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* Daniela is a relationship manager (RM) at Contoso Banking. She is part of a team that covers personal, home and car loan
products for customers.

 Every quarter, Daniela gets assigned a set of targets in terms of number of leads, dollar value and products sold. In addition to
these business targets, Daniela also has a set of operational metrics

Context

Current State Future State
A The metrics and quarterly targets are sent by the manager to v Leads management app on Teams publishes the targets right within
Daniela over emails. It is upto each RM to keep a track of their Teams and allows RMs to get in touch with managers for queries
progress toward goals and plan their strategy to achieve the same v Leads are neatly laid out in a filterable list view. App also proactively
A | cads were also sent to each RM as a dump of excel e-mails. RMs identifies insights about each lead with a conversion confidence
use their excel trackers to mark changes in the lead status. score
A At the end of every week or once in two weeks, Daniela updates the v Any activities on the lead such as e-mail contact, calls, follow-ups
CRM with the lead information are automatically logged to CRM backend
A Daniela uses a variety of 3™ party tools and apps to keep track of v The app handles lead status tracking, action items, follow-ups,
her action items, follow ups. She misses a few follow-up meetings scheduling meetings, mails and texts reducing context switch
as information is scattered across different systems v App proactively nudges RMs to take action on planned leads for the
A Opportunities won and opportunities lost were reported in CRM day, scheduled follow-ups and even provides talking points
but dlffI'CU|t't.O tragk the various activities that led to a result unless v Based on the time to close of deals in the past, assigned leads
the RMis diligent in updating confidence scores, the app provides an estimate of conversions to
A There s little to no analytics on RM velocity, time to close deals be made each week to achieve the quarterly targets

leading to lack of forecasts and scrambling to reach targets

A- Points of Friction



Daniela Mandera, Banking Relationship Manager

Daniela is a relationship manager at Contoso Banking. She is one of
the top performers in the organization. She is excellent at customer
relationship management and people skills. One of the primary
challenges she faces is maintaining logs of her customer
interactions in multiple tools and platforms.



Daniela’s manager announced the sales targets for the upcoming quarter. Once finalized,
Daniela is responsible for meeting the targets, converting leads to customers
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Q_ Search or type a command

E Leads Assist Chat Myhub My tasks About

Activity

Chat
e Leads Assist  10:00 AM

w
feams Quarterly Sales Targets Published!

]

Calendar
‘. @
i

S
st Hi! Your manager has published the sales targets for this quarter.
Please validate and accept the assignment to start tracking your
achievements!
« View your targets to acknowledge and accept
« Contact your manager if you have any queries / concerns

View targets Vv Accept Chat with manager

221

Apps
Type a new message

@ N COE B E

As Dan'e as announces the targets for the upcom'ng quarter the app not't'es each re at onsh'p manager n the team w'th the new targets for the quarter.
The RMs have an opt'on to chat about d'screpanc’es n the target or ra'se any concerns f requ’red d'recty from the app
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Leads Assist
View targets
Business targets

S o G
358 INR 8000 INR 12000

New customer accounts Policy sales Renewals

Operational targets

8 & IS}
450 300 150

Mails/month Phone calls/month Visits/month

Acknowledﬁe

Dan'e a rev'ews the targets ass'gned to her to conf'rm that 't 's n 'ne w'th her expectat'ons and ach'evab e. She proceeds to acknowledge that she has
viewed the targets
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Q_ Search or type a command

E Leads Assist Chat Myhub My tasks About

Activity

e Leads Assist  10:00 AM

[ Quarterly Sales Targets Published!

]

Calendar
‘. @
[

EROALTE: Hi! Your manager has published the sales targets for this quarter.
Please validate and accept the assignment to start tracking your

achievements!

« View your targets to acknowledge and accept
« Contact your manager if you have any queries / concerns

View targets v Accep‘k Chat with manager

521

Apps
Type a new message

@ N OB E

As the targets prov'ded for Dan'e a are ach'evab e and Dan'e a has no further quest'ons to d'scuss w'th manager she proceeds to accept the target set for

her.



Banking & Financial Services — Lead Management System

Q_ Search or type a command

E Leads Assist Chat Myhub My tasks About

Activity

Chat
e Leads Assist  10:00 AM

w
leams Quarterly Sales Targets Published!

Calendar

% 0 0 0

New customer Policy sales Renewals
accounts

i

Thanks for accepting the assignment. | have shared it with your

manager.

L
poo m

21

Apps
Type a new message

©) b0 O®B &

Once accepted the adapt've card refreshes to show a counter 'nd'cat ng Dan'e as progress towards her quarter goa s. The app also prompts Daniela to
start planning her strategy to achieve the targets
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Activity

Chat

ws Activity overview

Teams
® Teams calls Emails Texts

1] 1654 1654 1654

Calendar

.

Q_ Search or type a command

E Leads Assist Chat Myhub My tasks About

-] /A\

Leads Assist
Jan Feb Mar Apr

My day
Scheduled

Intro call with Babak Shammas
8:00 AM-9:00 AM

Teams meeting

Quarterly Target — Review discussion
10:00 AM-11:00 AM
EB Teams meeting

Apps

@)

Daniela is taken to her personal hub which shows her activities - # calls made, # emails sent to leads. It also shows her progress in previous quarters to

Jul Aug Sep

Open leads (82)

Customer Status

All

,@, Aadi Kapoor ® New lead
4

@, Aaron Buxton
i@ Miguel Silva

® New lead

Target progress Quarter3 v

50.3

Renewals

82.3 95

New customer

accounts Policy sales

Tip: You would have to talk to 15 leads per day to achieve your sales goals per your current
lead conversion rate

To-do

12 Jun, 8:00 AM-9:00 PM
Call John

Source

All

® 12 Jun, 8:00 AM-9:00 PM

: : Defaulted loan status
aadi.kapoor@mail.com

® 12 Jun, 8:00 AM-9:00 PM

Discuss loan terms

aarbux@mail.com Newsletter

12 Jun, 8:00 AM-9:00 PM
g ; ; : Rate approval
miguelsi@gmail.com Social 22

12 Jun, 8:00 AM-9:00 PM

he p prov'de a retrospect’ ve view anad p an her ve oc'ty. Dan'e a has the opt'on to se ect a few eads to reach out dur'ng her day
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Q_ Search or type a command

E Leads Assist Chat Myhub My tasks About

Activity overview Target progress Quarter3 v

® Teams calls Emails Texts
1654 1654 1654

Calendar

L
82.3 95 © 503

a New customer

accounts
S
= / g, o

L
Leads Assist Tip: You would have to talk to 15 leads per day to achieve your sales goals per your current
Jan Feb Mar Apr May Jun Jul Aug Sep lead conversion rate

Policy sales Renewals

My day Open leads (82) To-do

Unscheduled : -9
nscheduie Customer Status Source e ol e Ul
Call John

'@ Aadi Kapoor Add activity All All

® 12 Jun, 8:00 AM-9:00 PM

; : : Defaulted loan status
6 Aaron Buxton Add activity v@‘; Aadi Kapoor ® New lead aadi.kapoor@mail.com

® 12 Jun, 8:00 AM-9:00 PM

y Discuss loan terms
Scheduled @, Aaron Buxton ® New lead aarbux@mail.com Newsletter

EB Intro call with Babak Shammas 12 Jun, 8:00 AM-9:00 PM

Apps . 3
8:00 AM-9:00 AM i('a Miguel Silva miguelsi@gmail.com Social Rl

Teams meeting
@ 12 Jun, 8:00 AM-9:00 PM

As Dan'e a chooses the eads she wants to reach out to 't gets added automat'ca y to her ca endar ana the app rem'nds her at regular intervals to make
contact with the selected leads.
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Q_ Search or type a command

E Leads Assist Chat Myhub My tasks About

Activity

e Leads Assist 10:00 AM

Teams Planned leads
m You've the following leads planned for reach out today.

Calendar '@) Aadi Kapoor
" Interested in Home Lo&

Aaron Buxton New lead

Interested in Car loan

P ﬂ Beth Davies -
Has queries around mortgage rates

Leads Assist

Babak Shammas
Potential upgrade insurance policy holder

Renewal

221

Apps
Type a new message

©) b O O®B &

As the app not't'es Dan'e a of the eads she c ‘cks on the f'rst ead to earn more about the'r prof” e and backgrouna to have a more informed
conversation with the lead
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Q_ Search or type a command

E Leads Assist Chat Myhub My tasks About

Activity

ﬂ Beth Davies Newlisad
Has queries around mortgage rates

Te B
e Babak Shammas
m Potential upgrade insurance policy holder

Calendar

S e Leads Assist 10:00 AM

i &), Aadi Kapoor

¥ Interested in home loan

Renewal

o Email:
()

aadi.kapoor@gmail.com

Leads Assist

221

Apps

@)

An adapt ve card shows up w th bas'c nformaton from CRM about the ead Aad” Kapoor. naddt'on the app suggests ns'ghts into the preferences and
aemograph'cs of the ead as recorded n the CRM. Dan'e a sees that the ead qua fes for a few oan offers

Phone no:

Last contacted:
Lifecycle stage:
Existing accounts:

Timezone:

Applicant insights:

+91 9812313567

N/A

New lead

SB Account at XYZ Bank
IST

¢ The lead has annual income in INR 15L — 25L category
e The lead has recently purchased a car

e The lead’s credit score is 751 and qualifies for low interest rate loan

View details

Type a new message

A ¢ © @B &

+ Add a‘givity

Change status
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Leads Assist
Add activity
& Teams calls B Texts 8 Create task Preview

Customer email address

Enter dress Contoso bank ?’
where dreams come true.. \ “
-
Subject

Enter subject

Email body

Enter your message

Signature

Enter signature

Daniela reaches out to the lead initially via e-ma’ . The app prov'des her the ab” 'ty to draft an ema d'recty from Teams. t is pre-filled with letterhead and
other re evant deta s that need to be sent out to a potent'a customers.



Banking & Financial Services — Lead Management System

Leads Assist
Add activity

& Teams calls =~ O Texts te Create task Preview

Customer email address

aadi.kapoor@gmail.com Contoso bank ?’
where dreams come true.. \ A
-

Subject

Hi Aadi,
Request for home loan : :
Greetings! | am reaching out to you from Contoso bank. | understand
you are looking at buying a home and has requested for loan

Hi Aadi, options. Firstly, Congratulations on your new house.

Email body

Greetings! | am reaching out to you from Contoso bank. | understand We have some excellent loan offers available specifically for you.
you are looking at buying a home and has requested for loan options. Would you be available today or tomorrow to discuss over a call?

Signature Yours Truly,

_ Daniela Mandera
Daniela Mandera

Dan'e a gets to know from CRM 'nformat on that Aad™ ‘s purchas ng a house and ‘s e 'g'b e for home oan offers as we . She proceeds to draft an e-mail to
check Aadi's interest in home loan options from Contoso bank



After a couple of days, Aadi Kapoor replies to the e-mail sent by Daniela enquiring about loan
options and requests for a call.
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Leads Assist
Add activity
& Emails & Team:s calls O Texts o Create task Schedule for the day

Meeting title

Home Loan Options

12:00 l Sales stand-up

Attendee
aadi.kapoor@gmail.com
Time

Fri, Nov 1 2019 1:00 PM v Fri, Nov 1 2019 1:30PM v~ 30m
Notes

Add additional notes

Call with Will Little
jay Prasad

Y72 2777777

=

Dan'e a uses the app to schedu e aca w'th Aaa’. The app provdes fex b” 'ty to add aod 't ona attendees f requ red and suggests suitable time to
schedule a meeting with the lead.
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Q_ Search or type a command

E Leads Assist Chat My hubs My tasks About

Last contacted: N/A

Lifecycle stage: New lead
Existing accounts: SB Account at XYZ Bank

Timezone: IST

Applicant insights:
e The lead has annual income in INR 15L - 25L category

|
Calenday ¢ The lead has recently purchased a car
‘. e The lead’s credit score is 751 and qualifies for low interest rate loan

View details + Add activity Change status

i

m .
- e Leads Assist 10:00 AM

Leads Assist

Upcoming customer meeting
You have an upcoming meeting with Aadi Kapoor. | have collated
some useful talking points for Home loan options

B}, Aadi Kapoor

¥ Interested in home loan

Last contacted: 27/10/2020

Lifecycle stage: New lead

m‘ View talking points

221

Apps
Type a new message

@ A CO®B & -

At the schedu ed date and t me the app proact ve y rem nds the re at' onsh'p manager to jo'n the meet ng and suggests some talking points as well for

preparation.
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Home Loan Options O

® 00:22:06 & o o~ Leave

Assist pane

& | Leads Assist

g@ Aadi Kapoor
Interested in home loan

Phone no: +91 9812313567

Last contacted: 27/10/2020

Lifecycle stage: New lead

Existing accounts: SB Account at XYZ Bank
Timezone: IST

B == & n

Summary Details Related

& | Leads Assist

Offers

0% processing fees on home loan
Special offer on home loan
INR 1,50,000

15% discount on home insurance
Home insurance offer
INR 80,000

Introductory rate offer for fixed deposits
Offer for fixed deposit

INR 30,000

More Notes

Aadi Kapoor & 1 ,, ; & Leads Assist

As Dan‘eajonstheca wththe ead the app shows bas'c nformat'on about the customer on the meet'ng s'de pane. t aso brings up customized offers,
discounts and talking points available for Aadi Kapoor
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Home Loan Options O

® 00:22:06 @ 8 [ | o Leave

Assist pane

&€ Leads Assist

0& Aadi Kapoor
Interested in home loan

Phone no: +91 9812313567

Last contacted: 27/10/2020

Lifecycle stage: New lead

Existing accounts: SB Account at XYZ Bank
Timezone: IST

Bl = & |n

Summary Details Related

& | Leads Assist

Offers

& Leads Assist

Frequent actions

[3 Share policy as

& Send next steps email

\ [ K- ® Schedule an activity

Aadi Kapoor \

Dan'e a can a so use the s'de pane to perform frequent act'ons such as shar'ng of documents e-mails to the lead while on the call. Daniela chooses to
share an asset related to the home loan policy under discussion.
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@ Leads Assist

Share policy assets
Select the files to include

~ Home loan brochure.pdf ~ Document checklist.docx

¥ Loan application form.docx ¥ Standard terms & conditions..

¥ New account registration f..

Message to customer
Hey Aadi, Attaching some documents you can go through and

complete. Reply to the email with signed scanned copies of these
documents

Cancel S

The app prompts a d'a og box for Dan'e a to view and choose the f es to be sharea w'th the ead. Opt'ona y Dan'e a can a so add a note along with the
message. On ¢ ‘ck'ng Share these t es are sent as attachments 'n e-mail to Aadi Kapoor.
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Q_ Search or type a command

E Leads Assist Chat My hubs My tasks About

Activity

Chat

oo 9 Leads Assist  10:00 AM
g

Teams

Calendar

.

How was your call?

You just completed a call with Aadi Kapoor. Tell us how it went

Next follow up

i

Leads Assist

221

Apps

@)

Post the ca

Add follow up title

Follow up date
Select follow up date
Expected date of closure

Select expected date of closure

Remarks

Add remarks

m + Add activity

Type a new message

A ¢ © @B &

Change status

w'th ead Dan'ea s prompted to enter her exper'ence speak ng w'th the ead and document any fo ow-up activity that would be required.
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Activity

Teams

Calendar

.
i

Leads Assist

221

Apps

@)

Dan'e a makes a note that Aad 's n ast stage of dec’'s’'on mak'ng process and wou d potent'a y choose Contosos oan offer given the right rate offered.

E Leads Assist Chat

Q_ Search or type a command

My hubs My tasks About

9 Leads Assist 10:00 AM

How was your call?

You just completed a call with Aadi Kapoor. Tell us how it went

Next follow up
Loan option 1 - Decision
Follow up date
13th Nov, 2020
Expected date of closure
18th Nov, 2020
Remarks

Customer is in last stage of decision process - comparing loan
options. They might choose our bank given the right offers.
Provide best possible loan rate comparison

DR Add activit
o, TR

Change status

Type a new message

A ¢ © @B &

This will be useful to keep in mind during follow-up calls
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Q_ Search or type a command

E Leads Assist Chat Myhub My tasks About

Last contacted: N/A
Lifecycle stage: New lead
Existing accounts: SB Account at XYZ Bank

Timezone: IST

Applicant insights:
¢ The lead has annual income in INR 15L - 25L category
e The lead has recently purchased a car

Calendar
¢ The lead’s credit score is 751 and qualifies for low interest rate loan

.

View details + Add activity Change status

i

Leads Assist

-]
e Leads Assist 10:00 AM  Updated

Your follow-up activity has been updated
Your next follow-up with Aadi is on 13th November. | will remind
you 30 minutes before the follow-up

B}, Aadi Kapoor

¥ Interested in home loan

Last contacted: 27/10/2020
Lifecycle stage: Opportunity

Viey details + Add activity Change status

L3

&5

Apps
Type a new message

©) b O O®B &

The app makes a note of the experience and the follow-up activity. It will prompt Daniela to take action on the day of scheduled follow-up easing her life

in tracking lead relationships.



Aadi Kapoor gets back to Daniela and agrees to proceed with Contoso's loan offer. Daniela
tracks Aadi’'s win in the CRM and identifies other opportunities
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Q_ Search or type a command

E Leads Assist Chat Myhub My tasks About

Activity overview Target progress Quarter3 v

® Teams calls Emails Texts
1654 1654 1654

Calendar

\
82.3 95 ¢ 503

a New customer

accounts
S
= / g, o

L
Leads Assist Tip: You would have to talk to 15 leads per day to achieve your sales goals per your current
Jan Feb Mar Apr May Jun Jul Aug Sep lead conversion rate

Policy sales Renewals

My day Open leads (82) To-do

Unscheduled . -9
nscheduie Customer Status Source LT R A BT
Call John

'@ Aadi Kapoor Add activity All All

® 12 Jun, 8:00 AM-9:00 PM

r'@, Aadi Kapoor Opporftunity aadi.kapoor@mail.com Email Defaulted loan status
6 Aaron Buxton Add activity d A

® 12 Jun, 8:00 AM-9:00 PM

® New lead aarbux@mail.com Newsletter Discuss loan terms
Scheduled

8 Intro call with Aadi Kapoor 12 Jun, 8:00 AM-9:00 PM
Apps 8:00 AM=9:00 AM , ill Li ® New lead willlt@mail.com Newsletter Rate approval

Teams meeting
@ 12 Jun, 8:00 AM-9:00 PM

n order to track the ead status to comp et'on Dan'e a uses her persona dashboard vew to ¢ ‘ck on the Opportun'ty stage of Aadi Kapoor.
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Q_ Search or type a command

E Leads Assist Chat Myhub My tasks About

Activity overview Target progress Quarter3 v

® Teams calls Emails Texts
1654 1654 1654

Calendar

.
82.3 95 © 503

a New customer

accounts
S
= / g, o

-
Leads Assist Tip: You would have to talk to 15 leads per day to achieve your sales goals per your current

Jan Feb Mar Apr May Jun Jul Aug Sep lead conversion rate

Policy sales Renewals

My day Open leads (82) To-do

Unscheduled . -9
nscheduie Customer Status Source LT R A BT
Call John

'@ Aadi Kapoor Add activity All All
® 12 Jun, 8:00 AM-9:00 PM

6 J@, Aadi Kapoor Opportunity v aadi.kapoor@mail.com Email Defaulted loan status
>§ Aaron Buxton Add activity d

New lead ® 12 Jun, 8:00 AM-9:00 PM

Qualified aarbux@mail.com Newsletter Discuss loan terms

Demo

8 Intro call with Aadi Kapoor . 12 Jun, 8:00 AM-9:00 PM
Opportunity

8:00 AM-9:00 AM , ill L willlt@mail.com Newsletter Rate approval
. Customer won
@ Teams meeting

Scheduled

Apps

Customer lost 12 Jun, 8:00 AM-9:00 PM

She proceeds to mark 't as a won opportun'ty n the drop down that appears.
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Leads Assist
Customer won

el Congrats for converting the lead to a
b Q ,  customer opportunity!

Estimated Opportunity Converted Opportunity
INR 2,82,000 INR 2,82,000

Other related opportunities

Life insurance policy renewal x § E243 loan X
Platinum credit card X

Add opportunites here...Ex: opportunity1; opportunity?;

Notes

The customer is already looking at potential home insurance policies

o

As Dan'e a marks the opportun'ty as won she ‘s promptead to enter further deta’ s around the customer and cross-sell, up-sell opportunities present. This
will be tracked in CRM by same / other departments.
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Q_ Search or type a command

E Leads Assist Chat Myhub My tasks About

Activity overview Target progress Quarter3 v

® Teams calls Emails Texts
1654 1654 1654

Calendar

.
82.3 95 © 503

a New customer

accounts
S
= / g, o

L
Leads Assist Tip: You would have to talk to 15 leads per day to achieve your sales goals per your current
Jan Feb Mar Apr May Jun Jul Aug Sep lead conversion rate

Policy sales Renewals

My day Open leads (82) To-do

Unscheduled . -9
nscheduie Customer Status Source LT R A BT
Call John

'@ Aadi Kapoor Add activity All All

® 12 Jun, 8:00 AM-9:00 PM

6 J@, Aadi Kapoor Customer won aadi.kapoor@mail.com  Email Defaulted loan status
>§ Aaron Buxton Add activity d

® 12 Jun, 8:00 AM-9:00 PM

® New lead aarbux@mail.com Newsletter Discuss loan terms
Scheduled

8 Intro call with Aadi Kapoor 12 Jun, 8:00 AM-9:00 PM
Apps 8:00 AM=9:00 AM , ill Li ® New lead willlt@mail.com Newsletter Rate approval

Teams meeting
@ 12 Jun, 8:00 AM-9:00 PM

On mark'ng Customer won Dan’'e a gets c oser nach'evng her sa es targets successfu y. Opportun'ty stage changes are recorded in CRM backend
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Solution Highlights — Best Practices

Key Solution Design Considerations

Platform Extension Points User Experience
* Personal Scoped App The app is completely personal scoped because  Card refreshes are used to update the card status instead of sending
target setting, progress towards the target are personal and not done in multiple different cards about the same request. This ensures that readability
collaboration with other RMs. is easier, and app does not spam with multiple cards for updates.
o Personal Tab — The tab is used for presenting the highly visual analytics « List cards are used for providing a single consolidated view of leads with
of operational metrics, velocity information and filterable view of leads. summary information around the lead. This provides a high level view which
Tab is required to show all this information in one hub with flexibility of RMs can delve deep into on a per lead basis.

Ul elements.
» Proactive Messages are sent at scheduled time to remind RMs about

o Personal Bot — Personal bot is mainly used for notification, reminders upcoming calls with leads.
and alerting users about lead management.

* Apps in Meetings are used to surface relevant information needed by the
RM in converting a lead. Meetings / Calls are a core component of RM'’s day
to day activities so meeting extensibility is a core component.

» Task Modules are used primarily for adding an activity — sending e-mails,
performing calls and adding reminders. These actions are means to an end
(performing activity on a lead) and should be done within the flow

Graph API

* The app utilizes Send Mail Graph API to create and send e-mails via signed-in user’s account to leads.
* The app also uses Create Event Graph API to create Teams calls between leads and RMs and Calendar Graph APIs to read and show calendar events


https://docs.microsoft.com/en-us/microsoftteams/platform/concepts/design/personal-apps
https://docs.microsoft.com/en-us/microsoftteams/platform/apps-in-teams-meetings/create-apps-for-teams-meetings?tabs=json
https://docs.microsoft.com/en-us/microsoftteams/platform/task-modules-and-cards/what-are-task-modules
https://docs.microsoft.com/en-us/outlook/actionable-messages/adaptive-card
https://docs.microsoft.com/en-us/microsoftteams/platform/task-modules-and-cards/cards/cards-reference
https://docs.microsoft.com/en-us/graph/teams-proactive-messaging
https://docs.microsoft.com/en-us/graph/api/user-sendmail?view=graph-rest-1.0&tabs=http
https://docs.microsoft.com/en-us/graph/api/calendar-post-events
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Solution Architecture

2w

Employee
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Azure S

Bot / Task
Module / ME

ubscription

Graph API

=
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AAD

&
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R

—’,@ e —— [y

Bot Registration

Database

Lead Assist
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T

GET Lead wise
Activity

l

RM Activity @

External Systems
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~___]
-
—
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~___]
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Business to Consumer Chat Center




Scenario Vision

products for customers.

Context

Current State

A

> > > B b

Customers typically reach out to Contoso banking RMs in the form
provided in the website. All requests are sent as e-mails to a
common mail box

The monitored mail box is triaged daily and assigned to Daniela
based on the type of query.

Daniela respond over e-mails for all queries received and waits until
the customer replies next. Live chat is not a supported option

All conversations history and customer information should be
manually read and updated in the CRM by Daniela regularly

Handling more than one customer at a time becomes increasingly
challenging due to multiple e-mail threads.

The RM has to manually prepare notes, talking points during calls
with customer by going through customer info in CRM and past
email threads.

A- Points of Friction

o

™
< 0
c e
-§=
K
T =
o

* Daniela is a relationship manager (RM) at Contoso Banking. She is part of a team that covers personal, home and car loan

 As part of her job responsibilities, Daniela is required to handle customer inquiries about products assigned to her. Leads from
these inquiries are expected to be converted to customer opportunities contributing to her targets.

Future State

v

v

As soon as a customer requests information on an inquiry, a chat
request is initiated and assigned to Daniela

Daniela accepts the chat and starts interacting with the customer
from within Teams. Triaging happens automatically based on type of
query

Live chat is supported using the app and it also supports chatting
with multiple customers in parallel

Conversations with each customer is automatically tracked and
recorded in CRM. It also provides basic info & talk track for the RM

The app also provides option to schedule meetings with the
customer instantly and provides in meeting experiences to the RM

During the meeting, the app provides talk track with customized
offers and discounts for Daniela.



Daniela Mandera, Banking Relationship Manager

Daniela is a relationship manager at Contoso Banking. She
frequently handles inquiries from customers regarding loan
options. She works with the leads to clarify their concerns
and win customer sales.



Megan Bowen, a potential customer, has reached out to Customer support service in the
bank’s website with a query regarding car loans
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Q, Search or type a command

Contact Center cChat Mychats Help About

@ Contact Center 10:00 AM

New customer chat request

712345 : Need car loan options

Megan Bowen
+1(310)-228-7387 = megan.bowen@gmail.com

Query:

am planning on buying a car and would like to explore the loan offers

provided for new car purchase.

| Status: Unassigned

}'\\kﬁt"pf Transfer

As Megan n't'ates a chat request to a re at onsh'p manager the app checks for the type of query ava ab e RMs at that t me and sends an adaptive card
for Dan'e a as she ‘s ava’ ab e to hand e the query. The card prov des the query that Megan has ra'sed for context.
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Q, Search or type a command

Contact Center cChat Mychats Help About

Accept Transter

@ Contact Center 10:071 AM
8:14

{ Contoso Bank

Active chats

Q ﬂe-?anﬁowen | am planning on buying a car
and would like to explore the
loan offers provided for new car

‘Q ; You are currently chatting with Megan Bowen purchase

Megan: | am planning on buying a car and would like to explore the loan offers What"s the interest rate that you
provided for new car purchase offer?

What is the interest rate that you offer?

Transfer Schedule meeting Talk track

Expand chat

© Message text

On accept ng the request a new card 's posted n the chat c eary nd'cat ng the customer that Dan'e a 's current y chatt'ng with. The card has a text box
where Dane a can type responses to the query and ntate ve chat wth Megan.
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Q, Search or type a command

Contact Center Chat Mychats Help About

Accept Transter

@ Contact Center 10:01 AM
8:14

{ Contoso Bank

Active chats

N:g?ar_“aowen | am planning on buying a car
and would like to explore the
loan offers provided for new car

\9 ; You are currently chatting with Megan Bowen purchase
What is the interest rate that you

Megan: | am planning on buying a car and would like to explore the loan offers
offer?

provided for new car purchase
What is the interest rate that you offer?

Transfer Schedule meeting Talk track

Expand chat

Hi Megan, Of course, | can help you find the best loan option
for you. | have a couple of excellent options for you but | would
like to know more about your loan needs. What kind of car are

you looking to purchase?|

© Message text

Dan'e a proceeds to wr'te a response to Megan 'n the text box. She asks a fo ow up quest'on to Megan to narrow down the oan options that would fit

Megan'’s needs.
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Q_ Search or type a command

Contact Center cChat Mychats Help About

@ Contact Center 10:01 AM
Active chats
0 Megan Bowen
2 Message
| am planning on buying a car

\G , You are currently chatting with Megan Bowen and would like to explore the
loan offers provided for new car

purchase

8:14

{ Contoso Bank

What is the interest rate that you offer?

What is the interest rate that you

You: Hi Megan, Of course, | can help you find the best loan option for you. |
: L 5 ’ offer?

have a couple of excellent options for you but | would like to know more about
your loan needs. What kind of car are you looking to purchase?

Hi Megan, Of course, | can help
you find the best loan option for
Transfer Schedule meeting Talk track you. | have a couple of excellent
options for you but | would like
to know more about your loan
needs. What kind of car are you
looking to purchase?

Expand chat

© Message text

On c ‘ck'ng subm’t the message gets sent to Megan on the web chat on Contosos s'te. Megan sees the message from Dan'e a on her mobile as a
response from a bot chat.
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Q_ Search or type a command

Contact Center cChat Mychats Help About

@ Contact Center 10:01 AM
8:14

Active chats { Contoso Bank

Megan Bowen B N
2 Messag | am planning on buying a car
d and would like to explore the

3 v Ahorares ith M Bor loan offers provided for new car
¥, You are currently chatting with Megan Bowen purchase

Megan: | am planning on buying an Audi Q3 What is the interest rate that you
offer?

Customer waiting for your response

Hi Megan, Of course, | can help
you find the best loan option for
you. | have a couple of excellent
options for you but | would like
to know more about your loan
needs. What kind of car are you

Expand chat looking to purchase?

Good choice! Do you have an existing loan with us or any other Ioa3m Rlanbing eabuya A St

banks?

Transfer Schedule meeting Talk track

© Message text

As Megan types a repy from her mob” e on the web based bot the response ‘s updated on the adapt've cara for Dan'e a to vew. Daniela proceeds to type
a response on the text box at the bottom.
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Q, Search or type a command

Contact Center cChat Mychats Help About
o [

@ Contact Center 10:30 AM

New customer chat request

Chris Naidoo
+1(310)-228-7553 ' chris.naidoo@gmail.com

Query:

went through your website for car loans. | want to discuss regarding the
processing fee. It seems to be high

Status: Unassigned

Accept Transfer

Wh' e Dan'e a 's speak ng to Megan regard ng a card oan opt ons another potent'a customer Chr's Na'aoo a so wants to c arify a few questions around
car oan fees and subm'ts a chat request on Contoso Bank'ngs mob’ e app.
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Q, Search or type a command

Contact Center cChat Mychats Help About

Accept Transfer

@ Contact Center 10:31 AM

Active chats

“ Chris Naidoo 0 Megan Bowen
Message Awaiting Ref

s

* You are currently chatting with Chris Naidoo

Chris: | went through your website for car loans. | want to discuss regarding the
processing fee. It seems to be high

Customer waiting for your response.

Transfer Schedule meeting Talk track

Expand chat

S'nce Dan'e a ‘s ava ab e to support more customers ‘n para e she accepts the chat request. An acapt've card appears wh'ch shows both Megan and
Chr'ss chat h'story wh' e ceary h'gh ‘ght'ng the se ected customer for chatt ng.
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Q, Search or type a command

Contact Center cChat Mychats Help About

Accept Transfer

@ Contact Center 10:01 AM

Active chats
0 Megan Bowen 0 Chris Naidoo
2 Message Awaiting Ref
\G ; You are currently chatting with Megan Bowen

Megan: | am planning on buying an Audi Q3

Customer waiting for your response.

Transfer Schedule meeting Talk track

Ex p.mdkh.n

Dan'e a can sw tch eas y between chatt'ng w th Chr's and Megan by ¢ ‘ck'ng on the r respect ve buttons. Any chat messages sent by Daniela will be sent to
the currently selected customer.
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Contact Center

Chat with user

Megan Bowen
+1(310)-228-7387 megan.bowen@gmail.com

| am planning on buying a car and would like to explore the loan
offers provided for new car purchase
What is the interest rate that you offer?

Hi Megan, Of course, | can help you find the best loan option for you.
| have a couple of excellent options for you but | would like to know
more about your loan needs. What kind of car are you looking to
purchase?

| am planning on buying an Audi Q3

Enter your answer here

Type here ",>

Export chat

As chat conversat'ons go onger Dan'e a can expand chat to open a task modu e w'th the ent're chat h'story w'th the customer. Daniela can also use the
text box in this view to continue chatting with Megan.
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Q, Search or type a command

Contact Center Chat Mychats Help About

Accept Transfer

@ Contact Center 10:01 AM

Active chats

0 Megan Bowen 0 Chris Naidoo
2 Message Awaiting Ref
\G ; You are currently chatting with Megan Bowen

Megan: | am planning on buying an Audi Q3

Customer waiting for your response

Transfer Schedul®Rmeketing Talk track

Expand chat

Once Dan'e a gets enough nformat’on from the customer from chat f the customer w'shes Dan’'e a can cont nue rest of the d scussions over a call where
she can share more information with the customer.



Banking & Financial Services — B2C Chat Center

Contact Center

Schedule meeting

Schedule meeting with Megan Bowen

Select a slot

O Meet now

O 26 May 10:30 - 11:00

O 26 May 11:30 - 12:00

O 26 May 13:30 - 13:00

The app proposes a few s ots for schedu 'ng the meet'ng as per ava ab’ 'ty n Dan'e as ca enaar and preterences provded by Megan, if any.
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Contact Center
Schedule meeting

Schedule meeting with Megan Bowen

Select a slot

© Meet now

Comments (Optional)

Hi Megan, please click on join the call.

O 26 May 10:30 - 11:00

O 26 May 11:30 - 12:00

O 26 May 13:30 - 13:00

Dan'e a may a so choose to meet mmed ate y w'th the customer. nth’'s case s'nce the customer Megan wants an ‘'mmea ate response and clarification,
Daniela schedules a call.
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Q, Search or type a command

Contact Center cChat Mychats Help About

Accept Transfer

@ Contact Center 10:30 AM

Meeting scheduled

713524 : Processing fee on recent car loan

Megan Bowen

+1(310)-228-7387 = megan.bowen@gmail.com

Car loan option
Monday, May 26, 2020 @ 10:00 - 10:30

' View details Reschedule

The app schedules a meeting with Megan a
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® 00:22:06 & M > Leave

Contact Center

\a ; Megan Bowen

Company: Abrahams Corp.
Location: Boulder, CO
Original lead: USA CO Boulder

Mutual contacts: Aadi Kapoor
= & in

Summary Details Related

‘a ; Megan Bowen

Playbook

Skoda Rapid
Class: Mid-size sedan
Talking points : Full efficient..

Skoda Kodiaq
Class: SUV
g Talking points : 7 seater...

# Skoda Superb

=¥ Class: Family sedan
y Talking points : Luxury interior

More Notes

Dur'ng the ca the app prov'des bas'c nformat on about the customer to Dan'e a to he p her prov'de oan offers that w’
add'ton 't asoshows oan offers ava ab e for varous categor'es of cars for Dan'e a to reter aur'ng p'tch'ng.

be relevant to the customer. In
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Q_ Search or type a command

Contact Center cChat Mychats Help About

Accept Transfer

@ Contact Center 10:01 AM

Active chats
0 Megan Bowen 0 Chris Naidoo
2 Message Awaiting Ref
\G ; You are currently chatting with Megan Bowen

Megan: | am planning on buying an Audi Q3

Customer waiting for your response

Transfer Schedule meeting Talk Rack

Expand chat

Even outs'ae ca s the app prov des curated and custom zed ta k track depend’'ng on the type of quer'es that come from customers. Daniela can refer to
the talk track while chatting with customers.
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Contact Center

Talk track

Overview Eligibility calculator Offers for Megan

1. SAFE N EASY (for salaried professionals): This is a special offer for salaried professionals & offers a
pocket-friendly EMI which is Up to 75% lower as compared to your regular EMIs. EMIs start at just Rs
899/lakh for the initial 6 months and regularizes after that to make it pocket friendly

EMI from EMI/Lakhs (%)
1-6 months 899

1-6 months nz

2. SAFE N EASY (for All customers): This scheme offers a pocket friendly EMI which is Up to 70%

lower as compared to your regular EMIs. EMIs start at just Rs 899/lakh for the initial 3 months and
regularizes after that to make it pocket friendly

EMI from EMI/Lakhs (%)
1-3 months 899

4-36 months EREEY

Exclusive offerings#:

1. Health Insurance (Including coverage for COVID-19)

2. Personal accident cover

3. Household cover

4. Up to 3 EMIs paid in case of job loss due to Merger & Acquisition

C ck'ng on the ta k track opens a task modu e w'th overv'ew of varous oan opt'ons ava ab e for the part'cu ar customer. Daniela can pick and choose
that best matches the customer need.
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Contact Center
Talk track

Overview Eligibility calculator Offers for Megan

Based on Megan's customer score, we have the following additional benefits that Megan is
qualified

+ 0% of Principal Outstanding for preclosures within 1 year from 1st EMI
+ Zero processing charges
+ Overdue EM| interest at 2% for this customer. Typically overdue EMI interest rate is 5%.

f there are spec't'c offers d’'scounts that the customer gua t'es for the app a so provdes Dan'e a w'th that nformat on. This allows Daniela to have a
more personalized conversation with Megan.
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Q, Search or type a command

Contact Center cChat Mychats Help About

@ Contact Center 10:00 AM

Active chats

Megan Bowen Chris Naidoo 4 Daniela B
Message 2 Messages Awaiting Reply

: Saurav Gupta Debra M
3 Messages 2 Awaiting Reg

‘5 ; You are currently chatting with Megan Bowen

Megan: | am planning on buying a car and would like to explore the loan offers
provided for new car purchase
What is the interest rate that you offer?
omer waiting 1or your r
Talk track

Transfer Schedule meeting

Expand chat

Dan’'e a can have up to 5 para e conversat'ons w'th d'tferent customers at a t me us'ng the app. The card upaates to show unread messages for each

customer chat a ow ng Dan'e a to sw tch to customers who are wa't ng for responses.
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Q, Search or type a command

Teams Loan Inquiries Posts Files Wiki —+

A

Pinned

Q) Marketing New customer chat request
Northwind Traders 112345 : Need car loan options

Megan Bowen

ﬂ Customer service +1(310)-22 37 ' megan.bowen@gmail.com

Calendar

Genera Query:

Overview I am planning on buying a car and would like to explore the loan offers
provided for new car purchase.
Loan Inquiries

Shiproom Status: Unassigned

Telemetry
32 hidden channels . . :
Transfer Schedule meeting Talk track
Tailspin Traders
slies from Contact Center and Daniela
Account Team =8 N Contact Center 10:23 AM

Megan: what is the interest rate that you offer?
General

Accounting : Daniela
Contact Center Hi Megan, Of course, | can help you find the best loan option for you. | have a couple of excellent options for you

Finance but | would like to know more about your loan needs. What kind of car are you looking to purchase?

Fiscal Year Planning .
; Contact Center 10:23 AM
den channels Megan: | am planning on buying an Audi Q3

Mare

Type a new message

Join or create a team LX
| - A ¢ © W B E -

Aternat'vey the app can a so be conf'gurea to work 'n channe scope where the customer conversat'ons are v's'b e fora RMs. RMs can collaborate to
prov de responses to open chat requests to any customer wh'ch ‘s key dur ng tra'n ng phases.
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Solution Highlights — Best Practices

Key Solution Design Considerations

Platform Extension Points User Experience
+ Personal Scoped App The app is defined to be predominantly personal » Proactive Messages are sent to RMs whenever a customer initiates a chat
scoped app with a bot to maintain privacy. request to speak to an RM
o Personal Bot — Personal bot acts as a bridge between the RM on Teams * Card refreshes are used extensively to refresh same card when a new
and the customer on a client platform such as client mobile app / customer reply comes through or after an RM accepts an additional chat
Messenger or other chat platforms. request. Since conversations are going to be multi-turn and between
multiple customers at a time, it is imperative that the RM doesn't get
o The bot makes use of Bot Framework Channels to connect two parties spammed with multiple cards for each reply.
interacting via two different channels. Microsoft Bot Framework
supports interworking of multiple channels + Meeting Extensibility plays a key role when a text chat gets escalated into
a Teams call for further information. With the app showing information right
* Channel Scope (Optional): The last screen also represents a possible on meeting side panel, RM is empowered to provide accurate and relevant
approach of implementing the RM <-> customer chat experience in channel info instantly to customers.

scope as threaded messages. Visual complexity in adaptive card is lower as
channels allow for threaded messages. However, all customer conversations
are visible to all RMs and members of the Team / Channel.

Graph API

» The app uses Create Event Graph API to create Teams calls between leads and RMs and Calendar Graph APIs to read and show calendar events

« App makes use of Presence Graph API to assign incoming chat requests to RMs who are available at the time of request.


https://docs.microsoft.com/en-us/azure/bot-service/bot-service-manage-channels?view=azure-bot-service-4.0
https://docs.microsoft.com/en-us/graph/teams-proactive-messaging
https://docs.microsoft.com/en-us/outlook/actionable-messages/adaptive-card
https://docs.microsoft.com/en-us/microsoftteams/platform/apps-in-teams-meetings/create-apps-for-teams-meetings?tabs=json
https://docs.microsoft.com/en-us/graph/api/calendar-post-events
https://docs.microsoft.com/en-us/graph/api/presence-get?view=graph-rest-beta
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Solution Architecture
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Banking & Financial Services Book of Dreams

Approval Assistant




Scenario Vision

to customers announcing new year offers

Context

Current State

A

A

>

> > b

Daniela sends draft of the flyer as an email attachment to each stakeholder
separately. She avoids sending a group e-mail so as to not spam everyone in
the mail thread in case there are replies from approvers

One of the approvers approves the document directly and sends the approval
as a message over e-mail. Daniela notes the approvals in a separate excel list

Daniela also receives comments from a couple approvers to make a few
modifications on the file. She makes the changes and sends a reply email for all
approvers again walking through each modification and context

Daniela doesn't hear from the approvers, so she sends a reminder e-mail again
to her approvers

Once all approvers have provided approvals, Daniela confirms the approval and
sends the final document to all.

She maintains a record of approved versions separately

All approvers go through multiple separate e-mail threads which quickly
becomes cumbersome when 10+ approval requests come per day

A- Points of Friction

+ Daniela, a relationship manager at Contoso Banking is handling the creation of marketing asset for a discount flyer that is scheduled for distribution

+ Daniela needs to get approval from various stakeholders in her branch before she includes the flyer in the marketing communication.

Future State

v

Daniela uses Approve Assist app to submit an approval request for either multi
level approvals or horizontal, concurrent approval requirements. While approval
is submitted once, it tracks approval for each approver separately.

All approvers get notified of submitted approval request on the Teams app. As
approvals come through, the app keeps track of pending and completed
approvals leaving Daniela to focus on actual work

Reviewers can provide comments on the app directly which is available for
other reviewers too without spamming them with messages.

Updated file with modifications can be added to same approval request by
Daniela reducing e-mail threads and spamming approvers

Once all approvers have provided approvals, the final document is available for
exporting as a PDF to all.

Old approvals are automatically maintained for all stakeholders for
downloading at any point of time in the future

All approvals maintain an audit log which clearly shows the progress on
approvals



Daniela Mandera, Relationship Manager

Daniela is a relationship manager at Contoso Banking. She
handles customer inquiries, internal administration. She
frequently creates customer facing assets, marketing flyers
which are then distributed to customers



Daniela is tasked with designing a flyer for Contoso customers announcing them about new
loan offers, rate discounts
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< 2 L Search or type a command

Q Approve Assist Chat Notes Approvals Documents

)

((9) Approve Assist  10:00 AM

Welcome!

Calendar

Hello, | am your assistant to get fast and easy approvals. | can help
you with approvals on documents or notes from anyone in the

organization.

Sik: in Take a tour

Type a new message

A ¢ © @ B &

As Dan'e a adds the Teams app she ‘s we comed w th a message wa k' ng her through how the app can he p her f'nd nformat'on 'nside the organization
and prompts her to sign in to make use of approvals
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< £ Search or type a command

Q Approve Assist Chat Notes Approvals Documents

=
S)

Hello, | am your assistant to get fast and easy approvals. | can help
you with approvals on documents or notes from anyone in the

organization.

Sign in Take a tour

(9 Approve Assist  10:01 AM

Welcome!

Thanks for signing in. Let's get started on your first approval.

Crefte k;)pl ovals

Type a new message

A ¢ © W B &

Dan’ a gets to create her f'rst approva by c ck'ng on the bot message. n add't'on to th's entry po'nt the app a so has a bot menu command that allows
Daniela to create approval requests at any point of time.
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@ Approve Assist
Create approvals
Details Attachments

Request title ? Attach

Approval type

Hierarchical

Approvers

2 Search name

All approvers

Approval note

Add a note here

The approva creat’'on process a ows Dan'e a to spec'fy deta’ s around the type of approva requ’red. Concurrent approva ‘s to be used when multiple
peop e have to approve an tem and the oraer of approva does not matter. A approva s can happen s’ mu taneous y
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@ Approve Assist
Create approvals
Details Attachments

Request title Document

New Year Discount Flyer L ~  New Year Discount Flyer.pdf
0% 32 MB

Approval type 2 Attach

Concurrent Hierarchical

Approvers

O Chris Naidoo X @ Kayo Miwa X e Aadi Kapoor X |

Approval note

Please approve the flyer at the earliest. We are providing a discount of
15% across all products in Product Line Y and 20% in Product line Z

Unader concurrent approva s Dan'e a has to choose 'f she requres approva s from a approvers n order to move forward or 't partial number of approvers
would suffice
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@ Approve Assist
Create approvals

Details Attachments

Request title ? Attach

Approval type

—

Level 1 Approver(s)
2 Search name

+ Add more

Approval note

Add a note here

The app a so prov'des opt'on to get h'erarch'ca approvers. Th's s to be chosen when the approva has to happen n a spec’t'ed order. This is typical in
scenar os where there are mu t'p e eve s of approva and the tem to be approved goes to each eve after be'ng approved n the previous level.
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@ Approve Assist
Create approvals
Details Attachments

Request title Document

New Year Discount Flyer ~  New Year Discount Flyer.pdf
0O 32 MB

2 Attach

Level 1 Approver(s)

Approval type

O Chris Naidoo X @ Kayo Miwa X

Level 2 Approver(s)

e Aadi Kapoor X

+ Add more
Approval note

Please approve the flyer at the earliest. We are providing a discount of
15% across all products in Product Line Y and 20% in Product line Z

f Herarch'ca opt'on ‘s chosen the app prov'des Dan'e a w'th opt'on to prov'de approvers neach eve of approva. Once all levels are complete, the item
is considered to be approved.
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@ Approve Assist
Create approvals
Details Attachments

Request title Document

New Year Discount Flyer New Year Discount Flyer.pdf
098 372 MB

Approval type ? Attach

Concurrent Hierarchical

Approvers

‘ Chris Naidoo X {8 Kayo Miwa X o Aadi Kapoor X |

Approval note

Please approve the flyer at the earliest. We are providing a discount of
15% across all products in Product Line Y and 20% in Product line Z

For the New Year D'scount F yer that Dan'e a has des'gned she chooses to get concurrent approva s from at east 2 approvers of the total of 3 people in
the approval list.
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< 2 L Search or type a command

Approve Assist Chat Notes Approvals Documents

Create approvals

(9 Approve Assist  10:05 AM

Document approval Under review

New year discount flyer

Concurrent- At least 2 approvals required

Submitted by Daniela Mandera
Submitted on 12-12-2020

Awaiting approval 0 (&)

Please approve the flyer at the earliest. We are providing a discount of 15%
across all products in Product Line Y and 20% in Product line Z

Shofv p que‘;s

Withdraw Send reminder

Type a new message

A ¢ © @ B &

As Dan'e a suom'ts the approva request the app presents an adapt've card that shows the approva note current status of approval and approvers that
Daniela is waiting for.
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< £ Search or type a command

Q Approve Assist Chat Notes Approvals Documents

Activity

)

Create approvals

(@) Approve Assist 1005 AM

Document approval Under review

New year discount flyer

Concurrent- At least 2 approvals required

Submitted by Daniela Mandera
Submitted on 12-12-2020

Awaiting approval X

Please approve the flyer at the earliest. We are providing a discount of 15%
across all products in Product Line Y and 20% in Product line Z

Hide history

Status
Approval submitted by Daniela

Approved by Aadi Kapoor

Withdraw Send rkﬂinder

Type a new message

A ¢ © W B &

Dan'e a 's aso presented w'th an aud't og of approvas comment act'v't'es that occurred 'n the app organzed by date of activity. This provides a good
v'ew of progress espec’a y on mut eve approvas. Dan'e a may a so choose to send a rem nder for pena ng approvers



Chris, one of the approvers gets Daniela’s approval request. He reviews the request and
provides a few comments on the flyer
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< £ Search or type a command

Q Approve Assist Chat Notes Approvals Documents

Activity

)

Create approvals

(@)  Approve Assist 10:05 AM

Document approval Under review

New year discount flyer

Concurrent- At least 2 approvals required

Submitted by Daniela Mandera
Submitted on 12-12-2020

Awaiting approval 9 &)

Please approve the flyer at the earliest. We are providing a discount of 15%
across all products in Product Line Y and 20% in Product line Z

Show progress

F‘Eview Approve

Type a new message

OB B B -

Chr’s checks the ‘'ncom'ng approva reguest and ¢ cks on Rev'ew button to check the deta s.



Banking & Financial Services — Approval Assistant

@ Approve Assist
Review

New Year Discount Flyer Attachments

Approval type Document

N\
—  New Year DiscougEIer.pdf
00 37 MB \

b

Q Chris Naidoo Pending

€ Kayo Miwa Pending ? Attach

e Aadi Kapoor Approved

Please approve the flyer at the earliest. We are providing a discount of 15% across all
products in Product Line Y and 20% in Product line Z

Comment log

Add comment

Return Approve

Chr's sees the status of approva s w'th other approvers and note from Dan'e a h'gh ‘ghted separate y for approvers. He then proceeds to view the attached
document to review the content.
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< 2 L Search or type a command

New Year Discount Flyer.pdf Start conversation

j[upp\ ‘New Year 2021!

Approve.

s

Apps

The attached paf opens w'th'n Teams surface and Chr's sk ms through the document. After rev'ew ng he c oses the document and gets back to review
screen
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@ Approve Assist
Review

New Year Discount Flyer Attachments
Document

Approval type

Q Chris Naidoo Pending | ;“Ze]\“A’BYear Discount Flyer.pdf |

€ Kayo Miwa Pending ? Attach

e Aadi Kapoor Approved

Please approve the flyer at the earliest. We are providing a discount of 15% across all
products in Product Line Y and 20% in Product line Z

Comment log

Chris Naidoo
Can you exclude Product Y from discount? Add in T&C

Add comment

@*rn\‘, Approve
4

He proceeds to wr'te a comment to remove Product Y from the ‘st of proauct offers 'n the comment og. Th’s comment og ‘s v'sible across all approvers
who w open the revew screen to approve. Chr's returns the tem for Dan'e a to work on the mod f'cat'on
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< £ Search or type a command

Q Approve Assist Chat Notes Approvals Documents

Activity

)

(_.) Approve Assist  10:05 AM

Document approval Under review

New year discount flyer

Concurrent- At least 2 approvals required
Submitted by Daniela Mandera
Submitted on 12-12-2020

Awaiting approval XS

Please approve the flyer at the earliest. We are providing a discount of 15%
across all products in Product Line Y and 20% in Product line Z

Hide history

Status
Approval submitted by Daniela
Approved by Aadi Kapoor

Returned with comments by Chris Naidoo

Withdraw Send reminder

Type a new message

A0 OB B B -

Dan'e a sees that the document has been returned w'th comments from Chr's. She ¢ ‘cks on Ed't to view the comments.
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@ Approve Assist
Review

New Year Discount Flyer Attachments

Approval type Document

Q Chris Naidoo Pending | ;“Ze]\“A’BYear Discount Flyer.pdf |

€ Kayo Miwa Pending ? Attach

e Aadi Kapoor Approved

Please approve the flyer at the earliest. We are providing a discount of 15% across all
products in Product Line Y and 20% in Product line Z

Comment log
IS INGIUOU

Can you exclude Product Y from discount? Add in T&C
Daniela Mandera

| have excluded Product Y and updated the Flyer

Add comment

Withdraw I{Suk‘ni\t)
\ 4

She proceeds to modify the document as per the comments and re-attaches the document. Daniela also mentions in the comment log of the change she
had made so that Chr's and other approvers are aware of the mod f'cat'ons. She then subm’ts for approva agan.
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< £ Search or type a command

Q Approve Assist Chat Notes Approvals Documents

Activity

@ (9 Approve Assist  10:05 AM

Document approval Under review

New year discount flyer

Concurrent- At least 2 approvals required
Submitted by Daniela Mandera
Submitted on 12-12-2020

Awaiting approval “ (&)

Please approve the flyer at the earliest. We are providing a discount of 15%
across all products in Product Line Y and 20% in Product line Z

Hide history

Status

Approval submitted by Daniela
Approved by Aadi Kapoor
Returned with comments by Chris Naidoo

Re-submitted for approval by Daniela

Withdraw Send reminder

Type a new message

OB B B -

The aud't og updates to show that the document has been subm tted aga'n for approva by Dan'e a.
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< £ Search or type a command

Q Approve Assist Chat Notes Approvals Documents

Activity

)

Create approvals

(@)  Approve Assist 10:05 AM

Document approval Under review

New year discount flyer

Concurrent- At least 2 approvals required

Submitted by Daniela Mandera
Submitted on 12-12-2020

Awaiting approval 9 )

Please approve the flyer at the earliest. We are providing a discount of 15%
across all products in Product Line Y and 20% in Product line Z

Show progress

Review A;Nrove

Type a new message

OB B B -

After review ng thoroughy approver dec'des to approve the ‘tem subm tted by Dan'e a.
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<D £ Search or type a command

Q Appl‘OVEASSiSt Chat Notes Approvals Documents

Create approvals

)

1(9) Approve Assist  10:05 AM

Document approval ® Approved

New year discount flyer

Concurrent- At least 2 approvals required

Submitted by Daniela Mandera
Submitted on 12-12-2020

Awaiting approval All approved

Please approve the flyer at the earliest. We are providing a discount of 15%
across all products in Product Line Y and 20% in Product line Z

Show progress

Export as PDF

Type a new message

A ¢ © @ B &

After at east 2 approvers approved the fyer Dan'e a gets not'f'ed that the document has been approved. The card a so a ows to export the approved
document with the note as a PDF for bookkeeping purposes
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< 2 L Search or type a command

Q Approve Assist Chat Notes Approvals Documents
Activity

@ Y Filter Search

o L ? B

Hillary Reyes Sandeep Banerjee Mike Bowen Rebecca Jeslina

51464738 51467298 51467042 51467865

14-12-2020 14-12-2020 14-12-2020 14-12-2020
Virtualization project Quick prototyping session Personal leave Project P2_Qtr 1

APPROVE X REJECT APPROVE X REJECT APPROVE X REJECT APPROVE X REJECT

For Approvers the app provdes a card view of a approva s w'th h'gh ‘ghts around category of approva . The approvers can also review the items directly
from the tab view, by clicking on each approval card.
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Solution Highlights — Best Practices

Key Solution Design Considerations

Platform Extension Points

* Personal Scoped App: The app is designed to be a personal scoped app

(with personal tab and personal bot) because the document submitted for
approval might of sensitive nature. Except for interaction between approver
and requestor, there is little scope for collaboration.

Task Modules are used for the review screen owing to the high degree of Ul
flexibility required to show a comment log with a chat option. In addition, it
also has a file attachment section which necessitates a task module / tab
view.

The Ul also provides user to choose between approval types which reflects in
adding approvers as well. This flexibility is easier built in a web page
embedded as an iframe.

Graph API

« The app uses Files Graph API to upload and update files in SharePoint library.

User Experience

Proactive Messages are sent for welcoming users and to send updates
about approvals, reminders to relevant stakeholders.

Group Chat: The app uses a comment log to keep track of comments and
let approvers and requestors talk among each other. This is used to be less
intrusive in terms of messages from each other. If intrusiveness is not an
issue, instead of comments log, there could be a deeplink to start a group
chat with all parties in the approval list.

Card refreshes are used to minimize the number of cards sent to the end

user and reduce overload on user’s chat window by reducing the number of
cards sent for the same content to be reviewed. This is crucial as one

Approval adaptive card keeps getting updated to show progress using audit
log.



https://docs.microsoft.com/en-us/microsoftteams/platform/task-modules-and-cards/what-are-task-modules
https://docs.microsoft.com/en-us/graph/teams-proactive-messaging
https://docs.microsoft.com/en-us/outlook/actionable-messages/adaptive-card
https://docs.microsoft.com/en-us/graph/api/resources/onedrive?view=graph-rest-1.0
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Solution Architecture
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