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What it is….

A single middleware platform which acts as bridge 

between 

Cloud based CRM or Premise based 

CRM/ERP/Incident/Ticketing System 

and 

Cisco Communication platforms like CUCM, UCCX & UCCE.



Acts as Middleware between CRM/ERP 
& Cisco Communication Platforms

UCCE

UCCX

CUCM

Cisco Communication Platform

Cloud Based CRM or Customer Database



Features

• Can work with Cisco Finesse Desktop or without Finesse Desktop. Synchronized states with Cisco 

Finesse Desktop

• Single middleware to communicate with multiple CRM/Incident/Ticket management software like 

Salesforce, ServiceNow, Microsoft Dynamics and SugarCRM, ZOHO

• Works as bridge between CRM/Incident/Ticket management software and Cisco Communication 

Platform like CUCM, UCCX & UCCE

• Secure communication throughout over HTTPS

• Can handle browser crash, multiple tab opening & browser refresh scenario. Agent states are 

maintained

• Low cost server and operating system requirement. Non-branded server and Linux operating 

system

• Single interface for both Agent & Supervisor



Features

• Single interface for inbound & outbound call handling

• Screen-pop for Salesforce, ServiceNow, Microsoft Dynamics CRM or from customer’s 

database like MySql, MS SQL or Oracle

• Supervisor features like Silent monitoring, Barge-In and Team’s Agent status

• Total dynamic HTML so multiple calls can be displayed

• Queue status

• Task routing

• UCCX Primary & Secondary server handling

• High Availability



With Salesforce On Inbound Call

• Customer details on incoming call. In case of multiple records customer list will be displayed

• Agent can Answer/Hold/Resume/Disconnect/Consult/Transfer/MakeCall call from Salesforce screen.



With ServiceNow On Inbound Call

• Incident will be opened based on customer’s request.

• Agent can Answer/Hold/Resume/Disconnect/Consult/Transfer/MakeCall call from ServiceNow

screen.



With Custom CRM On Inbound Call

• Customer details on inbound call from MySQL database. Can be integrated with

Microsoft SQL Server & Oracle database.



Advantage of PARSEC

• Ready to study customer’s pain point and suggest application as per customer

requirements

• Quality & fast delivery

• Cost effective solution

• Open to integrate with customer’s custom CRM or any kind of database

• Support in any area of globe


