
CINPHONY/PRELUDE
Highlights
• 10+ years strong history -

Reliable, mission-critical
applications for thousands of
organizations across North
America.

• Rich feature set - Users enjoy
features and capabilities that
are typically found in solutions
for much larger environments.

• Proven cost effective - A rapid
- and proven - return on
investment reduces risk in
uncertain times.

• Tight integration with
Nortel Networks Norstar
- Easily the most
popular small
business
telephone
system in the
world.

CINPHONY and PRELUDE enable mid- and small size call centers to
professionally handle incoming call volume, capture every call, manage the
center, and offer unsurpassed customer service.

Since the early ‘90’s, organizations of all types and sizes have been
implementing smaller call centers throughout the enterprise in a variety of
applications:

Branch offices, departments and business units of Fortune 500 companies,
as well as small- and mid-size businesses have all experienced the real-
world benefits of Norstar ACDs — higher revenues, decreased costs, and
improved levels of customer service and productivity.

CINPHONY and PRELUDE have been installed in more mid- and small-size
call centers in North America than any other solution. Reliability, a robust
feature-set, and ease-of-use, make CINPHONY and PRELUDE the solution
of choice for any call center with 80 or fewer agents.

• Help desks
• Reservations
• Dispatch

• Sales desks
• Customer service
• Human resources

....enabling call centers for over 10 years

Norstar
PRELUDE & CINPHONY ACD



Automate and Connect.
Advanced Call Routing and Handling Means
Unsurpassed Customer Service

With PRELUDE and CINPHONY
ACD, you get more advanced call
routing options than ever before.
Flexible routing options let you send
callers to the agent with the most
experience or automatically route
VIP callers to special agents or
departments. You can even send
callers to the agent who’s been idle
the longest—it’s your choice.

Automatically route based on
Dialed Number Identification
Service/Direct Inward Dialing
(DNIS/DID) information or
Automatic Number Identification/
Calling Line ID (ANI/CLID)
information.

PRELUDE and CINPHONY ACD
systems also provide callers the
opportunity to take advantage of
“self-service” routing options.
Automated Attendant and Caller
Directed Routing allow calls to be
routed based on digits entered by
the caller. Automated Attendant
allows callers to enter a single digit
number to route their call to the
appropriate group. With Caller
Directed Routing, callers can enter
multiple digit numbers (up to 16
digits), such as a credit card or
product ID number, to route a call to
the appropriate ACD group.

As your call handling needs get
more specific, remember that
CINPHONY can route calls to any
of 80 different groups. That means
better customer service and more
efficient use of your agent
resources.

PRELUDE and CINPHONY’s built-
in recorded announcements give
callers in queue a chance to hear
about your products and services—
prompting them to ask for additional
information just as your agent
answers. Exceptional for retail,
catalog sales, and manufacturing,
PRELUDE and CINPHONY’s
recorded announcements
reinforce your merchandising—and
follow up that reinforcement with an
immediate opportunity to purchase!

Through the QTime Announcement
feature, PRELUDE and CINPHONY
ACDs are also capable of providing
callers with important information
regarding how long they may wait
before being answered by an
available agent.

With these advanced call-handling
capabilities, you can answer more
calls with the same number of staff,
help reduce abandoned
calls, cut long-ringing and hold
time, and most importantly, improve
customer service.

Cintech’s rich heritage
in call centers

Cintech Solutions has provided
call center solutions to over
13,000 small and medium
environments since 1987.
Cintech’s rich heritage and
intimate knowledge of this
unique market place is reflected
in CINPHONY and PRELUDE’s
comprehensive feature suite,
scalability, and ease of use and
delivery. Using our extensive
experience solving customers’
interaction management
challenges,  CINPHONY and
PRELUDE enhance customer
service in even the smallest
environment.

When you select CINPHONY or
PRELUDE, you are selecting not
only a robust, flexible and
affordable solution, but you are
benefiting from Cintech’s rich
history in call centers that is
weaved throughout the solutions,
and is backed up by Cintech’s
comprehensive support services.



Manage and Inform.

Supervisory Tools
Let You Know What’s
Happening

As a call center grows, its
requirements for supervisory
capabilities also increase.
CINPHONY’s built-in supervisory
features include silent monitoring of
agent calls, an agent help key that
lets agents reach a supervisor
instantly, and a real-time status
display that lets supervisors know
what’s happening every second.

With PRELUDE and CINPHONY’s
call categorization, agents can
enter a category code classifying
the type of call being handled.
Supervisors can then see how
many calls of a particular type are
coming in. The system also sends
an alarm if pre-determined call
thresholds—such as caller wait
times—have been exceeded.

Companies that need to record
certain calls for agent training
purposes appreciate CINPHONY’s
agent record call feature. The agent
simply presses a button to record
the call, and the supervisor can play
it back immediately.

PRELUDE and CINPHONY offer
comprehensive management
reports, including an ACD Call
Profile Summary that encapsulates
all calls (including abandoned,
disconnected, and transferred calls)
by group for a specified time period;
and the Line Profile Summary,
which provides a review of ACD
system line usage.

LAN-Based Access Offers
Insight into Your Business

PRELUDE and CINPHONY ACD
include INFOCUS, a powerful
information management tool that
gives you real-time access to the
wealth of information your call
center processes every second.
Using a standard Internet browser,
your executives, supervisors, and
agents can access call information
anytime via a LAN-based server—
right from their PCs. It’s as simple
as entering an address on the
Internet.

INFOCUS offers users real-time
statistics both graphically and
numerically, color-coded for easy
recognition. With point-and-click
ease, they can view and
print reports, even remotely
administer and configure the
system in real-time or make
changes and schedule them to
activate at a later date or time.

If you don’t have a LAN, you can
use INFOCUS simply by setting up
a direct connection. Each ACD
system includes one copy of
INFOCUS software for a single
user, and additional copies can be
added to support unlimited users.

Tight Integration
Creates Strong Call Center
Capabilities

PRELUDE and CINPHONY
ACD work seamlessly with Norstar
Voice Mail. Callers can use Norstar
Voice Mail’s voice menus to reach
information mailboxes, fax-on-
demand services or leave a voice
mail message. And with Norstar
Voice Mail’s desktop messaging
option, agents can access their e-
mail and voice mail messages and
view and print faxes—all right from
their desktop computer. This
enables agents to be more
productive and more responsive to
customer requests.

CINPHONY and PRELUDE can be
integrated with Norstar computer-
telephony integration and Calling
Line  Identification (CLID) services
to deliver incoming caller
information. This minimizes the
amount of information agents need
to get from callers, dramatically
reducing the length of the call.   And
with ISDN BRI connectivity, the
CLID information is delivered
immediately, cutting at least  five
seconds off of every call.

Management
Highlights

• Silent monitor and join
• Agent help key
• Call categorization
• Alarm thresholds
• Agent record call
• LAN-base real-time status

displays and reporting
• Data export capabilities

Routing
Highlights

• DID and DNIS routing
• ANI and ICLID routing
• Automated Attendant
• Caller directed routing
• Recorded announcements
• Average time to answer

announcements
• Up to 80 different groups




