
CARES™ CRM

Centurion CARES™ Contact Record Management (CRM) is a browser-based 
database utilized by customer service centers to track customer contact through 
voice calls and multimedia communications (web chat, email, fax, voice message 
left while in queue). 

CRM Record Features

• Date & Time Stamp
• Dialog Tracking Numbers
• Primary and Alternate Contact Info
• Agent Tracking and Notes
• Agent Notes Summary
• Contact Channel Identification

Self-Service Functionality

• Open / Closed Status
• Follow-Up Reminder
• Call Type Tracking
• Resolution Tracking
• Multiple Search Criteria
• CRM Reports

Out Bound Notification

CUSTOMER ACCOUNT RECORD EXAMPLE



TECHNICAL INFORMATION

The Centurion CARES™ CRM is a database application which resides on the 
Centurion IVR/ACD server. CRM may be used with Centurion Dialer / Predictive 
Dialer to assist agents with outbound call tracking and for tracking inbound calls. 
The Centurion ACD supports screen pop of the CRM record, as well as, screen 
pop of the back office IT application caller account record.

Operator Controlled Parameters

• Secure Access
• Call Types
• Resolution Types
• Agent Names
• Group Names

• Custom Data Fields
• Simple Search
• Advanced Search
• Scheduled Reports

CRM Report Example
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