone and features like unified
messaging, ACD, multimedia queuing and
universal routing to increase user productivity and
quickly resolve customer issues, even for mobile
users and work-at-home employees.

Realize  a  higher  return  on  investment
The feature-loaded applications in CIC and EIC
bring your enterprise and customer base together
more completely for business continuity that
increases customer satisfaction and sales as well
as efficiency.

Lower  your  cost  of  ownership
CIC and EIC both reduce system costs with no need
for “multi-box” proprietary hardware, less administration
time and training overhead, and by reducing the
expenses of ongoing adds, moves, and changes.  

Get  a  greater  breadth  
of  functionality  from  one  platform
CIC equips your enterprise along with formal and
informal contact centers and distributed offices to
provide a broader range of customer services.
Interactive Intelligence offers a comprehensive product
line to also extend CIC capabilities as needed.

Centralize  administration
The CIC and EIC software requires no third-party
solutions to manage, and instead lets IT teams
administer a network-based server for IP
communications. A single interface also makes it
easier to configure users, lines and stations-along
with auto attendant functions, CRM and business
application integrations, and overall system
features. Even for multi-site locations.

Stay  flexible  with  open  standards
Along with the SIP standard for voice over IP, the
open software architecture in CIC and EIC supports
a wider range of enterprise devices, networking
options and future technologies. System standards
in CIC and EIC, such as the Microsoft operating
system, also minimize training for technical
resources.

Continuous  IP  telephony  R&D  and  global  support
Interactive Intelligence is committed to delivering
innovative software solutions through ongoing
research and development, and to helping our
customers stay abreast of IP and other emerging
technologies. Also as global company, we remain
committed to providing responsive support with
professional support teams and experienced IP
engineers in offices worldwide.

Value Delivered Today
IP telephony is definitely the future of enterprise
business communications, and Interactive
Intelligence and Vonexus deliver enterprise 
IP telephony right now. Along with it, enterprises
get the future-proof flexibility and investment
protection of open standards software, the
competitive advantages of feature-rich
applications, and the power of a single
communications platform that supports global
operations and every enterprise function.

Deliberate innovation, more than 2,000 customers
and implementations in close to 60 countries have
put our enterprise IP telephony solution well ahead
of the future.
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Interactive Intelligence provides the most
innovative products and services available
today for the contact center, enterprise IP
telephony, unified communications and self-
service automation.

Solutions that are modular in nature, built
with proven, award-winning products that
push the edge of technology to deliver a
truly best-of-class offering. 

At Interactive Intelligence, it’s what we do. 

WWoorrlldd  HHeeaaddqquuaarrtteerrss
7601 Interactive Way
Indianapolis, IN 46278 USA
317 872 3000 voice and fax 

LLaattiinn  AAmmeerriiccaa
2813 Executive Park Drive, Suite 117
Weston, FL 33331 USA
+1 317 715 8386 voice and fax

EEuurrooppee
8 The Square, Stockley Park
Uxbridge, Middlesex UB11 1FW
+44 20 8867 3670 voice and fax

AAssiiaa  PPaacciiffiicc
Suite 24.5 Level 24 Menara IMC
8 Jalan Sultan Ismail
50250 Kuala Lumpur, Malaysia
+603 2715 3333 voice
+603 2776 3343 fax

www.inin.com
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