
TCN Operator: Integrated Communications Platform

Overview of TCN



TCN: Quick Overview
TCN is a cloud-based call center platform founded in 
1999 with a strong emphasis in the accounts 
receivables market and compliance management.

Billions of calls and agent interactions per year01    |    

Worldwide Data Centers – Google Cloud02    |    

Privately owned, profitable, committed and 
invested executive team

06    |    

Offices in US, Canada, EU, AU, and India04    |    

Technology and market focused strategy03    |    

1500+ Clients05    |    



Our Data Centers



A unified contact center experience

Vision and Mission



Operator is a unified call center 

software platform built by TCN. 

Operator by TCN empowers contact 

centers via seamless integration and 

delivery of all critical call center 

functions on a single platform. 



Operator Mission
Operator’s mission is to:

1.  Provide an integrated software platform 
encompassing every critical function of 
contact center operations. 

2. Democratize best-in-breed contact center 
software to organizations of all sizes. 

3. Bring the benefits of the cloud to the 
contact center.

These critical contact center operations are 

where operators either buy software or deploy 

full-time employees.



Operator Services

Integrated Infrastructure

The foundational pillars for a successful contact center, 

Authentication, Authorization, and Administration, 

enabling integration across Operator products and 

services, simplifying oversight, and ensuring correct 

security and audit controls.

Omnichannel Communications

Enable contact centers to get help on the channel of their 

choice.  Provide unified interface for agents to interact on 

all those channels and provide real time feedback to 

operators.  Enable all types and modes of communications.

Compliance and Data Management

Simplifying compliance and minimizing risk via automation 

and workflow processes. Robust tooling to comply with 

TCPA, ofcom, regulation F and other state and local 

regulations. Making sure the right data is in the right place 

and with the right agent at the right time.

Intelligence, Reporting, and Analytics

Collecting, storing, analyzing, and reporting on data from call 

center operations. Using call center data to generate insights 

and guide future and current operations.

Workforce Engagement

Empowering each agent with workforce optimization tools 

and maximizing the workforce with powerful workforce 

management programs. 

Integration and Automation

Providing frameworks for integrating into third party 

services — including payment, data, and CRM services.  

Providing frameworks for AI enablement.



Operator Experience

Cloud First and Cloud Native

Only requirements to access is a connected 

device. Provides all the benefits of the 

cloud.

Affordable

Delivered via a customer friendly usage 

based model. Pay for what you use, use 

what you pay for.

Easy and Intuitive to Use

Contextual documentation, modern 

interfaces.

Fast to Deploy

Can be deployed in a day for most 

organizations.

Scalable

Scalable from 1 - 10,000 agents.

Customizable

Supporting close to 2000 clients, TCN 

Operator provides support to a wide 

variety of of use cases.



Operator Benefits

Elasticity

TCN Operator provisions only the resources needed 

to serve current demand.  Seamlessly scale to meet 

future demand needs.  

Cost Control

TCN Operator with a pay for what you use, use 

what you pay for model.  Never fear over or 

under provisioning of resources.  Predictable 

costs without cost overheads.  

Flexibility

TCN Operator empowers any work model.  

Work from home, work in office or hybrid.  

Configure, not code,  the contact center as a 

power user without complication.

Continuous Updates and Features

TCN Operator delivers continuous updates and 

best of breed features without requiring 

dedicated experts.  

Security & Compliance

TCN Operator minimizes cyber security risks.  

Security updates performed automatically.  Security 

audits and penetration tests are routinely executed 

and remidated.  

Speed

TCN Operator is fast.  Fast use, fast 

configuration, fast setup, fast onboarding, and 

fast execution.  Get more done faster, more 

accurately, and more consistently.



Conquering Compliance

Using technology to solve some of the 
most complex compliance challenges.



Tackling Compliance
Safeguard your call centers compliance

● Compliant with National Telecommunications 

Regulator 

● GDPR



Natural Language Compliance (NLC)

NLC is a user friendly tool that allows you to build and manage compliance rules your call center needs to stay compliant and 

efficient. 

Automate 
Compliance

Automate easy-to-read rules to 

improve your contact center 

campaigns. 

Minimize 
Risk

Regardless of changing rules within 

the GDPR, minimize risk across your 

contact center compliance efforts.

Audit 
Ready

Help your compliance audits run 

smoother with easy-to-understand 

compliance rules that your team can 

read and comprehend. 

Conquer your compliance strategy using natural language processing



Compliance - Natural Language Compliance



Interacting with your data has never 
been easier, from preparation to 
scheduling. 

Workflow Automation



Data Processing & Enrichment (LMS)

List Management Services (LMS) allows your call center to process data files in one place. Filter, scrub, sort, reshape, and enrich.

Save money
Gone are the days of hiring staff 

or IT to automate the process or 

manually update data lists.

Real-time
Interact with your data in real-time 

with  unlimited customization. 

Save time
No more late night or early morning 

manual data transfers to get your 

current daily files. 

A powerful way to prepare and automate data



Data Processing & Enrichment



Data Journey & Collections



A framework for agent efficiency 
in the contact center.

Workforce Engagement 
Management



Workforce Management and Voice Analytics

Increase 
Compliance

Reduce risk on interactions you 

make with customers.

Boost agent 
performance

Identify key indicators that drive 

conversions and revenue. 

Ongoing training 
and coaching

Automatic triggers and flags help 

identify coaching opportunities.

List Management Services (LMS) allows your call center to boost consumer engagement or lower your organization's 

compliance risk, voice analytics will help you search, transcribe, fitler and flag call recordings for further review and agent 

training. t process data files in one place. Filter, scrub, sort, reshape, and enrich.

Find conversations and boost consumer engagement



Voice Analytics - Transcription & Flags



Workforce Engagement

Workforce Management

● Agent Forecast Scheduling

● Predictive Modeling

● Empower Agents

● Real Time Adherence 

● Optimize Labor Costs

Workforce Optimization 

● Call Recording with Transcription

● Voice Analytics with Filters and Flags

● Agent Performance Management

● Scorecards

● Risk and Compliance Management

● Learning Opportunities



Agent Scorecards



Scorecard Evaluations & Questions



Prepare for the future with real-time 
performance analytics.

Business Intelligence & 
Reporting



Discover your data insights

Performance 
Tracking

Keep track of how your agents 

and call center operations are 

doing at all times. 

Customized 
Reports

See data that is most important to you 

when you need it.

Seamlessly 
Integrated

Get results immediately with 

zero code. 

Get a look at the big picture with intuitive dashboards that keep you in the know about overall site performance and 

individual metrics. 



Business Intelligence & Reporting



Meeting consumers where they are, 
regardless of channel. 

Digital 
Communications



Keep your consumers connected

Email
Keeps your customers informed, 

whether you’re sending 

marketing, reminders or 

two-way communication.

Chat
Canned messages and monitored 

responses gives maximum flexibility to 

your agents.

Text/SMS
When chat and email just won’t do 

use texting for text-to-pay, 

automated messages or direct 

support communication.

From automated transactional services to direct agent conversations, omnichannel communications give your customers the 

most convenient, intuitive, and straightforward pathway to connect with your business. 

TCN’s multichannel communications are designed with productivity and efficiency in mind.



Creating a Chat Widget



Chat Canned Messages for Agents



Agent Omnichannel View



Why we win & why they stay

Why we win

✔ Industry Leading Implementation (most customers 
turned up less than a week)

✔ Fully featured vertically integrated platform

✔ Flexible platform

✔ All sizes of contact centers (1-10000+ seats)

✔ Pricing Elasticity (pay for what you use)

✔ Simple Contracts

✔ Mission Critical Tooling (compliance / data 
management)

Why they stay

✔ Client Care and Support, Cradle to Grave Care

✔ Long tenured Support (avg 9 years)

✔ Client Centric Support

✔ Constantly Improving Platform

✔ Consistently providing cutting edge technology

✔ Responsive to customer needs and requirements



Looking Ahead
Cloud technology has revolutionized every aspect of modern 

business, and contact centers are no exception. With this 

understanding, our contact center features will continually be at the 

forefront. A continued focus on core applications related to help, 

automated and improve customer experiences.

● Continued improvements to core platform

● WFH flexibility, compliance & reporting tools

● Big data & data management

● Chatbots, A.I., and automation 

● Text2Pay and other integrations

● Workforce Engagement (WFM/WFO)


