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The 24q4 release of Sinch Contact Pro brings several exciting enhancements aimed at improving user 
experience and efficiency. 

Key improvements include AI -driven analysis for conversations, more comprehensive data display across all 
communication channels, and enhanced multi - session capabilities in the Communication Panel. 

Additionally, the technology demo of a new Dashboard with better visualization and filtering options is set to 
show the way to modernize Contact Pro user interfaces.

Integration improvements, such as SAP Service Cloud support for RCS and MMS, and AI -enabled post -chat 
analysis, demonstrate our continued commitment to innovative and seamless integrations. 

vÞÍƇŇŉąŉƇĆÍìÍ·ĊÍƇĔóÉÍĆìßóÍĊƇpßóÄÞźĊƇÉÍÉßÄ·ĐßøóƇĐøƇăĆøğßÉßóÚƇÄĔĐĐßóÚ-edge tools that boost productivity and 
enhance customer service.

Markku Helin, Head of Product Management, Sinch Contact Pro



Agenda
This 24q4 Show and Tell presentation is 
available on
Contact Pro Community Pages
And as always, list of all changes 
including corrections will be available in 
§Þ·ĐźĊƇóÍĠ

1. Communication Panel content and 
usability enhancements

2. Chat, messaging and email 
improvements

3. Dashboard content and usability 
enhancements

4. Sinch integrations for Contact Pro

5. Integration enablers and 
improvements

6. Miscellaneous improvements

https://community.sinch.com/t5/Contact-Pro/bd-p/Contact_Center
https://docs.cc.sinch.com/cloud/whats-new/en/index.html


Communication
Panel
content and usability enhancements
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Agent can view the conversation AI analysis in own block

Conversation details has now a reserved area for 
AI analysis results.

ÅShows the dynamic content of the AI analysis.

ÅAI analysis block is available on all channels; 
however, it is shown only if the conversation 
attached data contains the AI analysis extra 
data.
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Conversation Details showing AI analysis of a received email. 
DÍĆÍƇ·ÚÍóĐƇßĊƇĆÍăìĦßóÚƇĐøƇÄĔĊĐøòÍĆźĊƇÍò·ßìƇ·óÉƇĐ·êßóÚƇ·Éğ·óĐ·ÚÍƇøÙƇĐÞÍƇĊĔÚÚÍĊĐÍÉƇÉĆ·ÙĐƇĆÍăìĦŚƇ



Improved display of attached data through the lifecycle 
of the conversation

The attached data is displayed for all 
conversation types Voice calls, Chats, and 
Emails, throughout every phase of the 
conversation.

ÅFor Queuing conversations in the Picklist 
view, agents can examine the attached 
data in the extension area by clicking on 
them.

ÅFor Ended conversations, agents can 
examine the attached data through the 
extension area by locating them in the 
History view.

ÅFor conversations in the Pending or 
Viewing tab, the attached data is also 
visible in the extension area.
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Attached data -  here AI analysis -  shown as part of Conversation details.



My Conversations session sync improvements

Communication Panel in the embedded 
mode allows user to launch a 2 nd  
Communication Panel in a new browser 
window. 

Depending on the configuration, the 
embedded window, when made smaller in 
width/height, can change to a minimalistic 
My Conversations view, taking less space 
within the host application.

The synchronization of conversations and 
status between the two CP windows has 
ÃÍÍóƇŷÃĆøêÍóŸƇÉĔÍƇĐøƇĆÍÄÍóĐƇÃĆøĠĊÍĆƇ
changes.

This has been fixed and enables users 
again  to take advantage of the multi -
modality of two Communication Panel 
sessions.
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Communication Panel embedded in My Conversations view and another CP in own window. 
Here user is handling a WhatsApp chat.



Google has rolled back the 3rd party cookie phase-out

We are (were) prepared for a solution for 3 rd party 
cookie phase - out, but Google decided to roll back 
the phase - out.

Customers who use Communication Panel in 
ÍòÃÍÉÉÍÉƇòøÉÍƇÉøóźĐƇóÍÍÉƇĐøƇÉøƇ·óĦĐÞßóÚŚ

If Google at later stage decides to re - initiate the 3 rd 
party cookie phase - out project, we are ready with a 
solution.
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Slide from 24q3 show & tell  about planned browser restrictions for third - party cookies.



Chat, messaging 
and email
improvements
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Reminder: Contact Pro supports RCS
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RCS messaging can be used with 
Contact Pro (since 2021 already).

ÅConnection to Contact Pro is 
done via Conversation API

ÅRich content and documents 
can be sent and received

ÅLinks (also Contact Pro cloud 
attachment links) work nicely.

ÅLocation message and location 
extension area in CP is 
supported.

Sinch Contact Pro Communication Panel with an active RCS conversation.

Android phone RCS messaging.



Dashboard
content and usability enhancements
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New Dashboard 

Dashboard is having a makeover! 

ÅNew Dashboard will have the same views as the current 
Dashboard i.e. Home, Agents, Conversations, Campaigns 
etc.

Å Initial rollout of the New Dashboard will start from 24q4 
·ĊƇ·Ƈi^+Ƈ·óÉƇĊĐ·ĆĐßóÚƇĠßĐÞƇĐÞÍƇŹ ÚÍóĐĊźƇğßÍĠƇøóìĦŚ

ÅProceeding quarterly releases will see the additional 
views added. 

ÅMoving to the Material UI (MUI) component library 
Material UI is an open-source React component library that implements 
Google's Material Design.

Å¦ßÍĠĊƇĠßììƇĔĊÍƇXzEźĊƇ0·Đ·Ƈ@ĆßÉśƇøÙÙÍĆßóÚƇÃÍĐĐÍĆƇ
visualisations and a more structured format for the 
displayed information 

ÅData Grid provides many inbuilt features such as filters, 
column sorting, pagination, export to and various page 
layout options.

Note: The existing Dashboard will be maintained until the New Dashboard is 
ready to replace it. 

The prototype of the New Dashboard can be accessed from the 24Q4 release via your tenant https://<your tenant> /dashboard/ 



New Dashboard Ų Agents view

Key changes to Agents  view 

ÅView moves to a tabbed approach

ÅView built around the MUI Data Grid

ÅSelectable columns and reordering by dragging 
possible

ÅMore filtering possibilities against column 
information    

ÅRows has three density options as well as four 
options for displaying number of rows before 
pagination

ÅExport all loaded data as CSV or Excel

ÅColumn grouping, sorting and pinning possible

ÅPagination allows for a paging experience of loaded 
data

 

The Material UI Data Grid with inbuilt features Columns, Filters, Density & Export 

Define the number of rows before paging 


