b+s Fusion for Finesse

A suite of essential tools that empower
Finesse users by providing them with
mission-critical contact center functionality.
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b+s Fusion for Finesse consists of a set of out-of-the box gadgets that provide a wide range of additional
functionality to agents and supervisors using Finesse. b+s Fusion for Finesse is an enabling application

that allows agents to manage customer interactions, see the availability status of coworkers, and take
advantage of time saving tools such as phone directories, call histories and Real-Time Displays. Easy access to
all tools and information from a single window increases agent productivity and improves customer service.

Our offering

Enabling access to information and functionality,
the different tools each seek to address an
information or functionality niche that will allow
agents to work more efficiently and effectively.
The economy of action created, together with the
availability of highly salient and maximally relevant
information, translate directly into increased
customer satisfaction resulting from faster handling
times. Ultimately, the time savings for agents and
the businesses they represent is a decisive Return

The suite of b+s Fusion for Finesse
gadgets include:

> CallHistory

> PhoneBook

> RealTime

- CRM (described in the Fusion CRM Fact Sheet)
> CallForwardNote

- RemotePage

> SpeedDial

on Investment (ROI).

This b+s gadget allows agents to see a
detailed list of their inbound, outbound,
and missed calls, which helps them follow
up with customers more efficiently via
click-to-dial. The agent can filter the list
by phone number, call type or time frame
and perform searches using almost any
criteria such as customer account number,
department chosen in the IVR, duration,
etc.

CallForwardNote is a gadget that allows
the agent to set a note for a call (caller).
This note could be transferred to a second
agent with a regular call transfer. If there
is a note available, it will be shown on the
incoming call.

This b+s gadget allows agents to access
their corporate phone book via LDAP.
Agents can quickly and easily search for
internal contacts by typing in part of a
name or phone number and then call,
transfer, or conference without leaving
the Finesse GUI. This gadget saves
administrators time and resources by
allowing them to only maintain a single
corporate phone book.

Fusion RemotePage gives the customer
the possibility to easily include 3rd
party websites into Cisco Finesse. These
can be defined in the configuration
and will be loaded when the Fusion
RemotePage is displayed. For example, if
the agent receives a customer call, Fusion
RemotePage can open the CRM website
and passing customer data (phone
number, call variables, etc.).

This b+s gadget allows agents to see
the real-time state of other agents who
are members of their skill groups. This
makes it easy for agents to get assistance
from other agents by knowing what their
coworkers are doing and being able to
communicate with them quickly via click-
to-dial. Supervisors get a more complete
view of their team‘s work load and can
help out where needed.

SpeedDial is a gadget that allows the agent
to manage a personal SpeedDial list. For
companies there are multiple global lists
that could be configured. An agent could
have access to only one personal list but
multiple global lists. Global lists can only
be edited by defined roles. This gadget
provides speed: to dial a number, only
three clicks are required.

info@bucher-suter.com

www.bucher-suter.com

Bucher + Suter © 2024



Fact Sheet | b+s Fusion for Finesse

Why Bucher + Suter?

Unparalleled expertise

With decades of experience in the industry, Bucher
+ Suter stands at the forefront of innovative
customer service solutions. Our deep
understanding of the unique challenges faced by
businesses in various sectors allows us to deliver
solutions that drive efficiency and enhance
customer satisfaction.

Cutting-edge technology

Bucher + Suter leverages the latest advancements
in technology to provide robust, scalable, and
flexible solutions. Our integration with leading
platforms ensures seamless connectivity,
empowering your organization with tools that
adapt to evolving business needs and
technological landscapes.

Comprehensive solutions

From contact center integration to customer
experience management, Bucher + Suter offers a
comprehensive suite of solutions designed to
optimize every touchpoint of the customer
journey. Our end-to-end approach ensures that all
aspects of your customer interactions are covered,
resulting in a cohesive and effective customer
service strategy.

Proven track record

Our extensive portfolio of successful projects and
satisfied clients speaks volumes about our
capabilities and reliability. Companies around the
globe trust Bucher + Suter to deliver solutions that
drive results and add value to their operations.

Get in touch

Ready to discover what Bucher + Suter can
do for your customer experience strategy?

We’re ready when you are!

Email: info@bucher-suter.com
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Dedicated support

We pride ourselves on providing exceptional
customer support. Our dedicated team of experts
is always ready to assist you, ensuring that your
solutions are running smoothly and effectively.
With Bucher + Suter, you can count on reliable,
ongoing support to keep your business operations
uninterrupted.

Innovation and development

We are committed to continuous improvement and
innovation. By staying ahead of industry trends
and investing in research and development,
Bucher + Suter ensures that our solutions remain
cutting-edge and capable of meeting the future
demands of your business.

Global presence, local touch

With a global presence and a local touch, Bucher +
Suter combines international expertise with
personalized service. Wherever your business
operates, we are there to support you with tailored
solutions that align with local market dynamics
and global best practices.
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