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Microsoft Teams Call Center
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MS Teams: native CC Funktionen

Phone Numbers
(Dial Plan oder SBC/Direct Routing)

Teams User / Groups

Teams Call Queues

Teams Auto Attendants

© Copyright Damovo



MS 365 Admin Center & MS Teams Admin Center

Microsoft Teams admin center

Team templates

Devices

Users

e Microsoft 365 admin center Locations You can manage audio conferencing setti

your organization that use Teams and Skyp

= Users adding or deleting users, changing passwdg
— damovoplayground

Meetings
far  Start .

Aktlve G ru ppen Messaging policies

,Q, Benutzer e

Teams apps )

Display name
[ 2 Gruppen ] a R, Gruppe hinzufiigen ' Gruppen exportieren s
olice

| Axtive Gruppen Phone numbers

Gel&schte Gruppen Gruppenname T Emergency policies

B Abrechnung e

[hal plans

All Company

Direct Routing
L damovoplayground

f Mavigation anpassen playg

Voice routing policies

: playground
Alle anzeigen Call queues

SKILLSET 1

Auto attendants

Call park policies
Calling policies
Caller ID policies 6
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Teams Call Queues

Sprache

Begrufung (wav, .mp3, .wma)

Wartemusik (default, .mp3)

User / Gruppen hinzufligen

Routing: Attendant, Serial, Round Robin, Longest Idle
Klingelzeit pro Agent

Warteschlagenlange + Uberlaufe

Call Time Out Aktionen (Disconnect, Play File, Redirect)
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Teams Auto Attendant (IVR)

Zeitzone

Sprache

Maoglichkeit der Spracherkennung
BegrulRungsansage

Routing (Meni, Ansagen, VoiceMail, User, Gruppe)
Geschaftszeiten (Routing out-of-office)
Urlaubszeiten

User / Gruppen fir automatische Vermittlung

Rufnummer fur Service
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Teams CC Use Cases

Intelligente Sprachportale (NLP)

X

User Help Desk Abfrage von Datenbanken im Routing

&
X

Automatische Vermittlung Multi-Skill Gruppen

&
X

Multi-Channel CC

Einfache DTMF-Verzweigungen (zzgl. Email, Task, Chat etc.)

&
X

Aussagekraftiges Echtzeit-Monitoring /
Historisches Reporting

X
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MS Teams Roadmap (beta)

Beta and Upcoming APIs & Functionality

Advanced Calling

Group Calling

Presence

Meetings

Remme a participant rGet the presence for

hom a call

Escalate 1-1 calls to
group calls

lone or more users
|

'Subsa'be to presence
mformabon

'Se( the presence for
One Of more users

Update 2 meeting's
details

Get information about
non-VTC meetings

Add Teams Meeting
Options when creating or
updating a meeting

Create live events

Analytics

Get usage and diagnostic |
details of calls and
meetings

Get a PSTN usage neport
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CC Cloud Anbieter, die sich bel Microsoft zertifizieren
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https://docs.microsoft.com/de-de/microsoftteams/teams-contact-center

Zwel Arten der Integration

3 GENESYS

» CC-Client ist der fuhrende Client

» MS Teams ist der Client flr den Back-Office >
Nutzer

> Geringe Integration in MS-Welt (z.B. Directory >
& Prasenz)

» Paralleler Betrieb von MS Teams Client und
CC-Client notwendig

> Eingeschrankte Funktionen durch
unvollstandige Graph-API
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ContactCenter4 ALL

MS Teams ist der fihrende Client

CC Applikation / Client lauft als Teams Web
Extension

Hohe Integration in MS-Welt (z.B. Power-BI
Dashboards / Reports)

Paralleler Betrieb von MS Teams Client und CC-
Client moglich

Eingeschrankte Funktionen durch unvollstandige
Graph-API
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Genesys Cloud Integration

&

Genesys Cloud.

13
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Architektur Genesys Integration

o : Session .
S GENESYS N 2" Microsoft 365
Controller /
MS Teams
— —_— Phone System &
- Direct Routing
Kunde < D
API:
e User Authentication
» Directory
* Presence
Roadmap:
e Chat

+ Collaboration
« Embedded User Experience

—— i — — — — — — — — — — —— ——— — —

\
(

| Genesys Cloud User MS Teams User :
| |
| |
& & & b S B
I\ PureCloud PureCloud PureCloud /I
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Heutige Integration

Directory Sync and Search Call Transfer Search

Directory ~

Department Q@ All 2 People 22 Groups @ Locations

NA PS

NA CHANNEL SALES Keyword: geoff @
WW CLOUD CUST CARE

COMMERCIAL SALES

COMMERCIAL SE'S

Geoff Joynt cen
DIGITAL-PURECLOUD v o ¥

COMMERCIAL SALES
EDUCATION OPS SYSTEMS J' VP Commercial Sales & Chief of Staff North American Sales

ENTERPRISE CENTRAL SAL. 9 tanta, Georgia
Available | You are what the scoreboard says you are.
ENTERPRISE EAST SALES

FACILITIES

_— e mm mm Em Em e Em Em Em Em Em Em Em Em Em oEm oy
Geoffrey Castronovo ® % ...
WW LEGAL

Senior Corporte Cousel
Offline

Title = .
%. . Gina Lantem
Account Executive, Channel ‘

Business Development Man...
EEEN NN EEEE EEEE B B B B B B S S S . -

!? Gunther Topp

Commercial Sales Account ..

Director, Enterprise Sales

Geoffrey Turner ® K ...
ESG Manager - GU Consulta LOCAL SALES

Education Marketing Mana.. . Commercial Sales Account Executive
Facilities Maintenance Tech... 9 Newcastle Upon Tyne, United Kingdom

Genesys Advisor

Lead PS Engineer
Principal Solution Consultant
Geoffrey Beckwith
| WW CLOUD CUST CARE
Skill ) Technical Support Engineer
9 Quispamsis, Canada
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DAMOVYO

CCA4All Integration

£

CC4 Teams
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Architektur CC4All Integration

Session )

Border +
Controller cc4'Teams APlIJ:CMA B" Microsoft 365
* Federation/ Presence

 Web Extension Window

Kunde

\
|( MS Teams User mit integrierter CC4Teams App :
. i |
| ¥ e e |
N CChreams __ CChreams __CChreams____
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Integration

Contact Name
@ User - Remove - Use Team's N

©GO

& Agent Supervisor PowerBI Contact History Test CRMDynamics Call history

CCATeams

Dialpad Contacts
Operator Queue (1/1)

Ba Q Media Caller Waiting Status Queue Operator Agent

- Favorites = 0771079558 00:00:32 Assigned Demao Voice sip:gertjan.coolen@ccdsky... sip:gertjan.coolen@ccdsky...

Babek Shammas o
© babeks@contoso.com 0771079558 00:00:32 Assigned Demo Vaice sip:gertjan coolen@ccdsky.. sip:gertjan.coolen@ccdsky..

Babek Shammas o - 0771079558 00:00:32 Assigned Demao Voice sip:gertjan.coolen@ccdsky... sip:gertjan.coolen@ccdsky...
© babeks@contoso.com

L8 0771079558 00:00:32 Assigned Demo Voice sip:gertjan.coolen@ccdsky... sip:gertjan.coolen@ccdsky...
Babek Shammas +
@Q babeks@contoso.com A
Waiting calls (2/2)
Babek Shammas O
© Dbabeks@contoso.com Media Caller Waiting Status Queue Type Call pickup

Babek Shammas
@ babeks@contoso.com

v < Social Media 00:02:54 - Demo-social Waiting o
= Voicemail 00:02:54 - Demo-sacial Waiting @
T % John Doe 00:02:54 - Demo-social Waiting
Babek Sh,
@o bab:'“@cj::"r:::“ o %, 0771902020 00:02:54 - Demo-sacial Waiting o
@ Babek Shammas o
[

babeks@contoso.com Contacts (10/10) Find a contact Q,

Babek Shammas

babeks@cont L i Transfer Name Reason Phone Mobile phone Company
eks@contoso.com

LI Anne Marrie Condo [-] Meeting 0232456456 0771078888 NMN Company
Babek Shammas

©
@G babeks@contoso.com
@

K3
L = ] Anne Marrie Condo [ -] Meeting 0232456456 0771078888 MNMNN Company

Babek Shammas + . .

babeks@icontoso.com A LA Anne Marrie Condo ) Meeting 0232456456 0771078888 NNN Company

L =] Anne Marrie Condo -] Meeting 0232456456 0771078888 MNMNN Company
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e Fur einfache ,Voice

only“ Service Center
geeignet

« Sehr eingeschranktes
Monitoring/Reporting

MS Teams mit
separatem CC-Client

 CC Funktionen im
Vordergrund

» Hochste Funktionalitat
far Agent, Supervisor
& Manager

DAMOVYO

1 * Einheitlicher Client fur
Service Center &
BackOffice

* Multi-Media tUber CC-
App moglich
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