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Empowering the future of work

Hybrid work is inevitable

739 of workers say they want flexible, remote
°F  work options.

Staying connected is imperative

80% of managers expect to have more flexible
°J work-from-home policies post-pandemic.

Work environments will change

66% of leaders say their company is considering
°¥ redesigning office space for hybrid work.

inetum.

As we move from an era of “remote
everything” into a hybrid model, the
future of work is being shaped before
our eyes.

Designed to transform the way people
work and interact with each other,
with collaboration firmly in mind,
Microsoft Teams is for everyone.
Whether it's chat, calls, or video,
anyone can engage at any time,
bringing everyone closer, securely.


https://www.microsoft.com/en-us/worklab/work-trend-index

Desires for Hybrid

Lt

Inclusive

Regardless of location
Include all employees
Shared purpose and culture
Community and social

&=

Supportive

Safety

Comfort

Wellness (physical and mental)
Continuous learning

Productive

Focus and collaboration
Appropriate tools
"It just works”

=l
™

Flexible

When and where
Trust-based
Outcomes not hours



Hybrid Considerations

®
People ; r Y Process
Leadership o, °
Culture
A Technology

Place of Work



Microsoft Teams Phone

The smart calling solution for
Microsoft Teams

inetum.



With Teams Phone you can keep your entire workforce
connected from the back office to the frontline




Flexible and easy
to use




Flexibly shift calls between devices and spaces

 Transfer a call without missing a
beat with endpoint transfer

» Effortlessly merge or add another
person or device to an existing call

 View two devices together during
a meeting without conflict with
companion experiences

HOoLEOC-EEES W
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Enjoy consistent calling experiences across devices

* Choose from Teams-certified
device options to suit varying
needs and budgets

 Get a familiar calling experience,
no matter what device you're using

» Easily start a call from any available
workspace with Teams Displays

 Enable your front line to make and
receive calls with common area
phones in shared spaces
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Make any space a working space with Al-powered
capabilities

« Stay connected and work from
anywhere with Al-based speech
enhancements

» Voice isolation suppresses other
voices and background noises so
you can be heard clearly

» Speak and listen at the same time
with full duplex sound, allowing
interruptions that make the
conversation more natural

» Reduce reverberation for improved
audio quality in rooms with poor
acoustics
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Intelligent and
connected




Work efficiently as a team with collaborative calling

* Manage calls collaboratively
with group call pickup
and consultative transfers

Settings X

53 General Call answering rules
& Accounts oo FyoUNS
@ Privacy

£ Notifications Also ring No one else ~

£ Devices Mew number or contact

@ Calls ring me O Forward my calls

* Enable others to make and answer

If unanswered

@ App permissions My delegates

calls on your behalf with call B T
° . & calls +14255552349 h
delegation and shared line
appearance i
« Call forwarding, simultaneous ring, o e o
and busy-on-busy settings ensure cemietons D T
you don’t miss a beat el K
HOoOLEOC.EAAS & ~
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Promote inclusivity in your calls with accessible

features

 Post-call, review the call recording
and transcript at your own pace

» Access, listen to, and review
voicemails with playback controls,
voicemail summary, or transcripts

» See call captions and transcript, and
ask clarifying questions in your
preferred language with Teams
Premium and Copilot in Teams'

'Copilot in Teams is part of Copilot for Microsoft 365 license

inetum.

Shared i Detail X
By  Alex Wilb:
1 2 3 % {suppo Lynne Robbins
History | fissed g Voicemal = il
4 5 6
- & call O &%
7 8 9 . S
0 # @ Lis
8
January 4th 2022 Deu"s X
Work number. +1 8 "
¥ Outgaing
Madebryou 125 3/24/2021 3:00 PM
Parked calls @ Call ended
Alex Wilber
Total call tim AW
B & g

Send a quick message
Voicemail

Hi Megan, hope you had a good weekend
we should get something on the books
soon to talk about the spring marketing
campaign. OK. Bye.

° ° o00 (IS



Streamline customer engagement with click-to-call

J—
» Enable your customers to easily reach b qEre— X R
your organization directly from your & Relasio RS R S N Q s “
webpage with a single click
Find a perfect property
« Add, customize, and program the Where you'll love to live
click-to-call widget to connect
customers to a specific Teams call e
queue or auto attendant - -
 Call recipients will receive the call
directly in Teams'

"Woice and video calling (VolIP) usage will be billed for Azure Communication Services
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Route and manage customer calls in Teams with
built-in capabilities

S

S Wice

Call queues
Phone numbers Resource accounts

» Connect callers to the right agents in your organization

Operator ¢
onnect Add or
remove resoyrce accounts. Yoy can assign a

« Customize your settings such as music on hold,

1 : . . Direct Royt;
call overflow, timeout options, and shared voicemail el

You y
o -haven t added any resource accoynts yet

Calling policies

 Easily manage call queues from the Teams admin center

Add
Call park policies =i
Caller ID pofjcie
Auto attendants ;
. Dia/p/am
 Create advanced call routing menus or add a "
dial-by-name or extension Emergency poicie *519n calling I

« Upload a custom audio greeting message or use Voice routing policies
built-in text-to-speech

Agents can
Make outboynd calls using the phone nump
mbers on ¢

Auto altendants

You haven't aqiy,
edan
/ Gall queyes — Y resource accoypts yet

Add

inetum.



Integrate service experiences that extend Teams

8x8 Anywhere365° = oC AVAyA

audiocodes

 Deliver an integrated experience that boosts

customer service efficiency and quality &
BRIGHT PATTERN  CCAr,,,, (SIIEEZIN [2JCOMPETELLA
* Empower agents to resolve customer inquiries
and issues more efficiently with seamless access Enghouse
H Y comple'ak <>EEQEEHT @ Five?
to resources and expertise 4 Crtfed Soutions
 Surface relevant customer data during a call to SGENESYS @ Heedify NINIINIERMERIA  IPOYNAMICS

provide more tailored service, without
leaving Teams

landis @& ruware RS ) ET|:~:|ALL NICE"

* Connect only the partner solutions that have
undergone testing and validation, ensuring

quality, compatibility, and reliability puzzel. @  Sikom  Solgari

:talkdesk & tendfor” B ULTATEL 00 webex
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Teams Premium
& Copilot -

inetum




Introducing

Queues app for Microsoft Teams

Empowering teams. Connecting customers




Enhance customer

engagement with
Queues app = -9

A native Teams workspace that

empowers organizations to engage and
serve their customers through

enhanced call queue handling in Teams

inetum."




Enhance team performance with silent coaching controls

r

-

Supervisors can provide
immediate guidance to agents
during calls with whisper controls

* When needed, supervisors can

inetum.

step in to assist directly with
barge and take over controls

Develop agents’ skills and
improve performance whereas
needed with monitoring controls

i o @

‘m i@

6&

Calls

)

m

< > Q search
E Queues  Contoso bank woodland Contoso woodland support
Quick acce: s Activity
[l Contoso bank woodland overview L
Service level @
@ Chris Naidoo (You)
Available

Opted-out
Manage queue r
People Calls
—_— 0,
e a 80%
naka
4m

Total offered calls

Waiting calls

15

Longest call waiting time

17m 32s

Unanswered calls

Public Preview

Average call answering

il
4m 12s

Abandoned percentage

30%

[«
wa \ / 50
n a call for 2m t out ~ "
B 200
© Opted-out (1) Call as myself 500 [ -
H
I% Miguel Silva : »
I2  Offline 300
10
0
Abandoned Overflow Timed out No agent
Ans: wered Unanswered call reasons

Monitoring: Reta Taylor s

1:00

Reta Taylor




Experience Al-powered calling with Copilot in Teams Phone

inetum.

]

= 4

Use Queues app with Copilot in
Teams Phone' to automatically

capture key information during
or after calls

Handle customer queries
efficiently with the help of Copilot

Easily transfer calls to colleagues
with full context of prior
discussions, avoiding
unnecessary delays

MICROSOFT 365

Copilot in
Teams Phone

&

2 Copilot in Teams Phone supports VolP and PSTN calls, and requires a Microsoft 365 Copilot license



Easy-to-configure and manage at the team level

. .
5% : B e —
2 - o

By &=
 Easy-to-use tools help leads confidently manage ?
their teams with call queues and auto attendants c= - 3 I I I I
* Leads can quickly opt-in/out team members and o
use delegated administration controls like call w - o
handling and custom greetings S :
« Training and monitoring' tools help improve . * "
performance and overall care metrics & = lo .

17m 32s 30%

i@

inetum.t 'Barge, Whisper, Monitor and Takeover are available in public preview from April 2025



asy-to-configure and manage at the org level

Microsoft Teams admin center

Auto attendants

Call held policies
Control what changes authorized users can make in auto attendants they re assigned to.
Cal park policies )
Greetings

Caller ID palicies

Business hours greeting on
Dial plans

After hours greeting
Emergency policies

LY

Holiday greeting

General -~

Mobility policies
Shared calling policies

Voice routing policies Time zone
Voicemail policies Language

« As an admin, easily add and remove authorized

Holiday dates and hours

on

on

CLLY

Call queues

users for call queues in the Teams admin center oot -

Resource accounts

@ o
@ o
Lo

on

Business hours call ro

| veoi ons polic

appl
PF After hours call routing

* Flexibility to configure call queues based on the

Q  Notifications & alerts v

scope, responsibility, and permissions your teams -
need - —r

Opt agents infout of queue @ o

Call hold policies
Exception handling I ~

Call park policies

Caller ID policies Routing for call overflow

Dial plans

(o]
Routing for call timeout @ o
(o]

Emergency policies Routing for no agents

Mobility policies Agent monitoring GEE) ~
Shared calling policies
Agent manitor made Takeover
Voice routing policies
Agent monitor notification mode Agent
Voicemail policies
Reporting QI ~

Auto attendants

Only autharized call queues

. time call quewe me
Call queues

off

e agent metri

Holidays
Only authorized call queues
rical Call Queue Metrics

Resource accounts

Al

| Voice applications policies

rical Agent Metrics Al
- Analytics & reparts

0 nNotifications & ales

inetum.



Optimize customer care with detailed reporting and analytics

< > Q sen & - o x

&
Q B Queues  Contosobankwoodland  Contose woodland support

0]

Quick access

=0 ‘ Aty Last 12 howrs, updated 3maga
() - T
= Waiting calls Average call answering Longest call waiting time Abandoned percentage
) -,E. Reta Taylor (You) S time
" 15 4m 12s 17m 32s 30%

Manage queue

Calls  Pecple
- Total offered calls Unanswered calls

« Leads and team members have access to real-time ) [ I [ I
reporting enabling better informed decision

making

+1(230) B78-B519 (External)

Will, Kayo, Eric, +2 1230pm

@ 67 OF oF O

3

Mikhail Kotow 23pm

Related
emah) @ E 1230pm

@ setings &

oF @

+1(263) 952-6921 (External) 230p.m.
rwaeced by Hillry Reyes e 3

* Historical reporting will enable leads to optimize .
for team member performance and customer care 5| B o et o

o
2 Real-time  Historicas Auto attendants: All Last 12 hours, updated 3maga
&
- Total call volume. Abandaned calls
B Eaternal internal
All

- 220 | 120 I 100 21
@ i wocdiand
e Average time in auto attendant Average caller action count Total system-initiated disconnects

i woodland 32s 12 30

k woodland
2]
. Al Total callers Key options selected

Andre Lawson
Bryan Wright i
Charlotte de Crum 100

Danielle Booker

Erika Fuller

Joshua Vanburen

inetum.



Queues app for Microsoft Teams requires

@ \‘S Teams paid subscription

Licensing

™ Teams Phone license either through Teams Phone Standard
@’ or MES/ES

overview

2]  Teams Premium license

Microsoft Teams Calling Plan or 3 party calling plan if
\% calling externally or needing to allocate the call queue or
agent an external number

inetum.






Modern devices



Devices and endpoints for any space and use case

Peripherals All-in-one displays Desk phones

Teams Phone touch and
non touch devices

Headsets & speakers
a 2= o

Webcams

S W o=
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Microsoft Teams personal space devices

®! Microsoft Teams peripherals = Microsoft Teams phones
[/ SENNHEISER s
@ Q—.a T CRESTRON.
EPDS Jabra
.« - -
— —
locitech Yealink - poly Yealink QC oudiocodes

Browse full selection at Devices Showcase office.com/teamsdevices

inetum.

:_ Microsoft Teams displays



http://office.com/teamsdevices
http://office.com/teamsdevices

Devices to meet the needs of any
size or type of room

Wide array of certified audio and video devices
to accommodate any room and any need

Supports multiple screen configurations

Simplified deployment with integrated and all-
in-one form factors

Mobile collaboration with Surface Hub 2S
Steelcase Roam™ Mobile Stand and APC™
Charge Mobile Battery

Built for Android and Windows platforms

Signature Microsoft Teams Rooms introduce
innovation in space configuration and room design
standards

inetum.



Devices to meet the needs of any size or type of room

Microsoft Teams Rooms

Individual connected devices Combined audio and video functions Complete audio, video, and display in

with separate displays a single unit

Maximum flexibility to scale up or down to Brings the speakers, mics, camera and Surface Hub 2S is a Windows 10 device that brings

meet any room with individual A/V computer together into a single device toge;her a camera, mics, speakers and a 4k
peripherals such as mics, speakers and touch screen
cameras Can be deployed within minutes, reducing . .

installation time and simplifying device CGB.PG qulamognted orhpcured Wkl;[T obSteeIcc;se
Manage the meeting without leaving your ~ management Mobile Stand and APC Charge Mobile battery tor

mobile, uninterrupted and unplugged team

seat with a center of room touch panel _
collaboration

Designed for smaller spaces like focus rooms or

small meeting spaces . . .
gsp Available in two screen sizes: 50” and 85"

inetum.



Teams Phone device management

inetum.

@

L

)

i

Inventory management
Single portal for managing all Teams devices

Conditional access policy enforcement
User-based and device-based policy enforcement

Configuration management
Re-usable configuration profiles

Zero-touch enrollment
Enrollment without user intervention

Software update framework
Comprehensive pipeline for updating firmware and applications

Health monitoring & management
Heartbeat, ping, log collection, restart



SIP Gateway

With SIP gateway, you can make and receive Teams calls, join Teams meetings, and more, using a SIP device
as a Teams endpoint.

Connect to a variety of Teams endpoints: Supported features:
* Phones and speakerphones for individuals and meeting rooms * Inbound and outbound calls
» Overhead and zone paging systems « Call transfer and forwarding
* Intercoms, visual alerters and schedulers * Audio conferencing
* Door phones and point of entry controllers * Meeting dial-in
* Single- and dual-sided display speakers * Device-based “Do Not Disturb”
* Analog devices * Voicemail with message waiting indicators
SIP Gateway enables: Current compatibility includes:
« User authentication « Skype for Business IP phones with standard SIP firmware

« Integration into Teams routing policies and regulations * Cisco IP phones with multiplatform SIP firmware

- Device inventory management in Teams admin center * SIP devices from a range of vendors such as Poly, Yealink, AudioCodes and more.

« Static emergency calling and location support with security For a current listing of additional devices by vendors, click Compatible devices
desk notifications Learn how to configure your SIP devices for SIP Gateway at Configure SIP Gateway.

inetum.


https://learn.microsoft.com/en-us/microsoftteams/sip-gateway-plan#compatible-devices
https://learn.microsoft.com/en-us/microsoftteams/sip-gateway-configure

DECT

5pectralink$

+4576281148

(¥

Alarm from Room
203 - Bedside

S - SERIES

inetum.
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Licensing
Overview




Teams Phone devices licensing overview

J-J

Personal devices

Phones assigned to a
specific user which require
user login

2

ams Phone license

inetum.

il

Shared devices

Devices used in common
areas which do not
require user login

2

ams Shared Device license

il

Shared services

Required for services
such as auto attendant
and call queues

\2

source Account license



Teams Phone Standard for Frontline Workers license

» This add-on license provides Teams Phone capabilities
for frontline workers

« Can be purchased as an add-on to Microsoft 365 F1, F3,
and Office 365 F3 for $4 user/month

» Users must meet the FLW definition and eligibility
criteria for FLW SKUs

— Uses a primary device with a single screen smaller than 10.9”

— Shares their primary work device with other licensed
Microsoft or Office 365 Frontline Worker licensed users,
during or across shifts

inetum.



Teams Shared Device licensing

» This add-on license allows offices to designate devices
as shared devices including common area phones,
teams displays and teams panels

inetum.

Teams shared devices license includes the following
service plans:

Teams

Teams Phone

Microsoft Intune

Azure Active Directory Premium Plan 1

Exchange Online Plan (Cloud-based voicemail
capabilities only)

Functionality includes call queue and auto attendant
support, call park and retrieve, cloud voicemail and
group pickup




Resource Accounts licensing

* Required for certain services —— | ™
Auto Attendant and Call Queues ;

* Higher concurrency
These services allow 100s of calls simultaneously

* Bring your own number
Get a Service Number from Microsoft or port your own

* Toll and Toll-Free

Service numbers can either be toll or toll-free numbers
Toll-free numbers will leverage pay-as-you-go options

» Teams Phone Resource accounts at no extra cost
When licensed for Teams Phone, you automatically get 25 Teams
Phone Resource Account licenses +1 for every
10 Teams Phone licensed user

inetum.
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& tendfo,

Lany Wickerspay

@ Andre, Wolr

C Eic sohnses,

® v,

8 Kayla Adams
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© Ny Westma,,

()
®

Nick Smigy

Voice of the future [E—.

i tified for
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| [ ft Teams
& tendfor B Microso

|
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Tendfor natively api integrated

Microsoft
Calling Plans
Operator connect Dwgct
Routing

€ tendfor /

Native API \
SIP
-

integration in Azure
Service Provider

iiiiiiii



Interface for everyone

H

E————

(1 S e

Sateg I Qum  Waiting tive (mad)

% Wrremation Kandnmones KO

o a e
Dovertae

o

Marvw / Nasvies Statn e Mo s U o o Tine Comowy  Departmest  Kangeirvmes  Grd)
— 458124433 1 -
Edmons, Edc nacall emilembng @ tendtor o Exam Finance S. 3}
Off on Fridays.
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Tendfor Advanced Call Flows

Closed / Holiday / Action

e Teams User You are number # in queue, the
e Announcement ‘ ))) estimated wait time is # minutes, there
e Shared Voicemail are # agents working hard to assist you
e External Number
e Call Flow (specific point) Queue 1
A
| IVR Menu - @ @ @
I L) r x dASacdas
| /_\ Press 1 for | : as
Day of Week 1 ‘Sales”’ : | Longest Idle
Time of Day i | False
Holiday |
Open Press 2 for | Queue 2
—— ‘Support’ [ ( True S
—_——— o ______ > 2 —|-—————- O L. @@@ ———>cm
--- & - \1. &
: A
Service Number : Closed : ! Check parameter: Round Robin
+32 2 123 456 | 0 v : Caller =VIP? I
v
'; ™
& tendfor <@ w "-'@ NC
)
. |
4 4 Press 0 for ! : A Dpatabase Looku, v
Closed message ' 7 | - foup
I I I i Reception | A WebServices Overflow Action
| | Power e Tendfor queue
* * ) v Automate o Request Callback
e v e Announcement
@ﬂ - 25 e Shared Voicemail
}l r = = e External Number
Call Flow
Hangup Reception °

inetum.t s




Dashboard

Demo Dario Users - Both = Demo Dario Users - InboundAllQueues

Duration Average

Dario Galasso ) ¥ Dario Galasso 00:03:07 00:01:33

00:03:07 00:01:33

Demo Dario Users - Inbound = Queue KPI

Comment Staffing Queue Waiting Time Answered Not Answered Left Queue Reachability X Wait

Tendfor 1Q Dario Demo 1 ( 0:00 Tendfor 1Q Dario ]
ICT Demo ICT

Tendfor 1Q Dario Demo 1 ( 0:00 Tendfor 1Q Dario
Onthaal Demo Onthaal
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Statistics

€ tendfor”

portal learn admin

@ 9 @ £ Interactions
Queues

All Queues
Agents

All Agents

Types
All Types
Direction

All -

o Predefined Custom
Period

This week -

‘Only recorded
‘Only missed
Include active

Show maost recent first .
-

Customer Parameter

data field -

Parameter value

Caller ID

sipijane.doe@acme.com

GUID or ID

GUID or Database ID

inetum.

statistics

£ Interaction

When

2025-04-22 10:50:10

Interaction data

Call arrived

Call terminated

Type

Duration

Customer parameters

None

Queues and Agents

Couse

Reception  Primary

Show raw data

2025-04-22 10:4733
2025-04-22 10:00:10

2025-04-22 09:31:34

Interaction data

Call arrived

Call ferminated

Type

Duration

Customer parameters

None

Queues and Agents
Cause
Reception  Primary

S Report (UTC+01:00) Amsterdam, Berlin, Bern, Rome, Stockholm, Vienna

(Descending)

2025-04-22 10:50:10
2025-04-22 10:51:12

Caller

Direction Until answer

in 16s

+442083398588

Transfered by

Ccall Called sipiR_tenfor_realdolmen_reception@realdoimen.onmicrosoft.com
1min2s
Queued In queve Assigned Resuit  Answered Responded Talked
2025-04-22 10:50:23 3s Chantal Verheyen 2025-04-22 10:50:23 Ok 2025-04-22 10:50:26 3s HMs(ls)
in
in 16s
in 20s
2025-04-22 09:31:34 Caller +32485557067
2025-04-22 09:32:34 Transferred by
Call Called sip:R_tenfor_realdolmen_reception@realdolmen.onmicrosoft.com
1 min
Queuved In gqueue Assigned Result
2025-04-22 09:31:47 T7s Chantal Verheyen 2025-04-22 093147 Ok
Transferred  2025-04-22 09:32:32 il i ppivoicemail  2025-04-22 0%32:32 Ok

Show raw data

Duration  Caller

1min2s +442083398588
85 +3861600270%
575 +32483112995
1min  +32495557067
Answered Responded Toled
2025-04-22 0%:31:55 7s 37s(2s)

2023-04-22 0%:32:32

Transferred by

Called

Reception Realdolmen

Reception Realdoimen

Reception Resldoimen

Reception Realdoimen

Recorded

Adm Dario Galasso ~

Found 4 interactions in 37 ms

© 2025 Tendior



Dynamics 365
Customer Service
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Dynamics 365 Customer Service

Service Rep

Hi there. I'm wondering if it's possible to
expedite my order from yesterday.

heck that for you! To help
ur order, can you please
ovide your order number?

Absolutely, it's #X120E.

Great news, Joe! We can expedite
your TrailMaster X4 tent with 2-day

shipping for $12.99. Would you like
me to go ahead with that?

That would be great!

Personalize the Lighten the load
service experience for service representatives
Delight customers with faster resolutions Fuel collaboration and productivity across
without compromising personalization service reps with built-in generative Al and

other tools that help make work lighter

inetum.

................

Customers 4587 35 01:03:29  00:14:19 22.11% 18 00:41:00 89%

O

comesriations over time Ong
I Soci profies
o
Semie L
B Ques
-] | ||| ||| I| |I ||
Kowisdge sewch an .

Service Leader

Optimize service
operations

Generate outcome-based value for
customers that promotes business growth,
while scaling operations and driving
efficiency with automation



Restomer

Pe rso n a I ize t h e éﬁi:g;r::)ll:‘stlgnrte:zz:i to emerging issues with the
service experience

Autonomously maintain knowledge with the Customer
Knowledge Management Agent!

Empower Customers with Al Agents (formerly virtual
agents)

'Autonomous agents are targeted for public preview in Q1 of CY2025 and after.

inetum.



Deliver effortless digital self-service

Through intelligent, customer-facing agents'

‘ Northwind Virtual Assistant

Help customers get answers instantly through chat,
improve self-service success and reduce agent

workload.

s~ | Q| Signin

&) Northwind

Hi there. I'm wondering if it's possible to
expedite my order from yesterday.

Embrace Adventu 11:29 AM - Sent

Choose from a variet
best prices.

st gear and the
Let me check that for you! To help
locate your order, can you please
provide your order number?

Go beyond simple rules-based responses and deliver
natural, engaging, and personalized conversations.

Northwind Virtual Assistant - 11:30 AM

Tents

Easily connect to trusted knowledge sources, websites, |
and business applications.

Absolutely, it's #X120E.

Hlters to family-sized

11:29 AM - Sent

Great news, Joe! We can expedite
your TrailMaster X4 tent with 2-day

shipping for $12.99. Would you like
me to go ahead with that?

Automate conversations to provide consistency and
accuracy for common scenarios like order status,
policy questions, or account balance.

Northwind Virtual Assistant - 11:30 AM

1] That would be great! B

inetum.? Purchase capacity for digital messaging with Microsoft Copilot Studio.



Lig hte n the Ioa d Ensure seamless cross-channel transitions with
fo r Se rVi Ce intelligent unified routing
re p rese ntatives See a 360-degree view of the customer from a single

dashboard

Experience real-time, Al assistance through Copilot

'"The autonomous agents are targeted to be available in public preview in Q1 of CY2025 and
after.

inetum.



Lighten the load for service representatives (&l

Ensure seamless cross-channel transitions with intelligent unified routing &%

Ensure customers connect with the right service reps
in any channel through Al-powered unified routing

Assign requests based on Al analysis of customer P Liechat
sentiment, estimated effort, intent, service rep skills, Intelligent
o2 - unified
and availabilit °e® Social ,
y routing

Email

Improve resolution rates by routing service requests
based on data from your existing CRM

SMS

Intent determination

Skills identification

]
‘ Voice Sentiment analysis

o
Teams
Service rep availability

inetum.
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Lighten the load for service representatives
See a 360-degree view of the customer from a single dashboard

Service Reps

Sentiment analysis

Meet customer needs by viewing timeline, recent cases,
and conversation summary in a single desktop view

New Conversation
Conversation - Customer summary

Provide full context with real-time transcription and the
ability to re-align the conversation based on real-time

sentiment analysis

B Mae Gibbs

0 Mae Gibbs

Interact with multiple apps, across multiple channels
without losing context through a single console

Take customer requests from any channel and handle
multiple sessions at a time

Real-time transcription Timeline, recent cases, and
and translation conversation summary

inetum.



Lighten the load for service representatives
Experience real time, Al assistance through Copilot

Service Reps

Meet customer needs by viewing timeline, recent cases,
and conversation summary in a single desktop view

Provide full context with real-time transcription and the
ability to re-align the conversation based on real-time

sentiment analysis

Interact with multiple apps, across multiple channels
without losing context through a single console

Take customer requests from any channel and handle
multiple sessions at a time

inetum.



Supervisor  Service Leader
Make data-driven decisions with Al-powered key insights

[ ] [ [ ]
Optimize service
= Access Al-driven analytics and key insights in one,
Ope ratIOnS comprehensive supervisor dashboard

Get a comprehensive understanding of the support
experience through omnichannel insights that highlight
KPls and trends

Gain rich insights from voice KPIs and conversation
and channel analytics, and customer sentiment

03:02:30  00:23:01 00:29:03 2.4

Get access to reports that include availability, average
length of time in conversations, average response time per
session, and incoming conversations by channel

inetum.



Dynamics Voice
& Copilot Agents

inetum




=' Microsoft Dynamics 365

Contact Center
Modernization

Transform the way you connect with

customers and deliver service across
channels with Dynamics 365 Contact
Center

inetum.



Decision point for voice carrier:

Two options provided by Azure Communication Services

Option 1: Microsoft Direct Offer
Use Microsoft as your voice carrier

PY . Communication
Services
Signaling and Routing

Media Processing

A\ 4

e Azure geography selected
based on organization

Option 2: Microsoft Direct Routing
Bring Your Own Carrier (BYOC) to Microsoft

. Session Border . Communication
o Controller < > Services
n Signaling and Routing

n Media Processing

Customer 0 Azure geography
Deployed SBC selected based on SBC IP

inetum.

o - - - -

o - - - -

Dynamics 365 o
Contact Center L4

IVR Bot Live Serv.lce Rep
Assist

--------------------------------

1
]
]
]
]
Call Orchestration Routing Voice Queue :
]
]
]
’

--------------------------------

Dynamics 365 @
Contact Center w

Call Orchestration Routing Voice Queue

IVR Bot Live Serv_lce Rep
Assist

--------------------------------

Microsoft offers calling plans for:
* Inbound Toll Free
* Inbound Local Calling
+ Outgoing Calling
* SMS Messaging

Customer provisioned carrier
services for Inbound and
Outgoing Voice with SIP
Trunk delivery to Microsoft

€ SIP Signaling

Non-SIP (HTTP Rest,
WebSocket, gRPC)

Media



April 2025 Public Preview

Drive efficiency and reduce costs

Reduce complexity with Teams Phone extensibility

Use Microsoft Teams Phone for telephony in Dynamics
365 Contact Center

Alleviate the need to configure and administer a
separate phone system for contact center deployments

Apply Teams Phone licenses to enable telephony for
Dynamics 365 Contact Center users

Leverage the broad geographic availability of Teams
Phone numbers

Take advantage of Teams Phone enterprise features,
including the familiar Teams management interface

inetum.



Deliver effortless voice self-service

Through frictionless, conversational IVR

Provide a frictionless conversational IVR experience in
real time through natural, human-like interactions.

Deliver fast, accurate answers from conversational bots = e
that reference trusted knowledge sources, websites, i oot : Hi Joe, Thanks for caling
and business applications. Northwind Traders e e
yesterday. Are you calling about
that?
Make customers feel understood and process complex
speech instructions with conversational Al from ,
Um, yes actually! I'm wondering
N uance. ‘ if that order can be expedited?
+ 1 %

I'd be happy to help you with that.
To verify your order, please say or

<» 8

Speaker Mute

enter the last four digits of the
tracking number.

inetum.



Deliver effortless voice self-service
Optimizing the Caller Experience with IVR

||||| ! :’)

Enhanced speech Native DTMF Silence detection
recognition accuracy authoring support Configure the silence detection
Powered by Nuance speech Single and multidigit DTMF timer, reprompt, escalate or start
recognition technology, accuracy is recognition for menu building and custom flow
boosted based on bot content to collecting information from users

improve speech recognition
accuracy for business scenarios

S A =

Speech optimized authoring Barge-in Long running operation
Use SSML to fine tune the speech, Allow users to interrupt the flow at latency message
test with speech or DTMF any time with speech or DTMF Play a loop message when the

backend operations are
running long

inetum.

%

Background noise resilience

Filter out background noise from

end user to reduce unintended

interruption and unrecognizable
speech input

9

Dialog Experiences

Use of Anaphora, topic switching,
multi-entities enables a natural
conversational experience



inetum.

Copilot Studio is an
end-to-end low code
conversational Al platform for
extending Microsoft Copilot
or building your own agent
with generative Al and large
language models

* SaaS/no infrastructure
+ management

* Conversational
4+ orchestration

@ Copilot Studio

Copilot Studio  Northwind Trader

(A Home
Building blocks
l @ opTs
0y Topics
{%  Plugin actions
=s Prompts
Copilots
@ Create a copilot

Extend Microsoft Copilot

T Publish
¥ Analytics
53 Settings

Al integration tools

Channels

e Test your copilot

Environment A
. ? o
8 Production 8

Northwind Trader & Share
3 View solution (Northwind Trader copilot prod) ©

Boost your conversations (preview) SEEEEESSE—T T

Answer unanticipated questions in real time based on content you choose.

Learn more

5 S§=/=
Enter your website
2
=
Make sure Al-generated content is accurate and appropriate before using. See terms
) €
' @
LA R J
e

Extend a Microsoft Copilot (preview) Add plugins for dynamic chaining (preview)

Tailor your Microsoft Copilot for your enterprise Create a conversation in real time using plugins

needs with plugins and plugin actions, like topics, connectors, flows,
and skills

Extend with plugins Go to plugins

Meet people where they are

Publish your copilot and widen your reach by
integrating it with products and services you use

every day.

Go to publish



@ Copilot Studio

Copilot Studio Voice Agent Example (Eng) Al Voice Agent Example (Dutch)

inetum.



Self-Service and Unified Intelligent Routing

Deflection First Contact First Call Rep 1\
. (AHT ‘l’) (Rate D resolution T (CSAT D (Resolution D (ASAT D (Utilization )
Live chat

Self Service Automated Classification Intelligent Assignment Data and Intelligence Platforms
:a: Social * Intelligent * Detect sentiment * Representative skills * Proactive supervision
conversational IVR « Identify skills « Utilization with real-time
* Discover intent * Enrich customer context + Schedule I eIli)
- . and augment . Presence + Al-generated
g Email context for routing _ optimization with
* Capacity insights form
* Queues recordings, transcripts
+ Custom parameters and conversation history
B s :
N A
7 7
& Voice Servi .
ervice Supervisor

Representatives

Seamless integration with preferred CRM

- e e e e e = e = e = e = e = e = e = e = e = e = = = e = e = e = e = e = e = e = e = e = e = e = e - e = - - -

7 ~
y N\
mer journ rvice Representative profil \
l, Customer 360 Customer jou e}l Service Representat ep.o .e. \
\ Contact details. Service tier. Lifetime value etc Cases, Past conversations, Schedule, cross channel availability, [
N ! ! ’ representative preferences, etc. representative attributes, etc. )
~ 4

S e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e = e =
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Accelerate assisted service

. cf N
! N
e {

Service Reps

Connect with the right service representative every time

Ensure customers connect with the right service
representative in any channel through Al-powered
unified routing.

. Live chat
. . Intelligent
Assign requests based on Al analysis of customer o0 . unified
- . . . . 9% Social .
sentiment, intent, service representative skills, and routing
availability. Email

Improve resolution rates by routing service requests
based on data from your existing CRM.

SMS

Intent determination

o Skills identification
Teams

]
‘ Voice Sentiment analysis

Service rep availability

inetum.



Accelerate assisted service

. M
(&
L\

Service Reps

Automatically surface Al-driven suggested knowledge Configure search
articles and similar resolved cases with Smart assist filters, categories
Easily configure search filters, author language and

manage knowledge categories Save time with
article templates

Save time by creating article templates in Power Apps

. - . . Knowledge article
View knowledge base content inline, including images suggestions from 1 E-.

and videos, and easily share with customers Smart assist

Recommended s = eESe— (%= S
similar cases o s

inetum.



Accelerate assisted service @
9

Supervisor

Empower supervisors to provide hands-on support

Give supervisors visibility into ongoing sessions and
tools to provide hands-on support through monitoring
and barging.

©1 Fatuth

Sertinwa

) gl o
AEEIES SIS B

Monitor key operational metrics like AHT, hold time, and
service representative ratings, to make course
corrections and keep service levels high.

Ongaing Canversations @ Santiment
iZ) Posit e
Improve outcomes for complex requests by connecting S oo . wm e | © ey e
service representatives with supervisors and experts e e oo
across the organization while sharing conversation and

case data.

inetum.



Supervisor dashboard ?}\ ‘

Supervisor

Make data-driven decisions

Comprehensive omnichannel Topic discovery highlights
dashboards improvement opportunities

Al-driven analytics and key insights in one,
comprehensive and easy to view supervisor dashboard

Omnichannel insights dashboard provides KPI and
trends to understand overall state of the support

il o
experience at-a-glance e i

Use transcription and sentiment analysis of
conversations to train and coach service representatives

Get full visibility into support conversations with alerts
for conversations that may require intervention

Transcription and sentiment Monitor, whisper, or join (“barge”)

analysis of conversations into an active conversation

inetum.



Our Offering

Teams Phone

Basic telephony features
for seamless
communication.

inetum.

Queues + Copilot

Add customer service
features to enhance user
experience.

=
tendfor”

Tendfor

Advanced routing and
receptionist panel for

better call management.

Dynamics 365 Contact
Center

Full contact center
capabilities with Al Voice
Agents integration.



Thank you

inetum
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