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Nyheterna | senaste version av MX-

ONE
La.:I’IS E_)_erggfen * Flexiblare licensering
Saljstod - Nya tjanster for slutanvandarna
* Publika molntjanster som tex MS
Azure

 Integrationer med Microsoft
Teams




Forenklad licensering i MX-ONE 7.x

Anvandarbaserad licensmodell
+ MX USER
» Enkel 6vergang fran TDM till SIP (ingen migreringslicens behovs)

 Upp till 4 SIP-enheter ingar (Additional device)

MX-ONE User License ordered

e S

86LO0123AAA-A

Supported extension types present in the license file

a 86L00104AAA-A MX - SIP extension 1
ab 86L00121AAA-A MX - IP/H.323 Extension 1
a 86LO0136AAA-A MX — Mobile extension 1
a 86LO0131AAA-A MX — Cordless extension 1
a 86LO0128AAA-A MX — Analog extension 1
a 86L00133AAA-A MX — Digital extension 1
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Provision Manager

Provision Manager for administratéren och slutanvandaren (WCAG 2.0)

* Webbaserat verktyg for administration av MX-ONE och applikationer

D Mltel ‘ Provisioning Manager Inloggad som: knyquist Om  Anvandarhandbok  Sidkarta Utloggning

Anvandare Tjanster Administratorer System Loggar Egna installningar

Anvandare Avdelningar Lasa upp
Anvindare - Visa - kblomqvist Skrivut  Hidglp . -
Anvdndare - -
Egenskap Virde
Anvandar-1D kblomgvist
Férnamn Kjell
Efternamn Blomgvist

Sakerhetsprofil End User N U ave n pé. SVe nS ka.
E-postadress

kjell.blomgvist@mitel.com
Anvindardefinierade filt

Mobile Phone +46705442700
MiCollab-konfiguration

MiCollab-server MiCollab

MiCollab-roll Premium User MAM Globen
Aktivt sprik System Default

Avdelning(ar)

Avdelning(ar) Aastra\Sales Sweden; Stockholm
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Nytt i MX-ONE 7.3... Planerad till mitten av september 2020

« Mojlighet att kora MX-ONE pa publika molntjanster som MS Azure (se kommande bild)
» "AD authentication” for administratorer — Sakerhet!!

« Spara ratt A-nummer i samtalsloggen vid upplockade samtal eller utgaende samtal (VM)
» Forbattringar for "Grupp pick-up”-knappar (samma som MNS), valbart per anknytning

* Styra svarsstélle (aven externt + CAD knapp pa skrivbordstelefonen) vid ej svar/upptaget

(med knapp, *211# och *212# eller via MiCollab)

» Selektiv styrning for anvandare med multipla terminaler (aktiv/passiv utan urloggning,

Terminal Selection Service) - *94*
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Nytt i MX-ONE 7.3... Planerad till mitten av September 2020

Flera telefonnummer for SIP Remote/Mobil-anknytning (10 stycken

Multiplicity) — Tex for jour eller flera som delar en anknytning

2 Remote Extensions for en anvandare, tex hemtelefon och mobil

Stod for "Corporate Login” aven vid VDP SIP-terminaler — Hot-desking

Parallell ringning for multiterminal &ven for ringgrupper

Mgjlighet att visa anknytning, gruppnummer, vaxelnummer eller hemligt

nummer (befintliga funktioner i MX-ONE)

Flexibel nummervisning (valja nummer att visa som A-nummer) — MX-
ONE 7.3 SP1 + MiCollab 9.3 i host!!
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Flera Remote Extensions for Multi Terminal-anknytningar

* Provisioning Manager:
*  Multi Terminal-anknytningar tillat tidigare bara 1
icke-IP-anknytning
« I version 7.3 tillats flera multipla SIP Remote-
anknytningar
«  Upp till max 4 enheter ar tillatet med en Multi
Termina- anknytning (men max 2 SIP Remote

Extensions)
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Extension Number - Change - 12000

General
@ Mivoice MX-ONE:
(7) Extension Number:
(@ Description:

(7) Server Number:

(Z) Extension Type:

(@) Customer:

() Common Service Profile:
(@ Phone Language:

(@) Backup Answering Position Number:

(@ Allow Security Exception:
(?) Boss/Secretary:
(7 Home Area Code:

() DECT Extension:

(@ Mobile Extension:

(@ IP Extension:

(7) SIP Remote Terminal:

(2) SIP Auto-registered Terminal:
(2) SIP DECT Terminal:

mx73
12000

None v

0 - main (None) v

z -
[
(-2
IE
ES
5
5

2]

None M

HI

dd.
2000

4
X 12000

d

=

12000 07965454545
12000 07777123123

%N %N
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a

Add



Alla pratar om molnet

Publlkt moln

Fragan ar bara ...

VILKET MOLN? ’ ‘

Kundplacerad Hybridmoln
utrustning

CJ Mitel




MiVoice MX-ONE 7.3 - Nu supporterad pa Microsoft Azure

*  Mogjlighet for kunder som vill migrera till
Microsoft Azure Cloud services

« Support for alla Service Node-
komponenterna:
. Service Node
. Media Server
. Cassandra
. Service Node Manager

. Provisioning Manager

*  Privat MPLS-anslutning rekommenderas till ==~

MS Azure for optimal prestanda

* Information f6r hur man implementerar i MS |

Azure ar val dokumenterat i produkt-
dokumentation (tillganglig via mitel.com)
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MiVoice MX-ONE Private Cloud Architecture — Planer...

EE EE | Customer Site(s)
OoTT =
Customdr Site(s) SIP Carrier I customer —l D
Private Services 5 Public
Networking Roaming

Public Inter

I
| aws

Regional - = |
| POP

. CloudLink enabled CloudLink enabled
: / Microsoft ( ) )
Azure
I
I Mitel UC Portfolio on VM or Containerized 9
l MiVoice MX-ONE, MiCollab, IA/CMG, MiContact Center, Workforce Optimization /
| Interaction Recording . :
Cloud Flex, MiCollab, Recording, Etc..
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Microsoft Teams
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Microsoft Teams-integrationer tillgangliga idag

« MiCollab hot key dialing

« Vadlj ett telefonnummer i MS Teams och tryck
MiCollab hot-key-kombinationen for att initiera ett
samtal till numret

 Direct Routing
« MSA-certifierad Session Border Controller

« Call2Teams (NYTT!)

« Integrera MX-ONE 7.3 med Office 365 for att fa
telefonifunktioner i Microsoft Teams.
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MX-ONE 7.3 — MS Teams integration - Call2Teams fran Quinify

Vad:

«  Multitenant-molntjanst (Middleware) som &r certifierad i Mitel MSA &

« Manatlig prenumeration per anvandare = s o

» Call2Teams registrerar Teams-klienten som en SIP Remote [ [ - e
extension i MX-ONE 7.3 o B

. MI_BG anvands for Teleworker och SIP-trunkar till MS Teams —— ——

Funktioner q | Sl B 5

«  Erbjuder anknytning/nummer-ringning och namnringning i Teams "™ S

« MS Team-klienten kan konfigureras att alltid skicka samtalen via
MX-ONE

« Tjanster: Parallell ringning, A-nummer, parkering/férfragan,
pendling, éverforing, konferens samt medlem i e T T
gruppnummer/ringgrupper - o

* Realtids narvaro (Presence) och linjestatus 0 s

* MS Teams-chatt kan eskaleras till ett MX-ONE-rostsamtal g = b

* Behodvs endast "Phone system licence” som en add-on i MS
Teams
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Microsoft Teams-integration — Oversikt tillsammans med MX-ONE 7.3

Teams end
user client

Office 365

m—
el | &d
|
Teleworkers I Cloud, office 365
: PBX Facing SBCs Direct Routing SECs .
|
|
=l - L =L = Direct Routng
S
Primary PEX SBCs Primary Direct Routing SBCs

o)

—— —
— — ..
= = L Secondary PEX SBCs Secondary Direct Routing SBCs —=
—d N | Trunks — J
MBG Telewarkers QC audiocodes Media
transcoding
done here

P

|
|
|
|
|
|
|
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MBG I
|
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|
|
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|
|
|

| Regional Cluster
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Roadmap
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MiVoice MX-ONE — Planned Releases and Directional RM

MiVoice MX-ONE 7.3 MiVoice MX-ONE 7.3 SP1
VM deployment in MS Azure Full fix package + CLI Phase 2
Improved One Number Service and multiplicity options MiCollab 9.2+

MiCollab 9.2 with tighter MX-ONE integration MICC-E 9.4 SP1, SIP DECT 8.2
Integration with MiCC-Business 9.3 Manager UX Improvements

MiCC-E 9.4, IA 2.6SP2, CMG 8.5 SP2, SIP DECT 8.1 SIP 6.0 w/ introduction of 6905 & 6910
SIP 5.1 SP5 - New terminal languages Integration with Cloudlink Gateway

Q4’19 Q1’20 Q2’20 Q3’20 Q4°20 1H’21

MiVoice MX-ONE 7.2
* Customer Commitments
E.164 support,
DB redundancy, (SW Raid),
New diversion UX options,
17 WebSeal proxy authentication,

* Anonymous WebRTC support
Integration with MiCollab 9.1
Introduction of 6970 Conference Unit
Direct SIP integration with MS Teams and SfB 2019
Support for KVM on Redhat
Security Enhancements

MX ONE Next — Directional
+ Securty and redundancy enhancements
Large Enterprise application support on
Azure

Further integration with MiCollab 9.x for
improved UC solution

MiCC-E 9.5, 1A 2.7, CMG 8.6

Introduce new Cloudlink services
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N, #arbetasmartare

Mera flexibiltet och tjanster
for anvandarna

~_\ Framtidssaker med
moilighet till publika moln-
tjanster

@ Flexibel och med éppna
standarder
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Saljstod - Kontaktcentret i molnet?




38
kundupplevelsen?

fokusera p

Varfor

Kundupplevelsen ar den totala upplevelsen av
samtliga interaktioner med foretaget och
nyttjandet av dessa produkter och tjanster



Customer product
Experience

ldag:

Kundupplevelsen ar en viktigare
faktor an pris

Source: walkerinfo.com



Kundernas forvantningar okar

Foretagen maste mota
kundbehovet ’ 90% Av kunderna kollar alltid

webben innan dom ringer
—Snabbare g

Source: Synthetix

—Nar kunden onskar

Av kunderna anvander
— Pé det Sa.tt kunden Va|jel’ 52% mer an 3 kanaler for
. kommunikation
CX ar ett konkurrensmedel

Source: Ovum

Source: Garner 7 90/ Av kunder som har en
0 negative upplevelse,
berattar for andra

Source: Harris Interactive



Personligt bemdtande...

Anvand data som en
strategisk tillgang

70% 1%

Av kundresorna Av datan som kunden
boérjar i en digital genererar anvands vid
kanal. bemodtande.

Source: Salesforce



Vi moter inte kundens forvantningar

Av foretagen sager att de Av kunderna anser att samma  Skulle préva ett alternativ
levererar ledande kundservice foretag levererar ledande till nuvarande produkt/tjanst
kundservice for battre kundupplevelsen

Source: Bain & Co Source: Dr Nicola J. Millard, SuperAgent 2020: The evolution of the 2020 contact centre




Mitel MiCloud Connect CX




Options for Cloud-Based
Contact Centers

. Organizations can choose from three main
MiCloud Connect CX cloud-based options to run their contact center

fyl |er ett gap | Vér systems: private, public and hybrid clouds:

portfolj for CX |
publika molnet

44%

ON
PREMISES

MiContact Center Business
MiContact Center Enterprise

MiCloud Connect CX

Our benchmark research shows that organizations use a mix
of the options, often in combination.

Source: Ventana Research, The Next Generation Contact Center in the Cloud research report (2018)



°'€> Routing

ACD

IVR

Skills-Based Routing
Predictive Routing
Studio

Callbar

% servicenow g

MiCloud Connect CX

Omnichannel

i

Email

Live Chat
Co-Browse
Messaging
Mobile Apps

Social Media Listening

40+ Integrations

-
ORACLE" ﬁ ‘[ And more
zendesk

/N

u Self-Service

Chatbot Builder
Visual IVR
Knowledgebase

iOS / Android / Web
SDK

TELEOPTI
2 CaluBRIG COMPANY

B Mobile

i0S

Android

I]I]ﬂl] Analytics
Live
Benchmark
Explore

Voice Analytics

50+ AppConnect Partners

#E OBSERVE Al [nGUVU @

g autoreach  And more

topmyback




Arkitekturen i Connect CX

Integrations MiCloud Connect CX Apps Context Data
w
‘: ' Agent >' Supervisor >. Admin > Mobile Apps
zendesk

servicenvw g% Microsoft Website
ORACLE  + Others Studio
Social Media
AppConnect Routing Agent Skills Presence Context Interaction _
Engine Matching Engine Processing Flow Mgmt. Third Party IVR
WFO Voice Analytics + Others

Data & Intelligence

WFM Digital Channels

Bl/Reporting Al/ML
Dialer Collaboration

+ Others




AppConnect: Lagg till applikationer utan krav pa installation
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Workforce Workforce Voice Advanced Digital Productivity
Management Optimization Analytics Reporting Channels Tools
autoreach @ \C,J,ﬁggl TELEOPT! eyesen Hzobserveai  \/ ployvox —M\- ProcedureFtew
assisthub perFormetric
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Gratis att testa

Enkelt att kommaigang

=$

Smidig administration



Nagra fardiga integrationer

salesforce

v slack

servicenovw

A

Microsoft
Dynamics CRM

A

zendesk

+20

additional integrations



Kraftfull Salesforce-integration

Data Dips Salesforce Data

salesforce

Integrated with

©

Agent Presence System Omnichannel

LI

Screen Pop Contacts

Click-to-Call Phone Fields

&

Create Tasks, Cases,
Contacts

@ R
k47

Automations
Live Reporting Reports & Dashboards

Call Logging Call Stats & Recordings

Ia

@ Skills and Routing

Next-Gen CSAT




Utvecklad for molnet

Plattform

Gemensam infrastruktur
Secure by design
Kontinuerliga uppdateringar
Hdg tillganglighet

Nabar oberoende uppkoppling

Kraftfulla integrationer till andra
molnleverantérer

Egen Appstore

API katalog for integrationer
Oberoende telefonilésning

Mindre kontroll 6ver var data finns

Agent

Via web

Som APP
Integrerat i CRM
Multikanal

Administration

Via web

Skills och Grupper
Meddelande och dppettider
IVR fléde och data dips

Alla kanaler



Utvecklad for molnet

4-8 veckor

C25)
&S

& &% \§ 0
| |

Design Implement Go Live Adjustments Ongoing Partnership Joint Innovation

CX Strategy

CX Enablement
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Séakerhet — 20+ certifieringar

Security Certifications & Standards

E Privacy Shield
Framework

U;)Ggéj;ﬁr;e(?luud 01&\ L:*’ fm(%, P SHARED BitSight Security Rating @ D H 8 p
& %
comnina §F Q 3 LM N Isr i W
T o M | ASSESSMENTS 770 g e Pepteain
P \ 27001/ STANK
865 .
A e
Certified in Risk %"\ £ g/ovd F DSS
Certified Information Certified Information and Information CERTIFIED FRAUD Z Los AL A oty o
CISM Security Manager CISA Systems Auditor® CRISC Systems Control” EXAMINER D Ene "’aﬂaf liance® eveLa mm?ﬁ’;t{flﬁg
An |snc»x Certification m ‘s"”c eilficasio An mmc rtificatio

Multi-Factor Authentication & Integrations

okta G onelogin



Apple Chat
Facebook Messaging
Twitter Messaging
Vkontakte Messaging
Email

Telegram Chat

Line

Whatsapp

Viber

10S In-App

Android in-App

Messaging

Email

Mobile Apps

Kanaler pa kundens villkor

Voice

Chatbot

LiveChat
VideoChat

Co-browsing

Live Chat

Twitter
Vkontakte
Facebook

RSS

Amazon Reviews

Social Media

Google Play
Google+

Social Listening Youtube




LA A Knowledge Base X Y Gmail

& ->C https://salesforce.com

+ Follow Send Email Edit New Case v

Cases & Contacts §  Dushboards §  AutoReach

talkdesk

Outbound on: +1 482 949 7128

e Emad
ofSoles ’
S— ACTIVITY
DETAILS NEWS I ! Q
Ve found no potential duplicates of this contact. P .
Cases (64
Tracy Grant
. 00:14
»Ope. 10 : all T - ‘
1m10s
Nex
b t Steps
e 10/2, I
No next
Queve P;
Customer Support ast Achwry
. Last Order

g Inbg

Original Line Backpack - Yellow

Order Number  #315245901202

Date 13 Nov2018 + 16:48

Delivery 3123 Doctors Drive, 30017
Los Angeles, Califormia

Contact Details

Number &S 412898939901

luey.milles@gmail com

Payment Visa

Agent

 Enkel att komma
ingang

o Latt att lara

 Enkel att anvanda

« Automatiserar
repetitive atgarder



A4
\nput case numbe

- Personligt bemotande

n
Successi ul input ex

variable Name

ca seNumber

send '@

e  Byggblock utan kod

« Skalbart

« Kontinuerlig utveckling

Verktyg anpassade for verksamheten att ta full

kontroll 6ver kantaktcenteret.




Uppfdljning

=
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Realtid Benchmark

Rapporter

CSAT-forbattring, 6kad produktivitet,
reducering av koétid, minsking av svarstid



FOodd | molnet

Produktdifferentiering

 OTT (Over-the-Top)

» Definerade paketeringar

* Global skalning

» HOg sakerhet

« Webbaserat

» Oberoende av telefonilésning

« Lagre niva pa integration med vaxeln

* Inte samma mdjlighet att méta specifika
kundkrav p& anpassning

 Mindre kontroll 6ver var data finns an vid
kundplacerat




Kundprofil fér MiCloud Connect CX

1)

2)

3)

4)

5)

Vill behalla nuvarande telefonilésning och lagga
till ett kontaktcenter utan krav pa integration mot
nuvarande I6sning

Har en blandad telefonimiljé men vill ha ett
gemensamt kontaktcenter

Vill ha internationell narvaro utan krav pa lokala
avtal for telefoni, telefonnummer och trunkar

En [6sning som inkluderar agenter som arbetar
hemifran sa val som fran kontoret utan krav pa
vpn osv

Tydlig molnstrategi och anvéander molnlésning for
CRM, ITSM osv




MiCloud Connect CX

o

2

Kraftfull standardagent | Nyttja resurser obereonde
for omnikanal av plats och tid

i

3

Realtidsinfromation, analys
och artificiell intelligence







) MiWebinar

00 Mitel

Jonas Carlson

Avslutning




Connect20 23/9. Kod: MitelFree https://telekomidag.se/partnerinbjudan/

Kontaktcentret

LEVERERADE Imolnet
70M+ FDO H3  (ONTAKTCENTER

Fér mer info, klicka har

LANDER IANTAL  -SYSTEM|VARLDEN

—

Videomoten s

For mer info " %
h
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— Y



https://telekomidag.se/partnerinbjudan/

Scania vaxlar upp och gar
Mitel All In

&
Senaste nytt for telefonisten

- " | MiWebinar
I e 16:e september




ca Mitel

http://bit.ly/mitel_miwebinar
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