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ITyX will help you seize the opportunities of the ever-progressing digitalization of commu-
nication. Together, we can optimize your service operations for digital challenges across 
all communication channels – from a digitalized mailroom to automated responding 
to email inquiries. ITyX was founded in 1996 by graduates of the School of Computer  
Linguistics at the University of Koblenz, Germany. Since 1999, as part of various  
research projects, our specialists have been developing methodologies capable of  
understanding and interpreting text contents independently of language or correct  
dictation.

Large organizations across various industries are applying our auto-adaptive contact center  
solutions very successfully to optimally process incoming digital customer messages, to 
realize intelligent service and contact features on the web and to automatically integrate 
customer and product data with the company’s IT infrastructure.

LEARN MORE about how a new strategy can turn your service organization into a digital 
multi-channel contact center – or visit our website at www.ityx.de.
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The ITyX product family’s modular components help you seize the opportunities of digital customer service 

and gain competitive and cost advantages from them. ITyX Contact Center Solutions bundle all communica-

tions and interactive contents (phone, email, web, letter, fax, text messages) between you and your customers or 

prospects on a central, freely scalable platform.

Mediatrix ERMS classifies  
incoming messages (e.g. via 

email, fax or phone)  
for skill-based routing to  
available representatives.

Mediatrix SELF SERVICE offers 
intelligent search and contact 
features for Internet, intranet 

and extranet portals to  
automate interactions.

Mediatrix Web Scout connects 
qualified website visitors with 
available representatives of  
your service team via video  

chat and co-browsing.

Mediatrix MAILROOM classifies 
incoming letters and faxes 
solely on a text-based level 

and extracts data relevant for 
background processing.



What’s the Right Strategy for your  
Digital Customer Service?

Email and the web have become as standard as telephone and snail mail. Today, 30 % of 
all contacts between organizations and end users already occur via email (25 %) or online 
(5 %). The Internet Generation, certainly the target audience with the highest purchasing 
power over the next decade, is already accustomed to getting prompt responses online, via 
email or text message. Is your service organization prepared for this trend?

At the core of the Mediatrix platform are the methodologies of computer linguistics and AI 
(artificial intelligence), which are being utilized to identify, interpret and extract the content 
of communications independently of language and dictation. The solution’s ability to learn 
from the communicative behavior of qualified human representatives and form conclusions  
in regards to future inquiries makes Mediatrix one of the most popular contact center solutions  
for digital customer service in all of Europe.
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LEARN MORE about the Mediatrix product family’s solution modules and how you can 
optimally implement them at your digital multi-channel contact center on the following 
pages – or online at www.ityx.de.

Using Mediatrix ERMS, you are optimizing the 

processing of each and every contact. Thanks to its 

aptitude to adapt, the system automatically generates  

operational knowledge and response relevancies.

With Mediatrix SELF SERVICE, you offer your web 

visitors a dynamic, adaptive search option. If con-

sumers initiate interaction, they are first presented 

with appropriate response suggestions, intended to 

conclusively resolve basic issues automatically.

Reducing processing times and preventing basic 

customer inquiries frees up sales capacities for your 

representatives. Through Mediatrix WEB SCOUT, 

you can specifically invite qualified customers who 

are demonstrating valid behavior patterns to an on-

line consultation via video chat, thereby generating 

new, additional customer relationships.

OPTIMIZING  
PROCESSING

AUTOMATING 
CONTACTS

GENERATING NEW 
BUSINESS



Enterprise Response Management for Email, 
Fax, Letter and Text Messaging

Mediatrix ErMS offers fully or partially automated processing of customer inquiries on 
all popular communication channels – email, web, letter, fax, text and multi-media 
messages. As an auto-adaptive email response management system, Mediatrix ErMS 
can classify incoming messages automatically and – adhering to individually confi gurable 
escalation workfl ows – optimally route them to available internal or external representa-
tives. The solution hereby utilizes an in the industry unique combination of auto-adaptive 
AI methodologies, which autonomously develop an optimal degree of effi ciency, without 
administrative intervention.

Mediatrix ERMS categorizes incoming customer emails, 

automatically prioritizes them and routes them to available 

representatives. benefi ts:

- Control and transparency for digital customer channels

- Customer histories and campaigns across channels

- Decrease processing times by 25 to 55 %

- (Partially) automated processing of contacts

-  Foundation for contact prevention and knowledge 

management.
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Mediatrix ERMS at a glance

 1.  Easy integration as licensed software or managed service

 2.  Designed to process medium to high volumes of contacts

 3.  Use across clients with individual workfl ows

 4.  Fluid user confi guration with comprehensive permission structures

 5.  Adaptive, combined contact classifi cation with dynamic response suggestions

 6.  Fully and partially automated processing processes

 7.  Integrated outbound campaigns with follow-up functionalities

 8.  Transparent real-time monitoring and report generator

 9.  Platform-independent and easy to integrate through script-based business rule engine

 10.  Can be linked with Mediatrix SElF SErVICE (optional expansion)

“Integrating Mediatrix is really fast 
and easy. Meanwhile, we develop our 
business rules ourselves, which gives 
us independence and fl exibility with 
our operations.”  
Sonja Gard, Pluscard GmbH
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Auto-adaptive Intelligent Processing of 
Incoming Mail (Digital Mailroom)

Mediatrix MAIlrooM offers auto-adaptive processing of your digital incoming mail. 
letters and faxes are assigned a business activity purely on a text level and independent 
of the document’s type and structure (customer letters, forms, certifi cates or invoices). 
While traditional procedures to handle incoming mail focus on the digital logistics of 
correspondences, Mediatrix MAIlrooM also offers you automatic capturing and further 
processing – namely, validating customer data and extracting process-relevant informa-
tion. Manual reclassifi cation and responses by representatives are automatically integrat-
ed in the dynamic classifi cation process. Hence, ITyX’ digital mailroom is autoadaptive – 
virtually free of administrative intervention.

Mediatrix MAIlROOM at a glance

 1.  Easy integration as licensed software or managed service

 2.  Designed to process medium to high volumes of documents

 3.  Use across clients with individual workfl ows

 4.  Adaptive, combined classifi cation with dynamic response suggestions

 5.  Adaptive, automated extraction of customer and process-relevant data

 6.  Automatic forwarding to legacy systems (fully automated)

 7.  Fully and partially automated handling procedures

 8.  Transparent real-time monitoring and report generator

 9.  Platform-independent and easy to integrate through script-based business rule engine

 10.  Search and archiving functions for all indexed mail documents

Mediatrix MAIlROOM offers automated, intelligent processing 

of incoming documents – from digitalization to archiving. 

benefi ts:

- Control and transparency of incoming mail operations

- Customer histories and campaigns across channels

- High rate of fully automated processing; low error rate

- Mail processing times decrease by 30 to 75 %

- Archiving and analytics options

“We fi nd Mediatrix’ options to indi-
vidually trigger archiving or rule-based 
processes at defi ned events during 
processing while accessing our HoST 
environment very convincing.”
Wolfgang Bayer, HUK-COBURG
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Admin-free Web Self Service for Automation of 
Search and Contact Processes

Mediatrix SElF SErVICE offers automated processing of digital customer inquiries gener-
ated throughout your portals on the Internet, intranet or extranet. In doing so, Mediatrix 
SElF SErVICE dynamically draws on the question and response relevancies “learned” by 
the email response solution Mediatrix ErMS as well as on previously indexed documents, 
such as product descriptions or specifi cations of services. Mediatrix SElF SErVICE 
features an intelligent FAQ screen displaying relevant response modules or referencing 
specifi c source documents. This ITyX method is auto-adaptive as well and optimizes itself 
without administrative intervention – simply through operating.

Mediatrix SElF SERVICE offers your web visitors, partners and 

employees the option to dynamically search for information 

and answers on the Internet, intranet and extranet. benefi ts:

- Control and transparency for digital consumer channels

- Contact prevention for basic inquiries

-  No administration required for rule sets or FAQ

- Automated contact execution

- Service-oriented Internet portal

Mediatrix SElF SERVICE at a glance

 1.  Easy integration as licensed software or managed service

 2.   Simple adaptation process for documents and information (indexing, data crawling)

 3.  Integrated “Support & Contact” front-end on your website, featuring your corporate design

 4.  Integrative, adaptive ITyX knowledge database

 5.  Auto-suggest features, offering relevant response suggestions

 6.  No administrative intervention – self-optimizing search functions

 7.  Dynamic success rate optimization through implicit/explicit rating by users

 8.  option to integrate with Mediatrix ErMS for automated responding

 9.  option to integrate with Mediatrix WEb SCoUT for targeted consumer consulting

 10.  Depending on the industry, 12 to 25 % of customer contacts can be prevented

“The implementation of Mediatrix for 
our email processing has been a com-
plete success for us. Working with 
ITyX is fl awless. We still want to realize 
SElF SErVICE this year.”   
Evelyn Kulessa, Europäische 
Reiseversicherung AG



Proactive Online Consultation for Web Visitors via 
Video Chat and Co-browsing

Mediatrix WEb SCoUT connects qualifi ed web visitors directly to an available repre-
sentative at your contact center. Through personalized consultation via video, chat or 
call-back, you can prevent purchase abandonment and actively win customers. With 
this unique video chat feature, representatives of your contact center team can guide 
prospective buyers through purchasing steps or product information on your website 
during the consultation. Every consultation interaction is automatically captured in the 
Mediatrix customer history across all channels.
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Mediatrix WEB SCOUT at a glance

 1.  Easy integration as licensed software or managed service

 2.  Confi gurable login process – active/passive customer greeting

 3.  No adjustments to company websites necessary

 4.  No user barrier – consultation occurs completely in browser

 5.  Text chat with optional video insertion and IP communication

 6.  Content push to visit selected offers together

 7.  “Tele-marker” to highlight certain content

 8.  Co-/shared browsing for visiting websites together

 9.  Joint, simultaneous completing of online forms

 10.  reporting engine and live monitoring.

Mediatrix WEB SCOUT offers you a targeted way to built business 

relationships between qualifi ed customers and available 

representatives on your web portal. Consult your prospects 

live on the Internet! benefi ts:

-  Employees can be utilized more effi ciently during down 

times

- Higher conversion rates for your Internet presence

- Fewer impediments during the purchase of a product

-  Targeted specifi c selection of customers who get offered 

online consultation

-  Increased customer retention and higher quality 

consultation

“WEb SCoUT thrills employees and 
customers alike. The solution is very 
reliable and fulfi lls all our requirements 
in the contact center environment.”  
E-Plus Service GmbH & Co. KG


