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Innovation | Collaboration | Evolution | Results 
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SOFTEL Communications – Complete Customized Software Development Services 

Designing software that integrates with the overall operations of a contact center and ensuring it is the best 

possible fit is where real development experience and management maturity can make the difference 

between success and failure.  Ensuring that everything is in line with specifications takes a good plan and a 

superior method of delivery.  If you need an experienced, tested, and trusted Software Application 

Development Service, it’s time to talk to SOFTEL Communications. 

Today's contact center and Unified Communications omnichannel software application development is becoming more complex with the 

advent of IoT, Big Data analytics, and wearable technologies. Encountering a plethora of platforms, operating systems, devices, delivery and 

hosting methods makes finding the right balance between functionality and accessibility daunting. At SOFTEL, we use proven delivery 

methodologies and provide the expertise to manage and implement end-to-end complex and large scale software, application and 

infrastructure software and application delivery projects. 

For nearly two decades, we have provided Software Application Development Services (SAD) driving, supporting, delivering, and the quality 

control of complex deliverables across converged client networks. SAD services begin with a complete analysis of requirements and continue 

through detailed designs and development on to an implementation across an enterprise or business. Our dedicated team of software 

developers and management staff drive deliverables and take the lead.  Through proven delivery methodologies, we define, measure, assess, 

implement, and control our custom developments ensuring a fully flexible approach to delivery. All of which allows you to simply define your 

business goals. 

SOFTEL experts work closely with a business enterprise in all aspects of an integrated contact center and across UC strategies from people, 

technologies, and processes to operations and best practices. We have considerable Software Application Development experience with a 

wide range of Unified Communications solutions employing an extensive set of development tools and methodologies. 
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Software Application Development Delivery 

The SOFTEL approach to Software Application Delivery at development level follows strict guidelines to ensure a fully successful life cycle 

delivery. From definitions to environments, through platforms, operating systems, development tools, and methods, SOFTEL developers 

deliver custom applications to industry level robust standards. 

 

DEFINE | MEASURE | ASSESS | IMPLEMENT | QUALITY CONTROL 

Example SOFTEL Software and Application Development for Contact Centers 

The following are just a few examples from within SOFTEL’s Development Labs to add perspective on how custom software and 

applications can assist and enhance both Unified Communications and contact center operations,  

TDM Telephony Software Development (Phonecierge) 

Phonecierge is designed for small to medium sized businesses. Phonecierge delivers a humanly intuitive auto attendant function integrated 

with an organization's backend business systems. Using industry leading speech recognition software, callers simply tell the Phonecierge what 

they want and calls are routed appropriately. Phonecierge's productivity components include the delivery of voicemail to the desktop or 

mobile device, message waiting notifications via SMS or IM as well as conference call recording. Phonecierge encompasses the most widely 

used Unified Communications components into a cost effective single box solution. 

Phonecierge is more than a speech enabled auto attendant answering and routing calls 24 hours a day. It answers and routes callers to the 

department, extension, or person of choice by employing voice recognition or DTMF input. Internal users of the system can use Phonecierge 

to send broadcast messages and act as a self-service information center for employees. Company information such as activities, events, 

holiday schedules, or open enrolment periods can be made available through an external phone number or internal extension. In the event 

of a disaster, emergency, or even a snow day, broadcast messages can be sent out to employees on multiple devices via voice, text, or social 

networking feeds such as Twitter. 

Phonecierge acts as an effective voice portal for customers in specific vertical markets as well. For example, the Phonecierge for Hospitality 

system is an auto attendant that routes incoming calls to departments or guest rooms. In addition, it acts as a concierge that provides guests 

with access to much of the same information and resources that an actual concierge would provide. Show and movie times, restaurant 

bookings and cancellations, spa appointments, wake-up calls, guest checkout, or taxi requests are just some of the functions that Phonecierge 

for Hospitality can provide. 

SOFTEL's Phonecierge minimizes costs and save callers time while expanding their services. 

UC Platform Password Reset Application Development 

SOFTEL's Voice Activated Password Reset application relieves the pressures that IT departments are experiencing by automating one of the 

most common tasks faced by IT groups, password resets. Through a speech-enabled voice self-service interface, employees go through a 

simple enrolment process, creating a voiceprint that becomes their password. Thereafter, when users need their passwords reset, they would 

call into the self-service application and the system quickly authenticates them via voice biometrics. Password reset automation reduces IT 

expense and enables valuable IT resources to do more critical work. 

Identity Management Application Development (Optimium) 

Optimium is designed as a comprehensive planning and modelling tool for those involved in managing change within the contact center. 

Optimium quantifies, qualifies, and justifies changes in agent scheduling, technologies, and operational procedures. It works with existing 

workforce management, process flow simulation, and activity-based costing tools to provide an integrated platform to handle the multitude 

of calculations necessary for planning and modelling change scenarios.  

  

Analysis 
Taking business requirements and technical specifications and mapping out the functionality required through the software 

delivery process 

Design 
Creating a functional design document, highlighting functions and aesthetics, through graphical representation and UML-style 

interoperability plans 

Development Employing the defined tools and methods to deliver iterations and versions of the deliverables 

Testing Applying standard test methodology to ensure functions, integrations, interoperability, and stability are aligned 

Implementation  Agile or Waterfall methods of deployment, implementation, and control 

Quality Control Applying QC standards and fall-backs for milestone implementations 

 



 

Contact center management can create a detailed description, with Optimium, of their operations, structures, processes, handling times, 

services levels, call volumes, and costs to reflect current budgets and operational performance. This is replicated so that changes to 

processes, technologies, and agent activity will be tested and simulated in a risk-free environment while providing an accurate prediction of 

financial, operational, and service level impacts. 

Optimium: 

 

 Provides a framework for planning and modelling change scenarios, without risk dramatically reduces decision making cycles 

 Presents a detailed understanding of the business/operation (front and back office) in terms of service levels, routing/call flows, 

processes, staffing, and costs 

 Delivers total cost of ownership, process, and transactional costs 

 Enables activity-based cost analysis 

 Offers an integrated means of handling the required multitude of calculations and maintaining a consistent set of data  

 Compares scenarios in terms of their effect on service levels, staff, costs, capacity, and overall financial performance 

 Delivers a business case that clearly illustrates the effect of expected benefits and return on investment (ROI) 

 Acts as a reference point for monitoring and correction forming a basis for evaluating ongoing and future changes 

 

Verification Application Development (Verifier) 

Verifier is a solution utilizing voice biometrics to validate a user by enabling an organization to identify and control access to applications 

via a voiceprint instead of a static password or one time password. Verifier setup is designed to be easy and sufficiently configurable to 

meet any security needs. 

The user self-enrols by entering their voiceprint into the system. This voiceprint is a digital representation of that individual's unique 

biometric features. The voiceprint can then be used to authenticate the user with a Microsoft Active Directory domain, Lotus Notes, VPN 

concentrator, SSL-VPN, IVR voice application, etc.  When the user calls into the system, features are extracted from the caller's utterance in 

the form of a sound bite that is compared with the voiceprint stored within the Verifier. 

SOFTEL Verifier is designed to be a highly robust and accurate security product. It is developed to use digital signal processing to eliminate 

unwanted sounds from the audio stream and background noise. This allows a user to call from anywhere on any phone. The software is 

also adaptable over time adjusting to factors such as speaker's voice changes due to illness, age, or time of day. 

Response Application Development (First Response) 

The servicing of emergency response centers and business continuity departments is a critical issue with no room for error or delays. First 

Response is developed to use speech recognition and voice authentication to provide emergency response teams with the mobility tools to 

enable the timely and accurate management of human assets. 

Support staff members call in and are validated through the Emergency Responder ID (ERID) that you choose (badge number, employee 

number, etc.). The system then prompts for the caller's status and updates the database for the supervisor or emergency response team lead 

access. The system can optionally verify a responder's status using their voiceprint as their ID. The system is accessible through any device 

including a PC or mobile handset.  

Supervisors and administrators use a standard desktop web browser to access the Emergency Responder Status System (ERSS). They can 

browse the list of emergency responders by ID, name, specialty, last reported status, or manually change the status of an emergency 

responder. ERSS can also be displayed on a web enabled phone or projected onto a wall in a Situation Management Center. 

Safety and security for the public, employees, and contractors are critical issues for companies of all types. The ability to respond quickly and 

effectively to an emergency can make the difference between life and death. Not only is it key to providing your emergency response team 

the mobility tools to be able to get information about an emergency situation, it is also imperative that they be able to check in informing 

the  supervisors of their own status and location. 

SOFTEL Custom Application and Software Development 

These are just a few examples of how SOFTEL is developing applications and software which are the basis for solutions within the evolving 

technologies for both Unified Communications and contact centers.  With a multitude of technologies and channels at our disposal, we 

combine cutting-edge development with next generation technologies bringing robust customized solutions to enterprise operations. 

Innovation | Collaboration | Evolution | Results 



Unified Communications | Contact Center | Omnichannel Software Integration Services 
SOFTEL’s Software Application Development teams specialise in Unified Communications, contact center, and omnichannel integration 

services in close collaboration with our technology partners from CTI, multimedia, and social media interfaces, through CRM, middleware 

and omnichannel communications, to order management systems and commercial applications. SOFTEL’s development experts provide 

application and software solutions which bridge those areas bringing together disparate technologies. 

 

 

 

 

 
 

IoT | Big Data Analytics | Wearable Tech | Mobile Application Development Services 
Emerging technologies are becoming an expanding a factor for Unified Communications.  The inclusion of location specific, real-time data 

feeds from the Internet of Things (IoT) and wearable technology present untapped opportunities for contact centers.  The evolving field of 

Big Data Analysis (BDA) brings with it a wealth of data and information to underpin and verify operations on a multitude of platforms. SOFTEL 

is at the forefront of IoT and BDA for contact centers and Unified Communications bringing a new perspective to contact centers, industries, 

and Unified Communications. 

 

Why SOFTEL Software Application Development Services? 
SOFTEL have been providing Software Application Development (SAD) services to contact centers for over two decades, in sectors such as 

Finance, Healthcare, Retail, Utilities, and Transportation.  Our knowledge of applications, solutions, platforms, and operations coupled with 

our experience in contact center environments providing a professional front line staff has benefitted dozens of leading global organizations 

who operate complex Unified Communications technologies. We understand the bottom line. Lack of functionality loses business, creates a 

work backlog, damages reputations and increases the budget. With industry level development services, SOFTEL’s Unified Communications 

and contact center SAD services offer superior software delivery. We are dedicated to providing custom built, state of the art software and 

applications bringing new functionality to your business operations. We manage each deliverable through a structured development delivery 

team, which includes the provision of planning, communications, and delivery. As your software and application provider, SOFTEL brings not 

only individuals, focused on your goals, but a team dedicated to ensuring that our software and application deliverables are Best in Class. 

 

SOFTEL is passionate about providing Best in Class Software Application Development Services to your Unified 

Communications and Operations.  To find out more about our unique Service Packages, contact us today; 
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