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REIMAGINE SUPPORT EXPERIENCE
The Problem CIOs, President, VP of Support 

Services of mid-size and large 
enterprises

PERSONAS

Reimagine support experience of an organization by 
introducing a Conversational Channel for enterprise users 
and its customers to interact with Bots and Human Agents
so that there is at least a 30% drop in the number of 
requests handled by Human Agents and a marked 
improvement in the NPS score on the support experience

Mid-size & Large Enterprises 
across domain already using 
Cloud IaaS, PaaS or SaaS services

MARKET SEGMENT

Operational Cost, Net Promoter 
Score, Time To Resolve, Call Wait 
Time

KEY PROCESS INDICATORS

Insourced or Outsourced, coming 
up for renewals or looking for a 
disruptive offering

CURRENT SERVICE MODEL
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 BOT AUTHORING
 BOT HOT DEPOYMENT
 HIGH AVAILABILITY
 API MGMT
 COMPONENT ABSTRACTION
 KEY MANAGEMENT
 DEVOPS RELEASE PIPELINE
 MACHINE LEARNING MODELS
 ADMINISTRATION CONSOLE
 SUPERVISED LEARNING SUPPORT

CHATBOT PLATFORM

 AUTHENTICATION
 AUTHORIZATION
 DASHBOARD, REPORTING
 BOT MANAGER
 DEVOPS BUILD PIPELINE
 BACKUP MGMT
 RELEASE MGMT
 CONFIG MGMT
 SOURCE CODE MGMT
 LOGGING
 MONITORING
 SECURITY
 APP CONNECTORS

BASIC CHATBOT SOLUTION

Components of a ChatBot Solution
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 NLU ENGINE
 KNOWLEDGE BASE 

SEARCH
 ELASTIC SEARCH
 BOT DEVELOPMENT 

FRAMEWORK

CORE ENGINE

Hyperscale Cloud Providers 
provide SaaS services for most of 

the components required to 
establish a complete ChatBot

Solution for an Enterprise
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Why Microsoft based ChatBot Solution?

AI MATURITY

STABLE AND CONTINUOSLY 
EVOLVING SINCE 2016 WITH 
BACKWARD COMPATIBILITY

AVAILABLE AS A SAAS SERVICE 
WITH OPTIONS FOR ON-

PREMISE CONSUMPTION OF 
MODELS

TECHNOLOGY

SUPPORTS BOTH OPENSOURCE 
TECHNOLOGIES (NODEJS) AND 

CLOSED SOURCE (C#) 
TECHNOLOGIES

CODE AND NO-CODE 
VERSIONS

CLOUD AGNOSTIC, MULTI-
LANGUAGE  & CHANNEL 
SUPPORT, EXTENDABLE

PEOPLE

VERY EASY TO FIND 
DEVELOPERS WITH SKILLS ON 

NODEJS AND/OR C#

BOT PLATFORM CAN BE SELF-
LEARNT IN A WEEK’S TIME

TIME TO MARKET

EASY INTEGRATIONS WITH 
AZURE SERVICES MAKES IT 

EASY TO IMPLEMENT 
REQUIREMENTS OF THE 

SOLUTION QUICKLY

SEVERAL VENDORS IN MARKET 
PROVIDING ACCELERATORS 
AND FRAMEWORKS FOR A 

FASTER ADOPTION
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COST

COMPETITIVELY PRICED WHEN 
COMPARED WITH OTHER 
HYPERSCALE PROVIDERS

EXTREMELY COST EFFECTIVE 
WHEN COMPARED TO 

PROPRIETARY CHATBOT 
PROVIDERS
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Solution Architecture
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AZURE BOT 
CONNECTOR

AZURE COGNITIVE SERVICES

LUIS QnA
MAKER

AZURE 
SEARCH

ENTERPRISE APPS THIRD PARTY API

ACTIVE 
DIRECTORY

KEY 
VAULT

SECURITY & 
GOVERNANCE AZURE 

MONITOR

MONITORING & REPORTING

O365 
MAIL

POWER  
BI

WEB    
APP

API 
MANAGEMENT

LOGGING

BLOB 
STORAGE

COSMOS 
DB

AZURE 
MONITOR

BOT 
ORCHESTRATOR

AKS 2-NODE CLUSTER

ENTERPRISE 
USERS

AZURE ML

ENTERPRISE USER FLOW PLATFORM ADMIN FLOW

PLATFORM 
ADMIN

APPLICATION 
GATEWAY

PERSISTENCE 
STORE

AZURE 
SQL

COSMOS 
DB

EVENT HUB

BOT REPOSITORY

API 
MANAGEMENT

WEB    
APP

BOT 
AUTHORING 

SERVICE

BOT 
ADMINISTRATION

BOT SANDBOX

AKS 2-NODE CLUSTER

APPLICATION 
GATEWAY

AZURE 
DEVOPS

AZURE
SECURITY CENTER



© Mphasis 2022  Proprietary and confidential information

Solution Bill of Materials
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BASIC CHATBOT SOLUTION COMPONENTS

 NLU MODELS, QnA MAKER
 ELASTIC SEARCH
 BOT DEVELOPMENT FRAMEWORK
 AUTHENTICATION & AUTHORIZATION
 DASHBOARD, REPORTING
 BOT MANAGER
 DEVOPS BUILD PIPELINE
 BACKUP & RELEASE MGMT
 CONFIG & SOURCE CODE MGMT
 LOGGING & MONITORING
 SECURITY
 APP CONNECTORS
 BOTS
 BOT AUTHORING
 BOT HOT DEPOYMENT
 HIGH AVAILABILITY
 API MGMT
 COMPONENT ABSTRACTION
 KEY MANAGEMENT
 DEVOPS RELEASE PIPELINE
 MACHINE LEARNING MODELS
 ADMINISTRATION CONSOLE
 SUPERVISED LEARNING SUPPORT

AZURE SERVICES CONSUMED

 AZURE VM
 AZURE AD
 AZURE KEY VAULT
 AZURE BOT SERVICES
 MICROSOFT LUIS
 MICROSOFT QnA MAKER
 AZURE COGNITIVE SEARCH
 APP SERVICE
 AZURE KUBERNETES SERVICE
 AZURE SQL DATABASE
 AZURE COSMOS DATABASE
 AZURE MONITOR
 AZURE BLOB STORAGE
 AZURE DEVOPS
 POWER BI
 API MANAGEMENT
 APPLICATION GATEWAY
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About Mphasis
Mphasis (BSE: 526299; NSE: MPHASIS) applies next-generation technology to help enterprises transform businesses globally. Customer centricity is foundational to Mphasis and is
reflected in the Mphasis’ Front2Back™ Transformation approach. Front2Back™ uses the exponential power of cloud and cognitive to provide hyper-personalized
(C=X2C2

TM=1) digital experience to clients and their end customers. Mphasis’ Service Transformation approach helps ‘shrink the core’ through the application of digital technologies
across legacy environments within an enterprise, enabling businesses to stay ahead in a changing world. Mphasis’ core reference architectures and tools, speed and innovation with
domain expertise and specialization are key to building strong relationships with marquee clients. Click here to know
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This document is the property of, and is proprietary to Mphasis, and identified as “Confidential”. Those parties to whom it is distributed shall exercise the same degree of custody and care afforded their
own such information. It is not to be disclosed, in whole or in part to any third parties, without the express written authorization of Mphasis. It is not to be duplicated or used, in whole or in part, for any
purpose other than the evaluation of, and response to, Mphasis’ proposal or bid, or the performance and execution of a contract awarded to Mphasis. This document will be returned to Mphasis upon
request.
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