
THE WISE ENTERPRISE

Instant Chime V5

Product Overview



Help Your Employees

Employees get hung up 
with technology glitches

How do I fix this 
hardware

I need another 
password reset

I’m onboarding 
and need to be 

added to a 
system



Chime V5 Core Ideas

• SAAS model for quick deployment and management

• Full FAQ and CMS service for content related to self-
service and machine learning (for ChatGPT indexing)

• Robust chat workflow from very simple -> complex

• Enterprise ChatBot + Integration with Azure AI services

• Native integration with Microsoft Teams + Office 365

• FAQs, dashboards, reporting, workflow, web chat UI, 
and chat workflow are all highly configurable



High Level Features

• SAAS design and architecture

• Complex chatbot conversational workflows (card UI, JavaScript, chat components)

• CMS (content management system) for FAQs, KB articles

• Leverage Azure AI services (translation, summary, sentiment, OpenAI models)

• Web chat client with themes 

• Reporting, dashboards, and workflow module

• Microsoft 0365 for deployment and 0365 authentication (others may follow)

• Employees can access help using MS Teams on any platform or OS

• Integration with ticketing providers (SolarWinds, ServiceNow, JIRA, Cherwell, 
InvGate, ZohoDesk) – common UI and functionality



Chime V5 Applications

• FAQ + Chat Workflow + Reporting = V5 Chat Application

• FAQ and CMS 

– Easy to create

– Multiple UI experiences

– Index and search using Azure OpenAI - automatically

• Chatbot via pipelines (chat workflow)

• Custom reporting on any info\data captured during session

• Ticketing integration with multiple providers



Use Files and FAQs for Chat Response



Import FAQs from Microsoft SharePoint



Chat Workflow Examples
Select a language, engage with ChatGPT, and optionally route to an agent



Conversational UI from MS Teams



FAQs With Portal Landing Page



Chime V5 AI Features

• AI Services are layered across almost all areas of the chat engine and 
agent UI – document storage designed to support flexible metadata

• Chat workflow engine may call various AI related service during or after 
the lifecycle of a conversation – or as part of a background task

• Microsoft Azure OpenAI is used exclusively for AI based services with 
unique configuration at the tenant level

• Azure AI Search index, and data, is segmented at the tenant level (not 
shared and is private)

• No data is used to train any custom models – although public models 
may be used behind a cognitive index – where index is created based on 
private data



Help Center



Your Data – To Enhance Not Train Indexed in 
Azure 

OpenAI

Searched via 
Chat and 

Portal 

Monitor 
Performance 
+ Deflection

Update FAQs 
and Content

Create 
Content + 

FAQS
• Chime is built using a content 

management system

• Content, like FAQs, will be used 
to help overlay and enhance 
chat responses

• These searches are exposed via 
portal, chat, and ChatGPT 
services

• Your data is not used to train a 
model

• Your data can be used to 
enhance the response from a 
model – and make it specific

Improve Responses by Managing FAQs



Data Flow for Indexed Data



Agent Benefits and Features

• Agents answer questions in real-time

• Notifications using MS Teams, browser, or maybe email

• Real time language translation at chat level 

– Any language supported by Azure Language Translation (30+) in either direction

• Agent AI Assist for conversation assistance

– Agent can request help during conversation

– Feature will show suggestions based on active conversation

• Agent dashboard for notifications

• Agents may be grouped into agent lists



V5 Overview

• Can start simple and evolve to complex enterprise chatbot

• 3 feature tiers depending on requirements

• Evaluation may connect to your 0365 lab or production environment

• Features for admin, manager, and agents

• Chat pipelines (workflow) –modular and delivered via feature updates

• CMS is valuable for quickly updating chat replies and answers

• Bring your own data to enhance AI responses

• FAQs automatically manage and update AI response – add FAQs to 
improve responses and self-service



Chime V5 Technical Components

• Azure Open AI and cognitive search

• Microsoft Bot Framework – for integration and channels

• CMS and ‘Features’ using Orchard

• Microsoft Adaptive Cards – for great chat UI, input, conditional 

• Features delivered to instance (Orchard)

• Integration with Azure AI services (FAQ automatically)

• Update Chime dashboards using SignalR

• Real time translation service using Azure Translation



Daily Chats Basic Display



AI Feature Based Reporting



Sessions Across a Month



FAQs- Track Usage with AI Chat



Sessions by Platform



User Adoption Over Time



Inbound Sessions v Connected to Agent



Help Center



Manager Dashboard



Agent Dashboard – Monitor and Accept 



Manage Create and Edit Your FAQs



Manager Upload Files As FAQs



Custom Web Client Examples



Manager - Manage People



Not Yet Implemented

As of October 2024:

• Notification to agents using small Windows client application

• New ‘tab’ in MS Teams to provide landing page for employees in 
addition to chat service



Opportunity for Self-Service + Agent Tools

Content 
and 

FAQs

Portal

Agents 
and 

Deflection

Reporting 
and 

Metrics

Chat GPT



Next Steps

• We gather information from you on
– Tenant name
– List and email of tenant admins and managers
– 2 branding images

• We create the tenant
• You cross authenticate the Chime V5 tenant with your Office 365 

tenant
• We stage your tenant with default content, and you start to review
• You share feedback: like, dislike, improve, change, create
• We listen and do our best to implement valuable updates
• Request eval here: 



High Level Chat Session (Flow)



Service Stack Overview



High Level Architecture (Flow)



Existing Chime 
Applications

• Queue Manager for IBM Sametime

• Chime for IBM Sametime

• Chime for XMPP

• Chime for Skype for Business (and Lync)

• Chime for Skype for Business 0365

• Chime for MS Teams 

• Chime for Slack

• Chime V5 for MS Teams (2023) 



Any Questions?

We are here for any feedback or questions

Thank you for taking part – V5 is exciting, 
and we value your feedback, ideas, and 
input!
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