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Value proposition
Microsoft Teams Cloud Voice
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Providing the Power of an
Intelligent Communications Platform

COMMUNICATIONS SOLUTION % ‘@ BUSINESS APPLICATIONS
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COLLABORATION TOOLS TECHNOLOGY BACK-END

G Xylos

U=0



Microsoft 365

The world's productivity cloud

COMMUNICATIONS SOLUTION BUSINESS APPLICATIONS

COLLABORATION TOOLS TECHNOLOGY BACK-END




Microsoft Teams

is the hub for teamwork in
Microsoft 365

Q Search or type / for a list of shortcuts

Teams Y W‘. Returns Posts Files Wiki Flow ReturnsApp ™ Returns PowerBi (@) +

Your teams
w’ Warehouse #02

General
=1 Chats Hello, Aya
Return Approvals - Shift Managers @& ) !

Returns

Shipping Updates

A Research

General

Meetings

Documentation

Guidelines
HH I I News
Ca s Ongoing Projects Check Stock x

Occupational Safety e
Genere V‘
&3 Emergency Procedures -
> yi .

OSHA Training and Information

Files

Safe Lifting and Best Practices

oY Company Events

Micrasoft
General w

Company Party

RIM

Apps and workflows

Founders Day

Winter Holidays

28" Join or create a team &3

16031 NE 36th Way



Teamwork across spaces and devices

United by Microsoft Teams

() Individual Workspaces
Individual office or dedicated workspace
On the go or in transit

At home

Personal Devices

Group Workspaces saml
Small, medium and large meeting rooms
Huddle/Focus spaces and touchdown spaces

Collaboration workspaces

Shared Devices

) -

Audio & Video PCs and Mobile IP Phones
Peripherals

= B,

All-in-one Room Large Screen
Collaboration Devices Systems Displays



Telephony migration to Microsoft Teams
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SIP TRUNK

t

Xylos



Advanced Dialogue Management
with Teams Cloud Contact Center
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Enhancing Microsoft Teams with Advanced Communications

Anywhere365 provides an advanced dialogue management
platform for the business enterprise, leveraging
the Skype for Business and Teams infrastructure.

2 0B e d

Anywhere365

=

L @ ¢ @ @ &
CONTACT GLOBAL ATTENDANT ENTERPRISE ROUTING, ADVANCED WEBCHAT, VIDEOCHAT
CENTER SERVICE DESK CONSOLE RECORDING & REPORTING FEATURES & MOBILE APPs

Xylos
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Anywhere365 Core Solution Overview f‘“é’?"’“ff eiss -

Communication Flow Az"!" Cl.!stomer
@ @ Management Services Dialogue
E l Real time and historical
Machine Product Chatbot © Cognitive 3
Learning Based Integration . Services reportlng
i- \ : s Language
Omni-Channel Y skill Based ) NFC/QR [A]=] Transiation Distaation

Contact Options

CRM ! Many Social oy Many
Based More Media ML More




Anywhere365 Core Solution Overview

Anywhere365°

Route Dialogues with Intelligence -

ln
a m go BRIDG
. .
Microsoft CRM 9,
. Teams Workers I 365%
Multi
Client
@
ﬁ PSTN and
= Desktop
Phone
Work from your e Agents
preferred desktop B Q Q- Ceoln 8 Productivity
or mobile client < = = Results

@ ® — " Py —

Skype Anywhere365 — *e E

For Business native 8| — —
Web Agent e
(Standalone) Q= ® =
CRM

D Bynamics 365

Integrations

Klik
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Timeline

See the customer journey from
accepting to forwarding and
closing the call.

Call Classification

Classify / label a dialogue.
Enhancing management
information for Dialogue

Intelligence.

Teams Extension Window
CRM AND BACKOFFICE INTEGRATIONS

= Anywhere 365 Intern

Thursday 30 August 2010

& BABA20 WA 04N B o 1y

P s ™ " e @ Cal it

Significantly improve the service provided to a caller and the productivity of Agents.

Anywhere365 =

CRM Integrations

Display information from your
CRM and Back Office services.

Tabs

Enrich the Extension Window
further with custom tabs to
match your business needs.

+3188 120 0600

Is calling you




HIGH LEVEL SOLUTION OVERVIEW

Datacenter

® Bring your own Trunk / SBC

@ Customer’s Azure SQL

® Customer’s Power Bl

Office 365

@ Customer’s Office 365

SharePoint
Online

® Customer’s Azure Services

Microsoft Azure Webchat

® Customer’s E5 Teams/Skype

Network Connection
= PSTN/SIP Connection

Office 365 including Skype for
Business Online and Teams



Anywhere365 Dialogue Management
Deep Dive
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Why Anywhere365 drives your digital transformation?

Omnichannel Advanced Enable To measure Flexible
dialogues dialogue your workforce is to know deployment
management options

Xylos



U=I0]) Omnichannel dialogues

CONTACT
OPTIONS
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[=d]) Omnichannel dialogues

Why Omnichannel dialogues are important for your business?

Xylos



U=Id|) Omnichannel dialogues | Why important to your business?

» Ease of doing business

Last week Monday 23 October 2015 . .
. S S = InsightOut & Outsightin
‘ JClober ( 14:41:50 PM )
| Sentember =  Multichannel vs Omnichannel
a
o - 9 « = Enhance self-service
Older
< = 360° insights

Lg Michael Park

v

Successful businesses are always going out of their way to

figure out how to improve the overall Customer eXperience
Xylos
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Z{& Advanced dialogue management | Ease of Use
(o]

= Agents = Everybody can be an agent :Z;E.
= Contact Center
= Support { 777777777777777
= Business (Sales / Marketing / Backoffice / ...) |
= Skills . o
Channels (voice, chat, email, ...) o o ' &b ..
Language (EN, NL, FR, ..) T @TT®
Expertise H E ; H \H
= Routing method ‘.l. - .t. o .t. Q0!
= |IVR based on choice/input = — -
= CRM based routing a - :. 3

Xylos



Advanced dialogue management | Ease of Use

Anywhere365 |= # UCC Company X e i)

USERS OUTEOUND DIALER RECORDINGS
b= I F1]
» 3 Suppost * 2 suppont @ -
AGENTS BN SHILL (5] (A BUSINESS HOURS MISSED CALLS TODAY
- . : e =
85 ™
- BCC HOLIDAYS VOICEMAILS
u . .
COED :1oin z
~
‘-:"_.;: USER INPUT 75 UCC GENERAL ACTIONS DIALOGUE MANAGEMENT CONTENT MANAGEMENT
, = 0, TH
g gis £, Reasan cades B settings &b skl of® Bting i pudinfiles
__C:'J i 0 = ] ica O Bulness hour d:_ hat skl % v =d ylist
. o,
CQJ% wraliver Erkice s b S 4@ il £8m VR graphi = srdings (1]
r@ Vtcemail agents E I base ui cjf;;-' intdown skifl W guestions Qo Vaicemails [22]
.
4. skills per agent ) inn mana v 50 ward skil 'O Quality monitorin [® 1 recerding inboun:

DIALOGUE INTELLIGENCE UCC CONFIG *

S Wtion palicy
@; Missed call ¥ o =i Plugin amiby

Xylos
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Z,&o Advanced dialogue management | Specific Role Models
(o}

Student/ Teacher aka C-level/ Employees m -
= Specific use case '
= Teacher wants to limit accessibility for students

C
T 6
= Teacher needs to be always accessible for colleagues ‘

=  Solution

= The teacher is assigned its own UCC with the flexibility to set up the behavior
= Students will be able to make direct interactions via chat during specific hours

The number of concurrent chats will be limited to no more than 3

All dialogs need to be stored and available to search

When chat conversations are upgraded to voice calls, recording is needed
= Colleagues will have the option to reach the teacher UCC directly by phone

For maximum availability the UCC will automatically forward incoming calls to the
mobile phone number if the teacher is not available

Xylos



q{,@p Enable your workforce | Everybody is a contact center

O 00 O
SKYPE/LYNC CRM DATA ANYWHERE365
STANDARD INTEGRATIONS TIMELINE DATA

Xylos



Enable your workforce | Everybody is a contact center

AnyDevice @) =~ Everybody is a contact center
£ g Since we believe that everybody is a

[—'-| contact center, the license model was
u designed to reflect this as well.

CRM, ServiceNow,
Salesforce or others...
D

Anywhere365 Timeline data

- Timetne

MOPUIM UOISUSIXT]

Snapper application

Q0e O

Familiar SfB/Teams client with Smart Enhancements

®

Xylos



000

Enable your workforce | Extension Window Teams

Timeline

See the customer journey from
accepting to forwarding and
closing the call.

Call Classification

Classify / label a dialogue.
Enhancing management
information for Dialogue

Intelligence.

Zoek of typ

== Anywhere 365 Intern

@

Web Extension Window  Over

TIMELINE

NAME
Thursday 30 August 2018

% 04:54:20 PM - 04:55:38 PM
# U

OWNER

— D i @ o=

a14188

STATUS.
Contact

PREVIOUS CONTACTS

unknown
e 31107587020

Unknown

S casss @ covacrs Q

NAME 2P coDe

8 MarkvandenBo.. 41,108
O, Markvan den Bo...

o, Bob (CRM)

B 3161056512

A Markvan den Bo...

m17s

Status: connected

CRM Integrations

Display information from your
CRM and Back Office services.

Tabs
Enrich the Extension Window

further with custom tabs to
match your business needs.

Xylos



nable your workforce | Specialized Applications

)lie nso
+31(0)6 81499747

03051130

sed calls

+31 (00621533753 16:00- 1630

+31(0)33 42443 090

Michae! Park

+ New [ Dextiwe R Com o @ Emaialnk B Deete

Contact Contact . w35 il do
Dave Sanders © o Michael Eland No

Summary  Unkedin Member Profle  Linkeein Company Profle  ParinerDerals  Detals  Relstd

4 Frequent contacts

Bl  conTacTinFoRMATION Timeline + Relaionsip Assstant
- FrstName * bme R ﬂ
Micas Name N
VESTERDAY v o
a fttame 7 Sandens 3 Prans Call rom Dave Sanders - Vesterday 519 71 Company
i Inbiound call from + 31621923407
] Recent Opportunities
Job Tt Consuttant A, psign | @ Delete

Company Name

]

No data avaiable.

Prons Call rom Dave Sandars - Vesterday 457 P

Inbiound call from + 31621933407

Recent Cases
A sssign | @ Dot

e [ ———
e [ 3 Prane Callfrom Dave Sanders - Vestardy 1001 AM
© “ae933407
Mabie hone No data available.
Prefered Method of A, Assign | @ Delete
Contact Any

Vour Anyhers35 Case: CAS-D4565-VIXOM2
OrganizationName Dear Bourseand Laurent .

N dta available.
Vo case with ID: CAS-D4565-VIXOMS has just been

Melissa Simmans

4+ Colleagues

€]
Wednesday 12 December 2018 o

ichaetand | anvERESES

ichaelHand | ANYIHERE3ES

®

Rece

ption Attendant

ebAgent

Xylos



To measure is to know

L) — g -

CONTACT ROUTING SKYPE/LYNC CRM DATA ANYWHERE365
OPTIONS METHODS STANDARD INTEGRATIONS TIMELINE DATA

Xylos



To measure is to know | Dialogue Intelligence
Realtime reporting Historical reporting

-
m Anywhere365 Dialogue intelligence  report time between 9-1-2017 and 16-1-2017 Anywhere365 =

7 i Dashboard Reports ~ sscume sanoung m e

o Welcome to Anywhere365 Reports R e
y 00:03:11
O . . Reports Overview (ast 7 weeks)

. Outbound 2017 2016 2015
IT Support Year Year Year
- norma Jan Dec Nov
! L5 L - 2017 2006 2016

52
- Lunch/Diner . To the loo .

£
6
£
&

Alles

. o=
5 I 51 Recordings

by
I
T
i
5]
f
5]

N

®n
J

G
)|
<O

ﬂ\l

~

Agents Rapport Contact Rapport Skills Rapport UCC Rapport Transferees rapport Samenvattings rapport Locatie Rapport

|

Enpmbph
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=
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To measure is to know | PowerBI

Repon Navigation Summary Ove Fiters
® o® B oy -
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UCC Overview Per Hour
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Flexible deployment options

Cloud

Server

Xylos



Flexible deployment options | Server/Hybrid/Cloud/Federation

Anywhere365 Cloud Datacenter “

@ Bring your own Trunk / SBC

Customer’s Azure SQL

Customer’s Power BI

| .
N

Hosting Skype for Business Backend
deployment

=)
= a
o Yo
Anywhere365  Anywhere365
(Active Server) (Passive Server)

® Customer’s Azure Services

® Customer’s Office 365

Legend

- -Windows 2012 R2 or higher o o y
EO —— @ Customer’s E5 Teams/Skype

-32GB RAM
-100 GB HD

-Network connection
* » » -Sync/failover XY”S



Flexible deployment options | Anywhere365 Server Editions

Workgroup | Small Business Corporate Enterprise Enterprise+

Features 1ucc 2uccs succs MUV Uniimited UCC's

Reception Attendant compatible v v v

| Based Routing . . v v v
Wallboard & Advanced Dialogue Intelligence - - - - -
Skill Based Chat Routing & Webchat

Unlimited IVR Depth v

CRM Integration Compatible

Supervisor Li

Reason Code Per Skill v v v
Email Dialogue Management s

Inbound Call Recording & Group Yoicemai

Outbound and Intemal Call Recording v v
Callback & Interceptor

Webvoice + Webvideo

Failover Compatible

Smart Routing Table v v

Caller Specific IVR & Routing

Anywhere365 SDK Compati

Cross-ind

Nested UCC Failover -
Social Media Dialogue Management
Azure Service Integration *

here365 Bot Framework

Anywhere365 GridChat & Bridg Compatible - XYIOS

ption (not included)

* Azure integration requires Azure sub:



Anywhere365 drives your digital transformation

Omnichannel Advanced Enable To measure Flexible
dialogues dialogue your workforce is to know deployment
management options

Xylos



Anywhere365 Dialogue Management
Al Innovations & Mobile Experiences

Xylos



Anywhere365 =

The Challenges

Lots of Dialogues
Human Interaction = expensive
Not all Dialogues need Human Interaction

Some people don't expect Human Interaction

BM Microsoft
B™ Gold Partner



Anywhere365 =
Solution

Eliminate unnecessary Dialogues
Optimize your Dialogues
Enhance the Customer eXperience

Use Human Interaction when Emotions involved

BM Microsoft
B™ Gold Partner



QQ\ Anywhere365 g

Real-Time Translation during Chat / Audio
and Transcript to Backoffice

CASE

Car is broken in Germany - Customer speaks no German - Customer calls for assistance to
Call Center agent in Belgium and needs assistance - Agent don’t speak German to coordinate
the local assistance in German.

CHALLENGE

* Real-time communication understood by all parties (German — French)
* Transcript the Audio/Chat conversation into the CRM
» Act efficiently

HME Microsoft
B™ GoldPartner



Anywhere365 =

=.| ¢

Real-Time Translation during Chat / Audio and
Transcript to Backoffice

SOLUTION

Real-time translation to enhance the communication
Transcript the Chat/Audio Dialogue & store into CRM
All parties avoid unnecessary Dialogues

Technical - solution supported with the MS Azure Cognitive Services

HME Microsoft
B™ GoldPartner



BM Microsoft
B™ Gold Partner

Use BOTs

CHALLENGE

* Human Interaction is expensive

* Simple Dialogues don't need Human Interaction.
« What Skill to help the customer

* What Dialogues can be automated

SOLUTION

« BOTs automate the Identification/Authentication process
« BOTs enhance the transfer to the skilled agent

* Avoid unnecessary Dialogues

» Agents interact for the more advanced questions

Technical - Bot support language, photos or mood

Anywhere365 E



BM Microsoft
B™ Gold Partner

Tl
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Machine Learning Routing

CHALLENGE

* Webchat offer a selected menu to connect
* Avoid unnecessary Dialogues
* Enhance the Customer eXperience

SOLUTION

+ Collect specific information: Transcript, Initial Agent, Skill chosen
« Combine that information with Machine Learning

* Predict what the correct Skill or preferred agent could be

* Route to the right destination based on customer’s input

Anywhere365 =
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Anywhere365 =

s

Image Based Routing

CHALLENGE

* Reduce customer interaction to a minimum when sending goods
* When request assistance the Identification questions are time consuming

SOLUTION

* Image recognition from MS Azure is incorporated into A365

** Movie **

BN Microsoft
B Gold Partner



Bridg Anywhere365 =

Bridg
CHALLENGE

* Mobile agents need all information when in Dialogue
« Today it is almost impossible to provide that info when mobile

SOLUTION

* Real-time back end information about Dialogue & Cases
* Insight CRM cases presentation
* No need to repeat the case, enhance Customer eXperience

BM Microsoft
B™ Gold Partner



BRIDGING THE GAP WITH MOBILE

CRM, Timeline and Transfer on mobile

eseec Carrier 1MNMAM
< Nathalie Gates
+316123 8
q Cases | Timeline ]
g Name
Nathalie Gates
Company
Workstreampeople
+31(0)6 12345678 oo
Phone Number
+31612345678
Email
KStr P ..‘ com
PREVIOUS CONTACT(S)
Bill Watson
[ o
Tap the notification
CRM info here
Marlene Withley e
Business Manager - Away

Call Classification Caller information

ssesc Carrier F 11:1AM

< Nathalie Gates

+31612345678

5 case example CRM (vee ) 220

integration list

4

Lorem ipsum dolor sit amet, consectetuer

adipiscing elit, sed diam nonummy nibh euismod

Anywhere365 =

o0 Carrier TENMAM

Nathalie Gates
+31612345678

£ case example 02

Lorem ipsum dolor sit amet, consectetuer
adipiscing elit, sed diam nonummy nibh
euismod tincidunt ut laoreet

o000 Monday June 18, 2017

%3 08:32:02 AM - 08:46:13 AM wmn
# ucc £ Lastagent
PUB_Services Jason Armstrong 0

B caseexample03 (o | (DD

Lorem ipsumn dolor sit amet, consectetuer
adipiscing elit, sed diam nonummy nibh
euismod tincidunt ut laoreet

Transfer call

Pub_Services
ucc
@ Public services

08:32 AM

Jon Henry
@ Public services - 75%

License and permissig
PUB.S s

Timeline
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Anywhere36s [ Anywhere365 =

Grid Chat

Grid Chat

CHALLENGE

* Webchat end-users require a choice of contact departments
* Limited resources to answer Webchats
* How to offer uniformed Webchat Dialogues when outsourcing agents

SOLUTION
» First END-USER application that can be branded

» Real-time Webchats with available service
* Include all type of internal or outsourced agents

BN Microsoft
B Gold Partner



REAL-TIME COMMUNICATION ELEMENTS Anywhere365 =

Add real-time communication to apps

ssss. Canler & 1AM

®eees Carrier & 11:11AM 100% . eeeeC Carrier 11:11AM

eeeeC Carrier ¥ 1M:11AM

<

Contacts < Trusted advisor

Available

Anywhere365 gt

Trusted advisor So what is going on?

be

Busy 09:41w
Hi there,
Support
( ] AVBIlEDIS We recently released a
Anywhere365 B huge update of Grid Chat
- < 2.0 and want you to be the
Grid Chat n Ao\g?:ah'flaons O first to know about it.
e
12:45
dvisor & (N @
C allBe
Finances qwertVUiOD
: Away Gl Gl B W 3 G G B O U
Rethink Contact Center. a s d f g h ] k |
IT support
® Available ER Z X ¢ V. b nm <)
..‘ ®\D @ 123 @& O space ’ return
Contacts Chats Settings

Speech and video Call me back Branding Available SDK
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Anywhere365 [

for Skype for Business

Let's GoLive

ROTTERDAM - BRUSSELS - LONDON - SEATTLE

®
WORKSTREAMPEOPLE
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