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Immer in der Nahe — Losungen zum ,,Anfassen”

Flur jeden Bedarf die
passende Losung

Die Bereitstellung unserer
Lésungsmodule richtet sich nach
den individuellen Anforderungen im
Projekt — von ,On-Premise” bis zur
echten ,Public Cloud” als SaaS.

Auch Wechsel wahrend der
Servicelaufzeit sind moglich!
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» Konsolen & Helpdesk

2-50 Seats = 10-100 Seats
» Value Added » Contact Center Enterprise
Audio- & Screenrecording = 50-1000+ Seats

Qualitatsmanagement

» Contact Center Mid-Market

VIRTUAL PRIVATE CLOUD PUBLIC CLOUD

@ On public cloud infrastructure
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Uber

600

Contact Center Kunden auf Basis

Uber

25.000

Agenten weltweit
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Einstieg in das Thema:

https://docs.microsoft.com/de-de/microsoftteams/teams-contact-center

Die Microsoft Seite zum
Einstieg in die Details zur —
Integration:

Nh

Contact Center Vermittlungsplidtze  Recording & Coaching

Connected Contact Center for Microsoft Teams Certification Program

In addition to publishing publicly-available APIs allowing partners to develop and integrate CCaaS solutions for Teams, we have
developed the Connected Contact Center for Microsoft Teams Certification Program to provide customers with the assurance that
each participating partner's solution has been tested and verified to provide the quality, compatibility and reliability they expect from
Microsoft solutions.

The following partners are in the process of certifying their solution for Microsoft Teams and are ready to engage customers:

Partner Solution website

Anywhera365 https://anywhere365.i0/direct-routing-contact-center-for-microseft-teams/ /

ComputerTalk https://www.computer-talk.com/product/enterprise-contact-center/ice-contact-center-for-teams c o n n e Ct

ht
Five9 https://www.five9.com/products/application-integration/uc-integration / c
nnect and Extend

Genesys https://www.genesys.com/microsoft o

Luware https://luware.com/en/solutions/

NICE inContact https://www.niceincontact.com/microsoft-teams

v Extend and Power

Tendfor https://www.tendfor.com/en/

This list will be updated as more partners join and meet the certification criteria.




Vermittlungsplatz?
Recording?

Agenten
Evaluierung?



Was bietet die Graph API



Kann ich vorhandene
Skype for Business
Losungen migrieren?



Wie werden 3" Party
Losungen bereitgestelit?

Cloud? Hybrid? On
Premise?




Ist es moglich Bots und e
KI Komponenten zu
verwenden? #CX #UX = g
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Contact Center Integrationen &
Zertifizierung!

https://docs.microsoft.com/en-
us/MicrosoftTeams/teams-contact-center

\/

\/ Kontakt?

Informationen? Jedes Projekt hat eigene Anforderungen!
Sprecht uns an!

http://www.enghouseteams.com/

T~ — CEE.Presales@enghouse.com
\/



http://www.enghouseteams.com/
https://docs.microsoft.com/en-us/MicrosoftTeams/teams-contact-center
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Embedded Analytics Framework

Search or type a command

. Enghouse Contact Center > Enghouse Bl - Reporting -

Conversations ~ Files Wiki  Outbound Services ~  Inbound Services  Angent Productivity =+
Today outbound calls Total outbound calls
Phona contactability: §1.58% | # of calls: 7,790 Phone contactabiity: 39.99% | #
Closed calls Redemption
Positive response: 95,226 | Closad co Redsmption on useful: d: 3¢
Contactability trend
100%
R’0.0%
60.0%
40.0%
02/2019 03/2019 0472019 05/2019 06/2019 072019 08/2019 09/2019 102019
M #ofcals W Phone contactability
Contactability by region
Y — Hungary P
Switzerland { Cluj-N.
A e vy
v 7 ~\3 £ R
Geneva® 5 L\ﬁ / Slovenia \_Pécs A
Lyon 'A"M y = - ’ i -\;na
E ! Triesti> § Croatia 1 imigSgia s
e L Mil  fae venieag S ojek= & L
Crurine A e
1 x:a_i Belgrade <
\ Parma » Banja Lika® N g T ~
Bolk . L Ay
i_ ""*' e k Bosnia L\) Serbia Ca
~~—y Zadars \, - I~
‘San Maring \and Herzegovina . rt
- Mompelars Manaco Flnre‘u e o sau;em,_b
2 1 AN
Marseille® . . N Nis =
. % :,‘.\ ‘“.L_
r=r y Montenegro- ..
Wip_ - Tealv 0 il
4

Private

52 . 0 &

Call work time
Average conversaticn time (s): 61.49 | Average wral
Back office

Confirmed Back Office: | Available back off 7,670

Call center contactability
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Top 10 regions
Region Phone contability ¥ | Total outbound contacts
Umbria 17.27% 62,368
Molise 35.74% 277
Venelo 34.67% 5,787
Latio 34.08% 47,265
Basilicata 33.77% 302
Emilia-Romagna 3241% 4,856
Piemonte 30.7% 4,662
Eriuli-Venezia Giulia 1,124
Toscana 5,348
Abruzzo 1,/83
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