
Empowering customer conversations

virtual hold technology

Virtual Hold Technology (VHT) enables contact centers to 
maximize the opportunities that come from customer 
interaction, regardless of channel.

VHT’s 2 core products are Callback and Conversation Bridge. Callback calls the 
customer back when a live agent is available to assist.  This callback can happen 
as soon as possible (ASAP), or at a time that is more convenient for the caller 
(Scheduled). Callback holds the customer’s place in queue so they do not need 
to wait on hold to speak to a live agent.

Conversation Bridge enables a customer, regardless of the interaction channel 
they are on, to intuitively request & receive a voice callback, with the live agent 
knowing the relevant context about that customer before the live conversa-
tion begins.  Conversation Bridge ensures a consistent multi-channel service 
experience for the customer.

Callback and Conversation Bridge sit on top of VHT’s award winning customer 
experience platform – a platform that ensures integration with a customer’s 
technical infrastructure and with their existing customer service applications 
across the enterprise.  The platform enables e�ective administration of the 
VHT deployment, and it provides insight through reporting and analytics 
into the critical KPIs that VHT’s solutions are impacting.

For more information, visit www.virtualhold.com
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VHT FACTS

In 2013, vht...

> 25,000 VHT licenses 
deployed worldwide

Improved the customer experience 

for 170+ million callers

13 US and international patents 

and 8 more pending

More than 1.5 billion minutes 

of customer hold time saved

Eliminated more than 

18 million abandoned calls

VHT’s Impact by Industry in 2013

Vertical
Improved Average 

Speed of Answer
 Years of Hold

Time Saved
Reduction in 

Abandoned Calls

Telecommications 17 22% 21%

Utility 6 27% 26%

Government 46 62% 46%

Travel 20 36% 28%

Financial Services 7 24% 34%

Retail 9 24% 14%

Insurance/Healthcare 6 24% 34%

High Tech 24 24% 26%


