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1 Service Definition 

1.1 Introduction 
Puzzel is a UK-based Cloud Contact Centre software company who supply a market-
leading Contact Centre Software as a Service product (CCaas).   

Puzzel enables public sector organisations to move their contact centre technology to the 
cloud with no compromise in features, functionality or service level.  

Puzzel provides all the core channels via an Omni-channel core platform: 

• Voice (inbound & outbound) 
• Email (basic & advanced) 
• SMS 
• Web Chat 
• Social Media (including Facebook (Public & Private), Twitter (Public & Private), 

WhatsApp, Trustpilot, as well as SMS as a channel into the contact centre 

We also offer  

• Comprehensive MI reporting (real and historical, including raw data) 
• CFT (Call Flow Tool) – allowing customers to build and change their own call flows 
• PCI DSS Payment solutions 
• WFO: WFM, QM, PM and Speech Analytics solutions 
• Knowledgebase 
• Chatbots (flexible platform accommodating a range of frameworks, including: IBM 

Watson, Boost AI, Google Dialogflow, Amazon Lex). 

Our platform is truly Omni-channel and supports strategic initiatives such as Channel 
Shift and Digital by Default whilst simultaneously reducing overall costs in the contact 
centre. 

Puzzel is uniquely positioned as a Challenger in the Contact Centre as a Service – 
Western Europe Magic Quadrant report and has been for 4 consecutive years.  
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1.2 Service name 
Puzzel: 

• Platform 
• Agent Application 
• Administration Portal 

1.3 Service description  
Puzzel is an advanced cloud Contact Centre platform enabling agents to manage voice, 
email, SMS, web chat and all major social media interactions with citizens and 
customers from a single agent desktop.  

Puzzel is a modular solution and so any number or combination of voice and / or non-
voice channels can be chosen. 

We have a comprehensive API suite and offer standard integrations with all major CRM 
platforms, for example, Salesforce, Microsoft Dynamics and ZenDesk. 

Additional integrations, including with bespoke back-office systems, can be provided by 
Puzzel directly, or by the customer themselves utilising Puzzel’s open API. 

1.4 Top features  
The top features of Puzzel include multichannel 

• Voice (inbound and outbound)  
• Email  
• SMS  
• Web Chat  
• Social Media  

Integrated with  

• Workforce Management  
• Speech Analytics  
• Self Service FAQ & Knowledgebase 

There are comprehensive reporting and MI facilities, including for call recordings and 
chat transcripts, based upon persistent data the retention period of which varies with the 
data and is configurable. 

1.5 Resilience 
The Puzzel SLA offers 99.99% availability. Puzzel provides this availability via its state-of-
art geo-resilient architecture with full redundancy. Puzzel’s data centres are all in the EEA 
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and we continually evolve our architecture to ensure geographical service and best-of-
breed technology.  

1.6 Business benefits  
• Lower TCO (total cost of ownership) versus traditional on-premise solutions.  
• Reduced internal IT overhead (no HW, so SW patches etc). 
• Always up to date (cloud, multi-tenant solution) continually updated. 
• Supports ‘Digital by Default’ and ‘Channel Shift’ initiatives. 
• Enables remote and homeworking with no compromise in features, functionality 

or security – just access the functionality via a browser.  
• Scalable model supports flexible shift / work patterns and DR scenarios. 
• Improved Customer Experience via true Omni-channel platform.  
• Advanced reporting and real time statistical monitoring of the contact centre. 

1.7 Certifications 
Puzzel hold ISO27001 and ISO9001 certificates for all its services and offices.  

1.8 About Puzzel 
Based in London, Puzzel Ltd. provides advanced Cloud (SaaS) Contact Centre solutions 
to public sector organisations around the UK and across Europe. 

Established 20 years ago, Puzzel is one of the first and most experienced Cloud Contact 
Centre companies in the UK.  

1.9 Deployment and Service Delivery 
Puzzel’s commitments to deployment (i.e. implementation) and service delivery are 
contractual and are described in G-Cloud Puzzel Ts&Cs. These Ts&Cs define: 

• How Puzzel and the customer specify how the solution should be configured, 
• The build and acceptance process – typically c 20 working days. 
• The training and floor walking provided by Puzzel. 
• Customer responsibilities (exactly what the technical requirements for the 

customer are: high-level - a PC with a supported browser and a directly dial-able 
phone), 

• How to engage with Puzzel throughout the contract. 

Off-boarding from Puzzel is extremely easy (although rare!). Full call recordings and data 
reports can be easily provided. 

 


