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Best Contact Centre Software in Australia (2026)
The eight capabilities that separate real contact centre software from a phone system with a queue

bolted on, what agentic AI genuinely changed this year, a scoring framework you can take into any

vendor meeting, and the honest case.

Contact centre software stopped being an enterprise-only purchase. If three or more people share

responsibility for the same inbound number, you already have a contact centre problem, and cloud platforms

now serve five seats on the same architecture as five hundred. Judge any platform on eight things: routing

intelligence, real-time supervision, quality assurance coverage, omnichannel in one queue, AI that is included

rather than sold as a module, integration depth, reporting that answers management questions, and where

your data lives. What changed in 2026 is that AI moved from transcribing calls to completing whole workflows,

and that QA went from a 1. 2% sample to 100% of interactions, which is a bigger operational shift than the

flashier voice-agent headlines.

The short version

Capability What a 5 looks like What a 2 looks like

Routing Skills, priority, time-of-day, overflow, caller

recognition, all self-service in the admin console

Round-robin and a business-hours toggle;

changes require a support ticket

Supervision Live wallboard, monitor / whisper / barge, agent state

visible in real time

A report you can run tomorrow morning

Quality

assurance

100% transcribed and auto-scored, with flagging

and searchable transcripts

Recordings you can download and listen to

manually

Omnichannel Voice, SMS, chat, email in one queue with one shared

history

Voice here, a separate inbox there, no shared

context

AI Voice agents, summaries, sentiment and agent assist

included in the platform

Available, as a separately licensed module,

per user, per month

Integration Screen pop during the ring, two-way CRM sync, open

API and signed webhooks

A nightly CSV export, or Zapier only

Reporting Self-service, comparable across periods,

exportable, answers "why"

Fixed reports that answer "how many"

Data & support Onshore hosting, local support you can reach, clear

export on exit

Offshore hosting, follow-the-sun ticket

queue, vague exit terms
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Also worth knowing

Metric What it really tells you The trap

Abandonment rate How much demand you are losing before

anyone speaks to it

Improves if you make the queue message

longer, check answer time too

First-contact resolution Whether customers have to chase you a

second time

Easy to game by closing interactions

optimistically

Average speed of

answer

Whether your roster matches your actual

demand curve

An average hides the 8:45am spike that does

all the damage

After-hours and missed

volume

The size of the opportunity an AI agent

would recover

Usually invisible until you start measuring it

deliberately

Transfer rate Whether your routing understands why

people ring

A low rate can mean agents are guessing rather

than transferring

QA coverage What proportion of your customer

promises anyone has checked

If it is 1. 2%, every other quality number is an

assumption

The two-question test

Ask any vendor: (1) Can a supervisor see live queue state and coach an agent mid-call without the customer hearing? (2)

Can I review, score and report on interactions after the fact, at scale? If either answer is no, you are looking at a phone

system with a queue feature, which may be all you need, but do not pay contact centre prices for it.

Questions the full guide answers

What is the difference between contact centre software and a business phone system?

How many agents do you need before contact centre software makes sense?

What did agentic AI actually change in contact centres in 2026?

Does contact centre software have to be omnichannel?

Why does onshore hosting matter for an Australian contact centre?

How long does it take to migrate an existing contact centre?

Is AI going to replace contact centre agents?

This is the summary. The guide has the detail.

Every point above is worked through in full on our site, with the Australian context, the numbers and the exceptions. If

you would rather talk it through, call 1300 881 662 or visit unidenvoice.com/get-started.
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