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How to use

Power up interactions 
by mapping them

Place the boxes and define the path of the 

conversation. Each box represents a step of 

the interaction. 

OneContact Flows has an extensive set of 

functionalities, variables types and options, 

displayed intuitively in drop down menus. 

The canvas allows the design of both 

simple and complex flows, guaranteeing 

the best customer experience throughout 

each touchpoint of the interaction.

Open, import and edit xml 

files from Microsoft Visio or 

JSON scripts  

Enhance your flows agility by retrieving 

context information from your CRM. 

Our contact center suite integrates 

seamlessly with leading CRM providers, 

such as Dynamics 365, Sugar Salesforce 

and Zendesk.

One Contact Flows is a service to design communication 

flows between contact centers and customers. A flow 

defines the customer experience with the contact center 

from start to finish. It identifies, routes and queues your 

customers to the right place.

This tool establishes IVR (Interactive Voice Response) flows 

interactions for voice and text. It can be powered by 

Artificial Intelligence, for chat /vocal flows with self-learning 

capabilities.

With an intuitive and graphic interface, One Contact Flows 

is easy to use and doesn’t require coding skills. Forget 

hardcoded static flow rules for your inbound calls. Thanks to 

OneContact Flows, you can edit and refine flows anytime.

Import and 
improve your flows 

Leverage your
CRM data



Agent

Embed intelligence for 
smarter journeys

OneContact Flows can be empowered with Artificial Intelligence for 

conversational, advanced flows with self-learning capabilities. Deliver engaging 

experiences across all channels everywhere and every time and upgrade your 

customer service with intelligent flows. 

AI-based self-service 

systems are constantly 

learning with use, enabling 

a continuous react  to the 

ongoing conversations and 

business needs;

Build, deploy and train bots easily;

As OneContact Flows works 

within OneContact , it can 

automatically gather relevant 

information about each contact 

by retrieving it from your CRM. 

This way, your customers are 

identified as soon as they ping the 

contact center;

Set your IVR to send the right 

FAQs, forms and information 

to anyone who needs it. You 

will be saving your customer’s 

time and freeing your agents 

for important interactions.

Supervisor 

Client

Form

BOT



Key Benefits

Make the best of AI

Applied in real time and with increasing 

accuracy, Automatic Speech 

Recognition transcribes voice into 

written words thanks to powerful 

algorithms.  

ASR
Extracts relevant information such as 

intents expressed through 

keywords. Artificial intelligence can 

detect each word and understand 

the over all intend .

Word spotting 

Sentiment analysis uses Natural language understanding 

technologies that detect intentions and sentiment in real time. 

The results are indexed, searchable and can be used to 

improve customer experience and identify selling 

opportunities. Speech Analytics allows you to turn data 

interactions into insights, providing a better understanding of 

what is truly happening in the Contact Center. 

This technology can flag interactions and negative customer 

sentiment within the IVR and route the interaction to a human 

agent. To sum it up, you can use sentiment analysis to route 

interactions automatically, promoting balance between AI 

and human interaction.    

Sentiment Analysis

Boosts efficiency of 

the Contact Center 

Easy drag and drop 

design of IVRs, 

intuitive interface

No coding 

skills required 

<html>
    <head>
        <title>...</title>
 
</html>

NO CODE NODE



A static script allied to Natural Language 

Understanding will select keywords within 

customers’ speech and use them to reply or 

route the call.

Direct your customers to the right place the first time, quickly and effectively, 

reduce waiting queues and improve customer satisfaction.

Web IVR

Create flows for your customer’s chat interactions 

from messaging channels and service desks. Build 

a self-service chat that constantly learns and 

enhances its responses according to what your 

audience needs. The customer can choose to talk 

to a human agent at any moment.

Paired with 
Cognitive services

Create your own 
Intelligent IVR

Voice 

When using AI within OneContact Flows, all the 

callers need to do is describing, in their own words, 

the reason for the call. Natural language 

understanding technologies capture the caller’s 

speech and intentions and can reply in a 

customizable human voice or route the phone call 

to a human agent.

Cognitive Services

Script Based
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