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GENERAL

Does it make sense to unify different communication services?

 The pandemic starts, and the disruption doesn’t end

 Flexible Work requires mobile phone functionality

 Automated workflows improve employee performance

Organizations seek simple, mobile as a first-
class endpoint and integrated solutions with 
modern APIs that seamlessly integrate into 
business workflows

* Ventana Research: Why Unifying UCaaS and CCaaS make sense 

https://www.ventanaresearch.com/viewpoint/customer_experience/why_unifying_ucaas_and_ccaas_makes_sense
https://www.ventanaresearch.com/viewpoint/customer_experience/why_unifying_ucaas_and_ccaas_makes_sense
https://www.ventanaresearch.com/viewpoint/customer_experience/why_unifying_ucaas_and_ccaas_makes_sense
https://www.ventanaresearch.com/viewpoint/customer_experience/why_unifying_ucaas_and_ccaas_makes_sense
https://www.ventanaresearch.com/viewpoint/customer_experience/why_unifying_ucaas_and_ccaas_makes_sense
https://www.ventanaresearch.com/viewpoint/customer_experience/why_unifying_ucaas_and_ccaas_makes_sense
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ROADMAP 

Roadmap 2026

UCaaS with data sovereignty ensures that communication data 

is stored and processed according to local legal and regulatory 

requirements, keeping sensitive information within defined 
geographic boundaries.

Data Sovereignty

UCaaS with AI services enhances communication by 

adding features like intelligent call routing, real-time 

transcription, and chatbots that improve both 

collaboration and customer experience. 

AI Services

A UCaaS solution with an Open API enables seamless integration 

with third-party systems and business applications. This provides 

greater flexibility, automation, and the ability to tailor communication 
workflows to specific business needs.

Integration A UCaaS solution with mobile phone integration supports 

both native mobile integration and eSIM-based extensions, 

allowing users to seamlessly connect their mobile devices to 

the communication system. This ensures full mobility, a 

consistent user experience, and enterprise-grade telephony 

on any device.

Mobility

UCaaS combined with CCaaS, video 

conferencing, and integrated security provides a 

unified communication platform that improves 
collaboration across teams and customer service 

channels.

Enterprise Services
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HIGHLIGHTS

SNOM
 D810/812/815W 

 D8C

Grandstream
 HT 812/818  

 HT 801/802 

 GXW 4200 series v1/v2 

 16/24/32/48 ports

Yealink

 SIP-T8x

 SIP-T7x

Gigaset coming soon
 DECT N610

 DECT N530/N770

Supported devices

D810/812                   815W                D8C

HT812                                        HT818                    GXW 4200                                

T88/87/77                        T85                         T74                             T73

N610                     N530                             N770
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HIGHLIGHTS

Desktop- & WebControl 8.7 

 Replacement of version 7
 Distinctive ringing

 Customer ringtones

 Local 3-way conference

 Meetings Blur + Custom backgrounds

 Contacts import via CSV File

 Night Mode

 Outlook Folder selection

 Function Keys (up to 32)
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HIGHLIGHTS

Attendant view 
 Queue handling

 Extended call handling

 Extended contact groups

 Easy transfer (drag-and-drop)

 Full keyboard control

 Flexible layout

New Desktop- and WebOperator Attendant- and Agent view

Coming 2026 

Agent view 
 Minimized view

 Statistics (KPIs)

 Presence Status

MS365 Outlook contacts
 New Outlook version supported

 Softclient supports MS365 as an OAuth provider 

Coming 2026 
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HIGHLIGHTS

Virtual backgrounds for privacy and professional look

 Video effect for 1:1 calls and meetings

 Predefined images and backgrounds

 Upload own images (unlimited)

 Supported for WebControl and
WebRTC-based DesktopControl

Video background images
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HIGHLIGHTS

Meetings – Video Conferencing
- Work together in teams -

Highlights
 Hosted by Service providers

 Fully integrated into the Communi5 PBX

 One softclient for telephony and meetings

 Easy deployment – software update !

 Best solution for small- and medium- sized 
companies

Coming soon – Meetings call flows + media server 
integrated in Tracer 3.1
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HIGHLIGHTS

 Make outbound calls with your identity

 Get incoming calls

 Comfort features via DesktopCTI
 Easy login/logout

 Call logs

 Function keys

 Alternative login/logout via Service code

 Group authorization for hotdesking devices

 Info message if already in use (optional)

Comfort Hotdesking – Sign in and book a shared phone 

DesktopCTI

NEW
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HIGHLIGHTS

VIP Breakthrough Routing – Use Cases

Customer
Agent 

Use Case – Enterprise user

+ Call Forwarding Selective 
   allows VIP routing

+ VIP customers can speak to advisor
   even during break 
   (e.g. property manager)

Use Case – Call Center 

+ Different routing for customers with 
    and without priorization

+ Higher customer satisfaction by 
   avoiding a follow-up call  

e.g. AI-Agent 

max. waiting time

Customer Enterprise 
User 

e.g. Voicemail 

customers

active CFSE

VIP customers

VIP customers
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HIGHLIGHTS

VIP Breakthrough Routing - Summary

 Increased reachability due to flexible 
routing for customers with and 
without priorization (VIP)

Highlights

 All phone books are extended with 
VIP priority

 Considered in Call Center and user‘s 
Call Forwarding Selective (CFSE)

NEW
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HIGHLIGHTS

Last Agent Routing (Call Center) – Uses cases

Customer

Agent
handles calls

1st call

2nd call

Inbound call

Customer
Agent 

handles emails

Callback to the same agent 

Outbound call

Missed call

Advantages

+ Faster problem resolution

+ Higher customer satisfaction

Advantages

+ Even for outbound calls to 
   clarify issues with the customer

+ Personalized customer experience

Channel = Outgoing

2nd call to the same agent 
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HIGHLIGHTS

 Improved continuity 

 Reduced misscommunication

Highlights

 Supported for incoming and for 
outgoing calls

 Smart Last Agent Wait-Time 
handling

Last Agent Routing (Call Center) – Summary

Customer

IVR

queued

Last 
Agent is 
talking    

NEW
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HIGHLIGHTS

 ensures that calls are handled faster 
and by the most capable available 
agent, optimizing both customer 
experience and resource efficiency

 Configure agents with multiple skill 
profiles

 Streamline call routing with 
intelligent IVR preselection

Multi-skill Based Routing 

Customer

IVR

Agents      Skills



15

HIGHLIGHTS

Dynamic routing with IVR – Use Case

from City LINZ(4020)

4020
multi-digit 
customer 

action 

4020

entering zip code

4020

4040
4060

5005

6001
7080

3003

4020
7080

Multi-Skills

4020

4020

Action URL= 
$call.ivr_dtmf

Agents

Call Center

IVR

Customer
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HIGHLIGHTS

 Simplier configuration of complex scenarios
 Add a multi-digit customer action e.g.

 Customer ID

 Area Code …

 „Customer input“ will be available in
 Call object (via History Info)

 ACD/Call Center for agents

 Voicemail box notification
 Call logs

 Action-URL (with Customer input)
 Fetch data (e.g. CRM, ..)

Dynamic routing with IVR - SummaryNEW
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HIGHLIGHTS

Open Authorization 2.0 (OAuth)

 Industry-standard protocol for autorization

 Available for Service portal, REST API and Softclients

 Reset password with „Forgot Password“-Link

2-Phase Authetication (2FA)

 Activation per service provider for all roles

 New – activation per enterprise and different roles

 One time passcode will be sent 

 by E-Mail

 New – via Authenticator App

Security enhancements - for authorization & authentication

OAuth request  
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INTEGRATION

Deep integration with Microsoft 365

PSTN

CALLs

VAS

Direct Routing
Operator Connect 

PSTN-Calls

PRESENCE

VAS

Presence 2-way sync

CONTACTs

VAS

Global and personal 
Outlook contacts

VAS

SSO

Coming soon 

Security with 
Single-Sign-On



19

INTEGRATION

Cloud2Cloud Integration 

Highlights

 Service providers can add services to their customers

 Integration in any other cloud service

 NEW Real-time notification for incoming calls
 Scope for all, acd, in- or outgoing calls

 NEW Call Control API

API

AddON Service 
of 

Service 
Providers
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INTEGRATION

CRM-Integration – 2 different methodes

Cloud2Cloud

 No configuration on end-customer side

 Easy configuration via web-based portal

Action URL using Communi5 softclients

 Supported for Windows and MacOS

 Supported by all desktop clients

 Action 

 Execute application

 HTTPs GET,POST

 Set HTTP header

 10 supported events

 24 different variables

NEW
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INTEGRATION 

How can PhoneMondo help you ?
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INTEGRATION

Easy configuration with labels and an administration role

Enterprise
admin@enterprise.at

oAuth
admin@enterprise.at

CRM feature active
Label = PhoneMondo

4304

020

Service Provider = SP1

Configuration per Enterprise

Subscription

Subscription

CRM feature active
Label = PhoneMondo
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INTEGRATION

LIVE DEMO
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Supported industries

• Education
• Real Estate
• Non-profit organization
• Healthcare
• Sales
• Support
• E-Commerce
• … and more …

INTEGRATION

Supported CRMs using PhoneMondo
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MOBILITY

4 different ways to integrate your Mobile Device 

Coming soon 

Simple Softclient MobileExtension
MobileSim

Integration
+ Call forwarding
+ Parallel ringing

+ MobileCommunicator
+ MobileOffice

+ Core integration
+ For Mobile Operators
+ For full MVNE/Os

+ For Telecom Provider
+ No integration needed

Native Mobile – Extension 
(BLF) x

Native Mobile – Mobile 
Number (BLF) x x

PBX-Features for 
Native Mobile x x

Business Mobile Number x x x
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MOBILITY

Mobile Extension - Mobile integration made easy

License required

Highlights
 For MVNOs and MVNEs

 Any mobile phone call will be routed through VAS

 Your Mobile phone is like your Desktop phone
 Extension dialling

 Dialog information (busy/free) available

 All terminating and originating features will be executed
 e.g. CFU, CFNR, Call barring, CBNR, Dialog, Presence, 

Recording, Call Center, …

 Prefix handling to avoid routing loops (MSC)

NEW
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MOBILITY

 Video call support between Communi5 based service providers

 Supported Codecs

 BMPEG, BT656, CelB, DV, H261, H263, H263-1998, H263-2000, 
H264, H264-RCDO, H264-SVC, JPEG, jpeg2000, MP1S, MP2P, 
MP2T, MP4V-ES, MPV, nv, raw, SMPTE292M, vc1, H265, VP8

 Enhanced Transcoding support for HD codecs

 G.711

 G.729

Enhanced Audio and Video Interoperability

 AMR/AMR-WB

 G.722

 OPUS

SSW

Coming 2026

Coming 2026
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MOBILITY

4 different ways to integrate your Mobile Device 

Coming 2026 

Simple Softclient MobileExtension
MobileSim

Integration
+ Call forwarding
+ Parallel ringing

+ MobileCommunicator
+ MobileOffice

+ Core integration
+ For Mobile Operators
+ For full MVNE/MVNOs

+ For Telecom Providers
+ Based on eSIM
+ No integration needed

Native Mobile – Extension 
(BLF) x

Native Mobile – Mobile 
Number (BLF) x x

PBX-Features for 
Native Mobile x x

Business Mobile Number x x optional
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