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* Rachel, a customer of Northwind retail chain, wants to buy home entertainment system for her newly constructed house.

Context » Rachel has basic understanding of home entertainment options and is at the retail store to get a closer look at the different options, understand and

When Rachel enters the retail chain, she either sees a static notice board to v
recognize aisles / sections in the store or asks an associate nearby to find the
section for home theaters

On reaching right section, Rachel waits to be assisted and calls upon help from v
a nearby associate who in turn asks about her requirement and needs

After learning about Rachel’s requirements, store associate finds right associate
who is an expert in home theater options and is available for assisting

. . S v
The expert then takes Rachel on a tour of available options, pitching fast
moving products in the store which might or might not match her brand
preferences and budget restrictions v
The associates also have to keep themselves updated on latest product
features, specifications and discounts that are currently running in the store and
for each product line. v

v

A\ - Points of Friction

compare features and prices and buy a system that matches her requirements.

Future State

When Rachel enters the retail chain, she is greeted by a store associate who
talks to her to understand her requirements. The associate then creates a ticket
for assisting Rachel.

An available associate sees the requirements and picks it up and can
immediately start assisting Rachel. The associate not only knows what Rachel is
interested in right now but also has an insight into her prior purchases and
preferences

The associate can quickly browse through list of home theater options available
at the store which are fast moving and relevant to customer’s preferences.

Along with product details, specifications from centralized knowledge
repository, personalized offer and discounts that is authorized for Rachel is also
surfaced.

After successfully making a sale, the associate is presented with real time
insights on other products frequently sold together encouraging cross selling
and upselling

The associate is also provided with an option to capture customer sentiment
and satisfaction at the order confirmation



Sandra Jones, Retail Customer Assistance Champion

Sandra is an amicable, friendly customer assistance champion in
Northridge region store of North Wind Traders electronics retail
chain. She is an expert at identifying customer needs and is
proficient in handling customer relations.



Customer assistance staff welcomes a regular customer, creates an assistance ticket that can be
picked up by available Sales pros



Retail — Informed Customer Assistance

Q_ Search or type a command

Teams Y Store Ops Posts Files OneNote - met  ©®
Pinned % Debra Berger Edited
As dicussed, Christie Cline sharing the updated files here for your review
Marketing
Northwind Traders
i Isaiah Langer Edited 2
feurieane | #2 New Team Members and New Product Alert

ous conversation | wanted to introduce our new hires, Debra Berger and Adele Vance. Since they

Northwind Traders ristie Cline, based on our p

are avid gamers, they can offer excellent insight into bu

ilding training material for our new gaming console!

General

< Customer Assistance -

Store Ops

Overview 0 Christie Cline Edited 2 @

Open Requests

My Customers

I s O rd. it b t te ective e to th istom &

R “«1 @ Hey glad to ha yoj: guys on board, it'll be great to get a pérsp.c\ ve close to those of our :ustc}n.ers purchasing these’
consoles. The main focus is that all our employees have a solid understanding of this product and gain the ability to skillfully

Shiproom discuss with customers the details about it. Grady Archie is the product manager helping us with this initiative - Grady, your

Telemetry thoughts?

John Jacob
Home entertainment
Status: Up for grabs

32 hidden channe e Vante 2
0 -
{> Thank you, Christie. F L 2 Customer Assistance T rmation to people in this demographic is through

Tailspin Toys videos as most of the in information

Joshua Vanburen
Air conditioning
Status: Closed

Grady Archie 5/27 5:1¢ 2

Account Team <
Welcome onboard C Al My customers Open requests e accompanied with a technical battle card for

reference be someth ce?
John Jacob

General

Serena Ribeiro
Kitchen essentials
Status: Assigned

Accounting

Debra Berger Home entertainment 2

Finance | think that's a greati Status: Up for grabs mation that can be used as a reference point.

FY 2017 Planning

Babak Shammas
Home furnishing
Status: Up for grabs

Strategy

Great! Now that we Air conditioning 1ow do we take this forward?
Status: Closed

6 hidden chan

Grady Archie 5/27 5:41 —r 2
Serena Ribeiro nd A
Kitchen essentials

e Christie Cline Joshua Vanburen 2 @

I'll create a detailed ¢ > Vance ['ll share the existing product

information files in tr

us: Assigned

Babak Shammas
Home furnishing
us: Up for grabs

St

Start a new conversation, use (

+
28 Join or create a team 3

A ¢ © @ B X @

The store staff welcomes a loyal customer back to their store. After talking to the customer, Sandra uses the app’'s message extension
create a new customer request
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% Customer Assistance
. Customer Assistance % Creat est

Create req uest
Name
Mame Phone Mo. Enter customer name
Enter customer name

Phone No.

Enter custo

Cancel

Submit

A task module opens that allows Sandra to enter information she gathered from interaction with the customer. This typically includes
the reason for visit and if the customer wants to check out any particular product or wants to browse through a section.
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Customer Assistance
Create l"(‘q uest

MName Phone No_

Enter customer name +1610-77

Cancel

From the task module, Sandra is able to find the customer info from backend CRM database. She enters the mobile number of the
customer to locate their profile

% Custqmer Assistance
Creat est
Name
Enter customer name
Phone No.
+1610-77

Daniel Weber
+1610-772-5867

Rachel Green
+1610-775-8067

Samantha Jones
+1610-773-4789

Submit
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% Customer Assistance
. Customer Assistance % Creat est

Create req uest
Name

MName Phone No_
ame 1one No Rachel Green

Rachel Green +1610-775-8067
Phone No.

Notes +1610-775-8067

Rachel wants to purchase home theater entertainment system Notes

Rachel wants to purchase home theater
entertainment system

Cancel

After selecting the customer name / number, Sandra proceeds to note the reason for customer’s visit. She uses this space to clearly
communicate to the floor staff on the customer - Rachel’s interests, wants and needs.
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Q, Search or type a command

Teams Store Ops Posts Files OneNote
Q New Customer Request

e e ae - Interested in - Smart Speakers, Smart...
Grady Archie 5/27 5:16 PM Edited

Pinned . e
Welcome on board Debra and Adele! Adele Vance, would a Vlog. of course accompanied with a technid

@ Marketing
Northwind Traders
Your teams

Northwind Traders

General

reference be something that'll capture the interest of our younger audience?

Teams

Debra Berger
| think that's a great idea! That way there's a physical portion of the information that can be used as

Great! Now that we have solid foundation to work out of, Grady Archie, how do we take this forward? Store Ops

Store Ops Northwind Traders

Grady Archie 5/27 5:47 PM Edited
I'll create a detailed post setting objectives in this channel. Debra Berger and Adele Vance I'll share the existing product

Overview Files

o Christie Cline E
Erika Fuller 11:15 AM
| think that’s a great idea. Give me a few

Shiproom — days and I'll put a deck together.

Performance : information files in the same post. So keep an eye out for that!

Telemetry
You 11:18 AM

Thanks Erika. Really appreciated!

32 hidden channels Customer Assistance

o New Customer Assistance Request!
Tailspin Toys < Reply

Rachel Green
Account Team v, +1610-775-8067 Q Customer Assistance

May 4, 10:57 AM
General

Notes:
Rachel wants to purchase home theater entertainment system
Finance Rachel Green
FY 2017 Planning Status: Unassigned \ +1610-775-8067

Accounting & New Customer Assistance Request!

Strat . :
rategy Tags: Smart Speakers, Smart TV, Home Entertainment, Bose Notes:

6 hidden channels Rachel wants to purchase home theater
entertainment system
Change status

Status: Unassigned

Tags: Smart Speakers, Smart TV, Home Entertainment,
&’ Reply Bose

[ Change status
Start a new conversation, use @ to mention someone ———

A CO®B G e -

o

ot
e Join or create a team

4 New post

On clicking submit, the new customer assistance request gets posted into designated channel with all retail floor staff. The card
provides useful information as tags auto generated from Rachel’s prior purchase behaviour and text from Notes



Roy Howard, Sales Pro

Roy Howard is a sales pro at North Wind Traders electronics retail
chain. He is in charge of the Home entertainment, Smart TVs
section of the store.



Sales Pros are notified as the message gets posted on the channel and they can start assigning
customer assistance request to themselves
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Q, Search or type a command

Teams ¥ Store Ops Posts Files OneNote @Team MBI () =
e Christie Cline Edited 2 &y
Pinned £® Great! Now that we have solid foundation to work out of, Grady Archie, how do we take this forward?

Marketing
Northwind Traders '\ Grady Archie 5/27 5:47 PM 2

I'll create a detailed post setting objectives in this channel. D jer and Adele Vance ['ll share the existing product

Yo eas information files in the same post. So keep an eye out for that
Northwind Traders . -
General
< Store Ops
Store Ops o Customer Assistance Northwind Traders
Overview New Customer Assistance Request! Posts Files
Performance a«'!' O

Rachel Green o Reply

. +1610-775-8067

Shiproom

Telemetry

. Customer Assistance
May 4, 10:57 AM

New Customer Assistance Request!

Notes:
Rachel wants to purchase home theater entertainment system

32 hidden channels

Tailspin Toys

Rachel Green
\ +1610-775-8067

Status: Unassigned

Account Team Tags: Smart Speakers, Smart TV, Home Entertainment, Bose

General
Notes:

Rachel wants to purchase home theater
entertainment system

Accounting & Change status

Finance

Status: Unassigned

FY 2017 Planning Status

Tags: Smart Speakers, Smart TV, Home Entertainment,
Bose

Change status

Status

Assign to me Y4

Cancel Save

Strategy

6 hidden channels

Assign to me

&’ Reply

Start a new conversation, use @ to mention someone

¢ ®

o

o+
2 Join or create a team @

A @6 e -

(4 New post

Using the information from tags and availability to assist a customer, the right staff with skillset and experience in Home theatre
entertainment systems can choose to assign the request to their name and start interacting with Rachel.
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Q, Search or type a command

Teams T Store Ops Posts Files OneNote ®@Team MBI () e
% Grady Archie 5/27 5:16 PM Edited 2
Pinned ’\ Welcome on board Debra and Adele! Adele Vance, would a Vlog, of course accompanied with a technical battle card for
Marketing reference be something that'll capture the interest of our younger audience?
Northwind Traders
Debra Berger 2
Your teams @ | think that's a great idea! That way there's a physical portion of the information that can be used as a reference point.

Northwind Traders . "
e Christie Cline Edited 2 @

General Great! Now that we have solid foundation to work out of, Grady Archie, how do we take this forward?

< Store Ops

Store Ops . Northwind Traders

i Grady Archie 5/27 5:47 PM 2

Overview I'll create a detailed post setting objectives in this channel. D B or and Adele Vance ['ll share the existing product Posts Files More

Performance ! © information files in the same post. So keep an eye out for that Erika Fuller 11:15 AM
!E | think that's a great idea. Give me a few

Shiproom < Reply days and I'll put a deck together.

Telemetry
. Customer Assistance
32 hidden channels

New Customer Assistance Request!

ﬂ You 11:18 AM .
| W Thanks Erika. Really appreciated!

& Reply

, Customer Assistance
May 4, 10:57 AM

New Customer Assistance Request!

Tailspin Toys

Rachel Green
v, +1610-775-8067

Account Team

General

Notes:
Accounting & Rachel wants to purchase home theater entertainment system

Finance Rachel Green

\ +1610-775-8067

FY 2017 Planning Status: Assigned to Roy H

Strategy Tags: Smart Speakers, Smart TV, Home Entertainment, Bose

Notes:
Rachel wants to purchase home theater
entertainment system

6 hidden channels

Change status

Status: Assigned to Roy H

Tags: Smart Speakers, Smart TV, Home Entertainment,
Bose

Change status ]

Start a new conversation, use @ to mention someone

¢ ®

o

o+
2 Join or create a team @

A @6 e -

(4 New post

The card refreshes to update and show that Roy Howard is available to assist Rachel in taking her on a tour of home theatre options
available at the store



Sales Pros get access to currently available options for Home entertainment system at the
store, entire knowledge library of product talk track and customized user discounts and offers
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Q_ Search or type a command

Customer Assistance Chat  Request for support  About o @

@ Customer Assistance

Rachel Green is here!
\, +1610-775-8067

Customer Assistance
Available

Notes:
Rachel wants to purchase home theater entertainment system

Prior Purchase Insights Rachel Green is here!

% +1610-775-8067

Preferred brands: Google, Bose, Sony

Max Purchase Value: $1400 - Sony 65" Smart TV

Past 3 purchases: Sony 65" Smart TV, Netgear Wi-Fi
router, Google home hub

04/25/2020

Notes:

Rachel wants to purchase home theater
entertainment system

Last visited:

Prior Purchase Insights

Preferred brands:
Google, Bose, Sony

Relevant promotions

Available products Change status

Max Purchase Value:
$1400 - Sony 65" Smart TV

Past 3 purchases:
Sony 65" Smart TV, Netgear Wi-Fi router,
Google home hub

Last visited:
04/25/2020

Available products J[ Relevant

|Typ9 a new message

As soon as Roy Howard assigns the request to himself, he gets a card with information about Rachel and her past purchases in the
personal scope of the app. Roy can make product suggestions, recommendations armed with this extra info about Rachel
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Q_ Search or type a command

Customer Assistance Chat  Request for support  About

o Customer Assistance

Available Home Theatre Options

Customer Assistance
Available

Available Home Theatre
Options

Bose Soundbar 700
The Bose Soundbar 700 smart speaker offers a perfect combination of
sophisticated design and exceptional sound for your home theater...

et Bose Soundbar 700
®0000 The Bose Soundbar 700 smart speaker offers a
perfect combination of sophisticated design...
View details

®@0000

View Details

|Type a new message

R

As Roy clicks on Available Products, the card updates to show a carousel of various home theatre products available in stock in
the store. This list is sorted based on Rachel’s past purchase and popularity of products in the store.
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Customer Assistance

View details

Overview Specifications Offers for Rachel

Entertain your family at home
The Soundbar 700 is the perfect combination of sophisticated design and exceptional sound to bring X Customer Assistance

the wow factor to music, movies, and TV. View Details

Overview Specifications  Offers for Rachel
Wireless Bluetooth and Wi-Fi connections for music streaming

Play integrated Wi-Fi music services such as Spotify and Amazon Music, or use a Bluetooth connection
to play anything from your phone or tablet. ~ Key Specs

Quiet for them. Loud and clear for you Voice Assistant Built-in: Amazon Alexa, Google
! X o . Assistant
With Bose SimpleSync technology, you can group your Bose Noise Cancelling Headphones 700 with a !

Bose Soundbar 700 or 500 for a personal TV listening experience. Bluetooth Enabled: Yes

Wireless Subwoofer Yes

Amazon Alexa and Google Assistant built right in Connectivity:

Millions of songs at the tip of your tongue with Amazon Alexa and Google Assistant built in. Access
other features, such as weather reports, smart home control, etc Input(s): Toslink optical
Wireless connectivity: Bluetooth, Wi-Fi
Say it. Watch it
Bose Voice4Video expands your Alexa voice capabilities like no other soundbar can. In addition to Works With: Amazon Alexa, Google
Assistant

controlling your Bose Soundbar 700 or 500, you can control your TV and cable or satellite box with just
yorryouee: > Compatibility
Eight-microphone array for superior voice pickup
Experience superior voice pickup from an eight-microphone array that hears you over loud music or > General

> Included
cancel

> Audio

> Feature

Cancel j

Roy can readily see details of the product, various features and functionalities that might be of interest to Rachel. The information is
constantly updated and fetched from backend product database, so that Roy always has latest information
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When Rachel asks questions related to a product that interests her, Roy can look at specs and ot

provide accurate answers

Customer Assistance

ils
Specifications Offers
~ Key Specs

Voice Assistant Built-in:
Bluetooth Enabled:

Wireless Subwoofer Connectivity:
Input(s):

Wireless connectivity:

Works With:
Compatibility
General
Included
Audio

Feature

Cancel

Reserve

er details for any product and

X Customer Assistance
View Details

Overview Specifications  Offers for Rachel

Entertain your family at home

The Soundbar 700 is the perfect combination of
sophisticated design and exceptional sound to bring
the wow factor to music, movies, and TV.

Wireless Bluetooth and Wi-Fi connections for
music streaming

Play integrated Wi-Fi music services such as Spotify
and Amazon Music, or use a Bluetooth connection to
play anything from your phone or tablet.

Quiet for them. Loud and clear for you

With Bose SimpleSync technology, you can group your
Bose Noise Cancelling Headphones 700 with a Bose
Soundbar 700 or 500 for a personal TV listening
experience.

Amazon Alexa and Google Assistant built right in
Millions of songs at the tip of your tongue with
Amazon Alexa and Google Assistant built in. Access
other features, such as weather reports, smart home
control, etc

Say it. Watch it

Bose Voice4Video expands your Alexa voice
capabilities like no other soundbar can. In addition to
controlling your Bose Soundbar 700 or 500, you can
control your TV and cable or satellite box with just
your

Cancel j
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n Customer Assistance
V tails

Offers for Rachel

. 9 - Rachel is : . . articioati
& Bose 1_i|sc.ount of 15% - Rachel is an employee of partner participating X Customer Assistance
organizations Vi
iew Details

® 5% off with Citi credit card Overview Specifications  Offers for Rachel

@ Voucher worth $150 for future purchases & Bose discount of 15% - Rachel is an employee of
partner participating organizations

& 5% off with Citi credit card

@ Voucher worth $150 for future purchases

Cancel Reserve

Cancel j

Roy also has access to customized discounts, offers based on customer loyalty that is specifically available for Rachel for this
product. Roy is armed with all discount campaigns that are currently running in the store and for each product line
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Customer Assistance
Reserve product
Reserve Product

Product

Bose Soundbar 700

7

Quantity

v 01

Once Rachel is convinced with the information received and happy with the price, Roy can reserve the product immediately.

Customer Assistance
Reserve Product

Product

Bose Soundbar 700

7

Color

Black

Quantity
01

Cancel J
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Q_ Search or type a command

Customer Assistance Chat  Request for support  About

Order submitted for Rachel Green!

Item is reserved at checkout

Bose Soundbar 700

Color: Black
- -

< Customer Assistance

Customer Assistance
Available <

Available

0 Customer Assistance

Rachel Green is here!
\, +1610-775-8067

Rachel Green is here!
L +1610-775-8067

Order submitted for Rachel
Green!

Item is reserved at checkout

Notes:
Rachel wants to purchase home theater
entertainment system

Notes:
Rachel wants to purchase home theater entertainment system

Prior Purchase Insights

Preferred brands:
Google, Bose, Sony

Prior Purchase Insights

-

Bose Soundbar 700
Color: Black
Qty: 01

Max Purchase Value:
$1400 - Sony 65" Smart TV

Preferred brands: Google, Bose, Sony

Max Purchase Value: $1400 - Sony 65" Smart TV

Past 3 purchases: Sony 65" Smart TV, Netgear Wi-Fi
router, Google home hub

04/25/2020

Past 3 purchases:
Sony 65" Smart TV, Netgear Wi-Fi router,
Google home hub

Last visited:

Last visited:
04/25/2020

Rachel Green is here!

@ Update:
\ +1610-775-8067
Bose soundbar 700 reserved at checkout counter ’

® Update:

Bose soundbar 700 reserved at
Notes: checkout counter

Rachel wants to purchase home theater
entertainment system

Available products Relevant promotions Change status

Available products l[ Relevant

Prior Purchase Insights

Preferred brands:
Google, Bose, Sony

|Type a new message

Max Purchase Value:
$1400 - Sony 65" Smart TV

A ¢ © @ B & -

Once reserved, it will be available for Rachel to pick up at the checkout counter.
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e a command

Customer Assistance Chat

Max Purchase Value: $1400 ny 65" Smart TV

Past 3 purchases: Sony 6 t TV, Netgear Wi-F

Last visited:

© Update:
Bose soundbar 700 reserved at checkout counter Customer Assistance
Available
V42512020

Available products Relevant promotions Change status
® Update:
Bose soundbar 700 reserved at
checkout counter

Available products ][ Relevant

Frequently Bought Together

Frequently Bought Together

niov f stural sound f

I I Bose Accessory Speakers — Dual 2.1 360 Surround

our desktop or laptop compute

1gle) - Black Enjoy full, natural sound from your
desktop or laptop computer..

| Wall/Ceiling Bracket

Bose Accessory Speakers - Dual
FT Wall brackets for Bose Surround Speakers 2.1360 Surround

E Philips Hue Smart Lights Wall brackets for Bose Surround
AR AN ISR Speakers

~r Light up your home theatre s

Bose - UB-20 Series || Wall/Celiling

-y
Bracket(Single) - Black
B Bose Acoustimass 10 series 5.1 Channel System
: currnaind caund ta vniir hama thaatar catin with thic Rnca Philips Hue Smart Lights

Light up your home theatre system
with these automated..

View All Items
Bose Acoustimass 10 series 5.1
Channel System

Add ciirrannd cannd ta vanr hame

View all items

As soon as the product is reserved, the app provides a list of other items that are frequently bought together. This handy list helps
Roy to perform upsell or cross sell of other related products in the store



Sales Pros can sell additional items, accessories to go with main sale and redirect the customer
to another department to buy more
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Q, Search or type a command

n Customer Assistance Chat Request for support  About

Y, +1610-775-8067

Motes:
Rachel wants to purchase home theater entertainment system

Prior Purchase Insights

< Customer Assistance

Preferred brands: © Available

Max Purchase Value: $1400 - Sony 65" Smart TV

Google, Bose, Sony

Past 3 purchases: Sony 65" Smart TV, Metgear Wi-Fi
router, Google home hub

04,/25/2020

Rachel Green is here!
\ +1610-775-8067

Last visited:

@ Notes:
® Update: Rachel wants to purchase home theater
Bose soundbar 700 reserved at checkout counter entertainment system

Prior Purchase Insights

Change status

Available products Relevant promotions
gl il ) Preferred brands:

Google, Bose, Sony

Max Purchase Value:
$1400 - Sony 65" Smart TV

Status

Up for grabs Past 3 purchases:
Sony 65" Smart TV, Netgear Wi-Fi router,

Google home hub

Up for grabs

Last visited:
04/25/2020

Close

Reassign
Update:

Bose soundbar 700 reserved at

checkout counter

Cance' m

Type a new message

Up for grabs

h 0 O@ B B -

As Rachel is interested in buying a few other items outside Roy's section, Roy can reuse the same card to send the customer assistance
request back to the common pool.
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Q, Search or type a command

Notes:
Rachel wants to purchase home theater entertainment system
Prior Purchase Insights

Preferred brands: Google, Bose, Sony

Max Purchase Value: $1400 - Sony 65" Smart TV

Past 3 purchases: Sony 65" Smart TV, Netgear Wi-Fi
router, Google home hub

Last visited: 04/25/2020

@ Update:
Bose soundbar 700 reserved at checkout counter

Available products Relevant promotions Change status

Status

Up for grabs

Motes(Optional)

Customer has agreed to buy Bose soundbar 700 speaker system
She is also interested in smart lighting to go with home theatre.

Demo Philips hue bulbs.

Type a new message

A ¢ OB

=/

While transferring the customer to another assistance staff, Roy uses the comment box in the card to mention customer’s interest
and asks the next assistant to demo smart lighting solutions available at the store

Customer Assistance
Available

Google, Bose, Sony
Max Purchase Value:

$1400 - Sony 65" Smart TV

Past 3 purchases:
Sony 65" Smart TV, Netgear Wi-Fi router,
Google home hub

Last visited:
04/25/2020

® Update:
Bose soundbar 700 reserved at
checkout counter

Available products H Relevant

Status

Up for grabs

Notes(Optional)

Customer has agreed to buy Bose
soundbar 700 speaker system. She
is also interested in smart lighting to
go with home theatre.

Demo Philips hue bulbs.

=1
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Q_ Search or type a command

Teams Y Store Ops Posts Files OneNote -

-w Great! Now that we have solid toundation to work out of, Grady Archie, how do we take this torward?

Pinned

Marketing Grady Archie 5/27 5:47 PM
Northwind Traders I'll create a detailed post settin

information files in the same post. So keey eye out for that!

this channel. Deb r and Adele Vance I'll share the existing product

Your teams

Northwind Traders
General @ Customer Assistance

Store Ops Customer Transfer Request!

< Store Ops
Northwind Traders

Posts Files

Overview

Rachel Green
Performance “«!'Q Y, +1610-775-8067

¢« Reply

, Customer Assistance
May 4, 10:57 AM

Customer Tranfer Request!

Shiproom

Notes:

Telemetry
Rachel wants to purchase home theater entertainment system

32 hidden channels

Bose Soundbar 700
Color: Black

Tailspin Toys

Rachel Green
\ +1610-775-8067

Account Team

** Customer ha system. She is also

buy Bose soundbar 700 speaker
Notes:

Rachel wants to purchase home theater
entertainment system

General

go with home theatre.

Accounting

Finance
Bose Soundbar 700

Color: Black
‘ Qty: 01
¢¢ Customer has agreed to buy Bose soundbar 700 speaker

system. She is also interested in smart lighting to go with
home theatre. Demo Philips hue bulbs.??

Status: Up for grabs

FY 2017 Planning

Tags: Smart Speakers, Smart TV, Home Entertainment, Bose
Strategy

Change status

6 hidden char

Status: Up for grabs

Tags: Smart Speakers, Smart TV, Home Entertainment,
Bose

Change status

Start a new conversation, use @ to mention someone

oot

28 Join or create a team 3

[4 New post

Once Roy marks the card as ‘Up for Grabs' it is posted again in the common channel used by Floor staff as Customer Transfer
Request. The sales staff responsible for Smart Bulbs section can then choose to pick up this customer for the demo



Sales Pros can get instant customer satisfaction survey at the time of sale confirmation to
immediately capture the customer experience



Retail — Informed Customer Assistance

Q_ Search or type a command

uest for support  About

m Customer Assistance Chat R

Notes:
Rachel wants to purchase home theater entertainment system
Prior Purchase Insights

Preferred brands: Google, Bose, Sony

Max Purchase Value: $1400 - Sony 65" Smart TV

Past 3 purchases: Sony 65" Smart TV, Netgear Wi-Fi
router, Google home hub

Last visited: 04/

© Update:
Philips Hue Go reserved at checkout counter

Available products Relevant promotions Change status

Close
Up for grabs

Close

Reassign

Cancel

T‘,‘pe a new message

As Rachel completes all purchases in the store, customer assistance staff uses the adaptive card to close the assistance request

Customer Assistance
@ Available

Rachel Green is here!
X +1610-775-8067

@ Notes:

Rachel wants to purchase home theater
entertainment system

Prior Purchase Insights

Preferred brands:
Google, Bose, Sony

Max Purchase Value:
$1400 - Sony 65" Smart TV

Past 3 purchases:

Sony 65" Smart TV, Netgear Wi-Fi router,
Google home hub

Last visited:

04/25/2020

Update:
Philips Hue Go r




n Customer Assistance

Retail — Informed Customer Assistance

Chat Request for support  About

Notes:

Q, Search or type a command

Rachel wants to purchase home theater entertainment system

Prior Purchase Insights

Preferred brands:
Max Purchase Value:

Past 3 purchases:

Last visited:

@ Update:

Google, Bose, Sony

$1400 - Sony 65" Smart TV

Sony 65" Smart TV, Netgear Wi-Fi
router, Google home hub
04/25/2020

Philips Hue Go reserved at checkout counter

Available products

Motes(Optional)

Relevant promotions Change status

Customer has bought Bose Soundbar 700 and Smart Lights - Philips

Hue Go system.

Type a new message

Cdrwce' m

A ¢ © @

The card provides comment box to log any vital piece of information regarding Rachel’s preferences or closing remarks.

Customer Assistance
Available

Google, Bose, Sony
Max Purchase Value:

$1400 - Sony 65" Smart TV

Past 3 purchases:
Sony 65" Smart TV, Netgear Wi-Fi router,
Google home hub

Last visited:
04/25/2020

@ Update:
Philips Hue Go reserved at
checkout counter

Available products H Relevant

Status
Close
Notes(Optional)

Customer has bought Bose
Soundbar 700 and Smart Lights —
Philips Hue Go system.

=1
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Q, Search or type a command

n Customer Assistance Chat Request for support  About

Q2
)

RACMEl Ureen Is nere:
Y, +1610-775-8067

Motes:
Rachel wants to purchase home theater entertainment system

Prior Purchase Insights

Preferred brands: Google, Bose, Sony

Max Purchase Value: $1400 - Sony 65" Smart TV

Past 3 purchases: Sony 65" Smart TV, Metgear Wi-Fi
router, Google home hub

Last visited: 04,/25/2020

@ Update:
The request is closed now.

stomer Assistance

Customer Satisfaction Survey

Please ask the customer to complete this quick survey on the
shopping experience

Open survey

Type a new message

A

2 © @

=/

As soon as the request is closed, the assistant who handled Rachel last, gets a customer satisfaction survey request.

Customer Assistance
Available

Notes:
Rachel wants to purchase home theater
entertainment system

Prior Purchase Insights
Preferred brands:
Google, Bose, Sony

Max Purchase Value:
$1400 - Sony 65" Smart TV

Past 3 purchases:
Sony 65" Smart TV, Netgear Wi-Fi router,
Google home hub

Last visited:
04/25/2020

® Update:
The request is closed now.

Customer Satisfaction
Survey

Please ask the customer to
complete this quick survey on the
shopping experience

Open survey
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Customer Assistance
Customer Survey

Customer Satisfaction Survey

We value customer input. Please take some time to share your thoughts on your
shopping experience

I received good friendly service and assistance from store associates

@ stronglyagree (O Agree (O Neutral (O Disagree (O Strongly disagree
I understand what is expected of me in terms of output

O Strongly agree . Agree O Neutral O Disagree O Strongly disagree
I think Northwind Traders has a good work/life balance

QO stronglyagree @ Agree (O Neutral (O Disagree () Strongly disagree
1 am confident in the ability of my leadership

O Strongly agree . Agree O Neutral O Disagree O Strongly disagree
I enjoyed my 1st week at Contoso

@ strongly agree O Agree O Neutral C) Disagree O Strongly disagree

Feedback

Share any thoughts you may have

cance' m

The assistant opens the survey request and presents mobile device to Rachel for her to fill out the survey. This accurately captures
Rachel’s sentiment and experience at point of purchase.

X Customer Assistance
Customer Survey

Customer Satisfaction Survey

We value customer input. Please take some time to share
your thoughts on your shopping experience

| received good friendly service and
assistance from store associates
O strongly agree

@® Agree

O Neutral

O Disagree

O Sstrongly disagree

| understand what is expected of me in terms
of output

O strongly agree

@® Agree

O Neutral

O Disagree

O Strongly disagree

| think they have a good work/life balance
O strongly agree

@ Agree

O Neutral

O Disagree

O strongly disagree

.
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Will Little, Store Manager

Will Little is the store manager at Northridge region store of North
Wind Traders electronics retail chain. He takes care of store

operations, manages inventory, and oversees end to end customer
care



As soon as a customer purchases the item, the Retail Store Manager gets a low stock alert
based on minimum threshold set
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Q, Search or type a command

n Customer Assistance Chat  Request forsupport  About o @

o Customer Assistance

A Low stock alert!
There are only 9 more Bose Soundbar 700 units available at the store

Customer Assistance
Available

Bose Soundbar 700
B176AT751
Black

ltern name:

Iltem code:

Color:

A Low stock alert!

There are only 9 more Bose Soundbar
700 units available at the store

Stock available: 9 units

Low Stock Threshold:

10 units

Bose Soundbar 700

Item name:

Based on your demand forecast, you will run out of this product in:
1week(s) by 17-7-2020.

Item code: B176A751

Color: Black

9 units

Stock available:

View Dashboard Order Low stock threshold: 10 units

Based on your demand forecast, you
will run out of this product in:

1 week(s) by 17-7-2020.

View dashboard H Order ]

|T_vpe a new message

7
W

A ¢ OB B &

The store manager gets an automated notification indicating that one of the products in the store has gone below the threshold
limit set by the manager. The manager can then choose to reorder the item to maintain optimal inventory levels.



Retail — Informed Customer Assistance

Solution Highlights — Best Practices

Key Solution Design Considerations

Platform Extension Points Adaptive Cards
» Messaging Extension (ME) is used for triggering new customer requests to » Card refreshes are used to update the card status instead of sending
enable search, sharing and collaboration of customer assistance cards. multiple different cards about the same request. This ensures that readability

and tracking of a customer request is easy for store manager and associate
o MEs fit this use case better than using, say a bot to raise this request

because MEs inherently allow information created to be shared to larger » Carousel cards are used for browsing through product options by the store

group. associate in order to focus on one product at time while still allowing the
associate to browse through other options. In addition, it allows associate to

o Since customer assistance requests are meant to be shared in a channel take quick actions to view additional product details and reserve

full of Sales associates for everyone to collaborate and take decision, ME

becomes the ideal platform extension point » Digest cards are used for showing multiple different product items by
category for the associate to view in one glance and choose one for cross

* Task modules are used for customer satisfaction survey, viewing product sell / upsell based on knowledge from current conversation with customer

details, reserving a product use cases in order to quickly take actions,
perform information exchange between associate and backend systems
while keeping the associate in the main flow of assisting the customer

o The same survey could have been achieved as an adaptive card in the
chat screen. However, adaptive cards become persistent messages.

o Inthis case, the sales associate will have no use for viewing the survey
card after the customer completes the survey. Hence task modules
provide the ideal experience


https://docs.microsoft.com/en-us/microsoftteams/platform/messaging-extensions/what-are-messaging-extensions
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#refresh-cards
https://docs.microsoft.com/en-us/microsoftteams/platform/task-modules-and-cards/cards/design-effective-cards#carousel
https://docs.microsoft.com/en-us/microsoftteams/platform/task-modules-and-cards/cards/design-effective-cards#digest
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Solution Architecture

User

Store Associate
Store Manager

Azure Subscription

Bot / ME / Task
<—— Module /Card / —
Create / Search

Bot Registration

Trigger CA request

details / Get

< / Get customer
’ ' product details

— M =
Customer Assistance
App Service

|

Get Product Talk
track information

Product KM

Customer details,
Get Preferences,

_ POST preferences,
POST survey response

\
Get product stock,

POST product stock
update

External Systems

Inventory DB




Retail Book of Dreams

Reserve Inventory — Inter-store collaboration




Scenario Vision

Context

Current State

A

>

Rachels finds a nearby store associate and shows the product asking for
information on where she could find 10 more working units of the same type of
bulbs

The store associate, David Shamas, uses the product name and goes to a
central kiosk or to customer helpdesk to search for available stocks in the store

After entering product name / scanning the barcode, David finds available stock
and finds that his store has just 1 unit available. David has no insight into
whether the product replenishment will happen soon or if inventory
replenishment request has been placed.

David uses the inventory portal to check on available stock in nearby branches.
David has no means to contact the store to reserve certain units in said
inventory

Once David finds the nearby store with at least units of stock available of the
said product, he prints out the store details, location and contact number and
gives it to Rachel

Rachel uses the contact and location information from the printout to reach
other store assuming the stocks will still be available by the time she reaches

A\ - Points of Friction

(]
=
S

O |

o |

v

(]
<

v

S

(°]
=
()]

* Rachel, a customer of Northwind store, wants to buy 10 units of Philips Hue Bulbs for a smart home setup she is building.

» While shopping at the Northwind store, Rachel noticed that there is just one unit of the bulb is available in stock. That unit seems to be defective as
well. She approaches a nearby store associate for assistance in finding more units of the product.

Future State

Rachels finds a nearby store associate and shows the product asking for
information on where she could find 10 more working units of the same type of
bulbs

David Shamas uses the inventory app to take a photo of the product’s barcode.
The app finds the right product and provides stock information.

The app provides additional details such as available quantity in the current
store, with updates on its stock replenishment including useful information
such as the person who ordered replenishment, shipment expected date

In addition, the inventory card allows Babak to expand his search to nearby
stores for that product.

On finding the right store based on customer preference and stock availability,
Babak can contact the store to reserve 10 units of Hue Bulbs under Rachel’s
name.

Store executive from the other store, can immediately confirm the order. Rachel
can walk in at any time, provide her name / number to collect the items right at
the checkout counter.



David Shamas, Retail Store Associate

David is an amicable, friendly store assistance in Northridge store of
North Wind Traders electronics retail chain. He is adept at handling
customer relations and is responsible for directing customers to
merchandize within the store, handling cash registers and financial
transactions, customer assistance



The Store associate welcomes Rachel, the customer and hears out her request to find
additional stock units of Philips bulbs within the store
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Q_ Search or type a command

n StoreAssist  Chat  Request for support  About

9:00 AM
Search item

o StoreAssist

Search by

You can search for products in the store by: StoreAssist

Available

B Category

Product category such as Lighting, Furniture, Furnishings

(D) Item info
Item info such as product name, product code, brand name Search by

You can search for products in the store by
<> Offers
Products with promotions, offers or discounts currently running in Product category such as Lighting
the store Furniture, Furnishings

[ Category

( Iteminfo
Item info such as product name,
product code, brand name

Category Item Info

& Offers
Products with promotions, offers or
discounts currently running in the store

Category Item info

|Type a new message

A ¢ O W B &

David uses the bot in personal scope to initiate a search item request. The bot understands the command for search item and replies
with an adaptive card to search items in three different ways — By their category, their product info and current offers
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StoreAssist

Search item

arch by item info

Upload barcode image

Browse files on your device

On clicking Item info, a task module opens that allows David to either search the item by its name, product code or to upload a
camera image containing the bar code of the item.

StoreAssist

Search item

Search by item info

Upload barcode image

Browse files on your device
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> ThisPC > Documents > Images

StoreAssist

Organize New folder X
Search item

@ OneDrive - Micros " o
Search by item info
® This PC
-J 3D Objects
Il Desktop
| Documents

¥ Downloads

D Music

& Pictures s <
l Browse files on your device
& Videos

&9 OSDisk (C)

Q_ Enter product name, product code..

IMG2345
Upload barcode image

¥ Network %

File name: | IMG2345 v l All Files (**)

Take Photo or Video
Photo Library

Browse

Cancel

On clicking Browse files, the file picker for the corresponding device opens allowing David to choose the image file to upload
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> ThisPC > Documents > Images

Organize v New folder

A
@ OneDrive - Micros

® This PC

_J 3D Objects
Il Desktop

| Documents
¥ Downloads
D Music

&= Pictures
B videos

&9 OSDisk (C)

¥ Network

IMG2345

v

File name: | IMG2345

v| |AllFiles (%)

Cancel

On clicking Browse files, the file picker for the corresponding device opens allowing David to choose the image file to upload

|
|

IFFmE, IEFmE,
|
|

w - .

Photos Cancel

All Photos

1,874

Recents

1,874
Favourites
Videos

Selfies
45

Live Photos
92
Portrait

Slo-mo

Screenshots
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StoreAssist

Search item

Search by item info

nd name, product ¢
Upload barcode image

Browse files on your device

P Barcode image.jpg
100KB 3

The uploaded image is shown as a thumbnail preview for David to confirm and be sure that the right image is uploaded.

StoreAssist

Search item

Search by item info

Upload barcode image

Browse files on your device

= Bai image.jpg
100KB/349KB
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StoreAssist

Search item

Search by item info

Upload barcode image

Browse files on your device

Barcode image.jpg
T

Once the image is fully uploaded, David can proceed to search for the item tied to the uploaded barcode.

StoreAssist

Search item

Search by item info

Upload barcode image

Browse files on your device

= Barcode image.jpg
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StoreAssist

Search item

) This is what we found. Confirm if the item we found is what you were looking for.

Philips Hue Bulbs
Philips Hue 3rd Generation A19 Dimmable LED Smart
Bulb (White, 10W)

$90

inclusive of all taxes

Product Details
White and Color Ambiance A19 Single Bulb Gen 3. The energy efficient A19 LED bulb has a
lifespan of 25,000 hours

Other Details

Product Code: 464487
Product Dimensions: 7.6 X 8.9 X 16.5 cm ; 136 g
Item model number: 464487

The task module refreshes to show the item which was found after processing the barcode in the uploaded image. If the product
found is incorrect, David can go back to the previous screen and use other input parameters such as name, code to search

StoreAssist

Search item

© This is what we found. Confirm if the item we found
is what you were looking for.

Philips Hue Bulbs

Philips Hue 3rd Generation A19 Dimmable LED Smart
Bulb (White, 10W)

$90
inclusive of all taxes
Product Details

White and Color Ambiance A19 Single Bulb Gen 3.
The energy efficient A19 LED bulb has a lifespan of
25,000 hours

Other Details

Confirm
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Q_ Search or type a command

n StoreAssist Chat  Request for support  About

[} wrrers
Products with promotions, offers or discounts currently running in
the store

Category Item Info Offers

0 StoreAssist StoreAssist

Available

Available Inventory — Northwind Store

Updated as of 15 May, 2020 Search item

3 ) Philips Hue Bulbs :
! Philips Hue 3rd Generation A19 Dimmable LED Smart Bulb AV3||3b|.e Inventory -
(White, 10W) Northwind Store

— Product Code: 464487 Updated as of 15 May, 2020

Philips Hue Bulbs
. ’ . - h | Philips Hue 3rd Generation A1.
Quantity Low stock alert ! Min Level @ g

Product Code: 464487
01 10 —

Quantity
Price per unit Total Price 01

$90 $90 Low stock alert !

Min Level ©

10

Price per unit Total Price

Stock Updates $90 $90

450 units in shipment. Expected to be delivered by 18 May, 2020
Stock Updates
o Karin Blair - 14 May

450 units in shipment. Expected to be
Show previous updates delivered by 18 May, 2020

@ Karin Biair - 14 vay

Edit details Expand Search N
Show previous updates

‘ Edit details Expand search

|Type a new message

b ¢ O @B B

On confirming that the found product is correct, the available stock for the product is posted as an adaptive card. In addition, the
card shows minimum threshold level set for the stock and total quantity of stock by volume and value
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Q_ Search or type a command

n StoreAssist Chat  Request for support  About

@ StoreAssist

Available Inventory - Northwind Store
Updated as of 15 May, 2020

3 Philips Hue Bulbs StoreAssist
s Philips Hue 3rd Generation A19 Dimmable LED Smart Bulb Available

(White, 10W)
— Product Code: 464487 Available Inventory -
Northwind Store

Updated as of 15 May, 2020

Quantity Low stock alert ! Min Level ®
01 10 Philips Hue Bulbs
| Philips Hue 3rd Generation A1
—y Product Code: 464487
Price per unit Total Price

$90 $90 Quantity Min Level ®
01 10

Low stock alert !

Stock Updates

Price per unit Total Price

450 units in shipment. Expected to be delivered by 18 May, 2020
$90 $90

o Karin Blair - 14 May
Order placed for 450 Units mg——

3 Bryan Wright - 8 May 450 units in shipment. Expected to be
delivered by 18 May, 2020

Low stock alert sent to Bryan Wright ﬂ Karin Blair - 14 May

0 Store Assist - 7 May )
Order placed for 450 Units

Hide previous updates - 3 Bryan Wright - 8 May

Low stock alert sent to Bryan Wright

Edit details Expand Search )
Q) storeassist - 7 may

Hide previous updates ~

‘ Edit details Expand search
|Type a new message )

N COBBE @ -

David has the ability to go through updates related to product’s inventory and finds that low stock alert has gone to the manager
Bryan on 7t of May and a stock replenishment order has been placed a day later. The vendor has updated the shipment due date.



After finding out that there is no stock available at the store, the associate decides to search
nearby stores for availability and reserve the items on customer’s behalf
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StoreAssist

Search availability across stores

Location Change location

Enter city, ¢

X StoreAssist

Search availability across stores
Searching within

10 kms v 20 kms 30 kms Location Change location

) © Northwind Store, Torrance, California
\ga'lley Fair 1 1175'2 et

orrance - 5 kms Available

Searching within:

20 kms 30 kms
Valley Fair
@ Torrance - 5 kms

Contact 167 5 172

Available Reserved In stock

@ Del Monte Center

onterey - 9 kms

Contact

@ Delamo Fashion Center 2 80

© santa Clara - 11kms eserved  In Stock

{ Contact

@ Manhattan Beach . Del Monte Center
15 kms e K

nhattan Beach © Monterey - 9 kms

15,° 6 156_ Contact }
- Montebello Town Center 5 Available Reserved In stock

= . Contact
© Montebello - 16 kms Available

Delamo Fashion Center
@ Concord Sun Valley 139 © Santa Clara - 11 kms

Contact

© Concord - 20 kms able

78 2 80 Contact
Available Reserved In stock

@ Manhattan Beach

? Manhattan Beach - 15 kms

64 9 73 Contact ‘
Available Reserved Instock J

@ Montebello Town Center

Since the shipment is not expected anytime soon, David decides to expand search to cover nearby stores. A task module opens
showing the available stock for the same product across stores near to the store David works.
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The stock available for purchase, reserved items are shown for each store, sorted by their distance from the current store

StoreAssist

Search availability across stores

Location

tnter city

Searching within

10 kms v 20 kms
Valley Fair
ance - § kms

@ Del Monte Center

Monterey - 9 kms

@ Manhattan Beach

whattan Beach - 15 kms

- Montebello Town Center

llo - 16 kms

@ Concord Sun Valley

5

Reserved

Use my store location

172

In Stock

Contact

Contact

Contact

Contact

Contact

Contact

StoreAssist

Search availability across stores
Location

) [Enter c

Searching within:

20 kms 30 kms
Valley Fair
@ Torrance - 5 kms

167 5 172

Available Reserved In stock

{ Contact

Del Monte Center
© Monterey - 9 kms

150 6 156 Contact }
Available Reserved In stock

Delamo Fashion Center
© Santa Clara - 11 kms

78 2 80 Contact
Available Reserved In stock

Manhattan Beach
? Manhattan Beach - 15 kms

64 9 73 Contact ‘
Available Reserved Instock J
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StoreAssist

Search availability across stores

Location Use my store location

Sar{
StoreAssist
San Angelo, Texas Search availability across stores

San Angelmo, California Location Use my store location

© sar|

San Antonio, Texas

San Angelo, Texas
San Benito, Texas

San Angelmo, California
San Benardino, California

San Antonio, Texas

San Benito, Texas

Delamo Fashion Center
11 kms g

San Benardino, California

@ O it o Del Monte Center
v @ 15 kms Available ved In ¢

© Monterey - 9 kms

2 ilable Reserved In stock tact }
vailable eserve stock
el!o own Center e Contact

Delamo Fashion Center

@ Concord Sun Valley © santa Clara - 11 kms

20 kms vailabl r ’
78 2 80 Contact
Available Reserved In stock

. Manhattan Beach
? Manhattan Beach - 15 kms

64 9 73 Contact ‘
Available Reserved Instock J

@ Montebello Town Center

David can choose to view stores in the radius of a different location if the customer wishes to pick up the item
place
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StoreAssist

Search availability across stores

Location Change location

© Northwind Store, Torrance, California

StoreAssist

S hi thi Search availability across stores
earching within

10 kms v 20 kms 30 kms Location Change location

) © Northwind Store, Torrance, California
Valley Fair 1 - 1175'2 Contact

© Torrance - 5 kms Available

Searching within:

20 kms 30 kms
Valley Fair
@ Torrance - 5 kms

Contact 167 5 172

Available Reserved In stock

@ Del Monte Center

Monterey - 9 kms

Contact

@ Delamo Fashion Center 80

11kms es! In Stoc

{ Contact

@ Manhattan Beach 73

Contact Del Monte Center
each - 15 kms Av e ve In Stock

© Monterey - 9 kms

15,° 6 156_ Contact }
- Montebello Town Center 5 51 Available Reserved In stock

= Contact
© Mont > - 16 kms Reserved I Stc

Delamo Fashion Center
@ Concord Sun Valley © Santa Clara - 11 kms

Contact
ord + 20 kms
78 2 80 Contact
Available Reserved In stock

. Manhattan Beach
? Manhattan Beach - 15 kms

64 9 73 Contact ‘
Available Reserved Instock J

@ Montebello Town Center

Alternatively, David can continue to use the current store’s location to view nearby stores and contact the closest one with stock
availability for reservation
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StoreAssist

Contact store

Contact Store

Valley Fair
® Torrance - 5 kms StoreAssist

Contact store
For item
Contact store

Philips Hue Bulbs Valley Fair
R Philips Hue 3rd Generation A19 Dimmable LED Smart Bulb (White, 10W) @

® Torrance - 5 kms
— Product Code: 464487 For item

Philips Hue 3rd Generation A19 Dimmable LED
Smart Bulb (White, 10W)

Product Code: 464487

Choose a reason for contact

Reason for contact R Philips Hue Bulbs
—

Comments

Enter additional notes Reason for contact

Comments

On clicking contact store, David is provided with option to specify the reason for contacting. The product is prefilled in the request
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StoreAssist

Contact store
Contact Store
@ Valley Fair
@ Torrance - 5 kms
For item

3 Philips Hue Bulbs
i Philips Hue 3rd Generation A19 Dimmable LED Smart Bulb (White, 10W)
— Product Code: 464487

Reason for contact

Reserve item
Reserve item
Transfer

Question

The options include reserving an item on behalf of a customer, requesting transfer of stock from one store to another and asking a
question for information to store associates in Valley Fair. David chooses to reserve the item for Rachel.

Choose one

Resert
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StoreAssist

Contact store
Contact Store
@ Valley Fair
@ Torrance - 5 kms
For item

3 Philips Hue Bulbs
i Philips Hue 3rd Generation A19 Dimmable LED Smart Bulb (White, 10W)
— Product Code: 464487

Reason for contact

Reserve item
Reserve item
Transfer

Question

The options include reserving an item on behalf of a customer, requesting transfer of stock from one store to another and asking a
question for information to store associates in Valley Fair. David chooses to reserve the item for Rachel.

Reserve item

Transfer
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u StoreAssist
Contact store
Contact Store

@ Valley Fair
® Torrance - 5 kms StoreAssist

Contact store

For item
Contact store

k Philips Hue Bulbs Valley Fair
i Philips Hue 3rd Generation A19 Dimmable LED Smart Bulb (White, 10W) ® Torrance - 5 kms

— Product Code: 464487 For item

Philips Hue 3rd Generation A19 Dimmable LED
Smart Bulb (White, 10W)

Product Code: 464487

Reserve item

Reason for contact R Philips Hue Bulbs
—

Quantity
10 Reason for contact

Reserve item
Customer Name Customer Phone No.

Rachel Green +1610-775-8067 Quantity
10

Comments

One of our customers wants to buy 10 of these bulbs. We had just 1 in stock Customer name

Rachel Green

Customer phone no.

+1610-775-8067

Comments

One of our customers wants to buy 10 of these
bulbs. We had just 1 in stock but that seems to
be defective too. Our stocks won't be
replenished until this weekend. Could you
recerve thic item far mvu clistamer ta nickiin?

David is able to specify the number of units to be reserved, the name and contact details of the customer for whom the order is
being reserved along with additional notes to the floor staff in Valley Fair branch
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Q_ Search or type a command

Chat  Request for support  About

Category Item Info Offers

@ StoreAssist

Reserve item request
StoreAssist
Philips Hue Bulbs Available
Philips Hue 3rd Generation A19 Dimmable LED Smart Bulb
(White, 10W)
Qty: 10 Reserve item request

Product Code: 464487
Philips Hue Bulbs
Philips Hue 3rd Generation A1l..

Status: Unassigned b Qty: 10

Product Code: 464487

To store Z
Status: Unassigned

@ Valley Fair
9 Torrance - 5 kms To store
For customer @ Valley Fair
Torrance - 5 kms

Rachel Green
% +1610-775-8067

For customer

Rachel Green
+1610-775-8067
Comments by me

One of our customers wants to buy 10 of these bulbs. We had just 1 in stock

but that seems to be defective too. Our stocks won't be replenished until

this weekend. Could you reserve this item for my customer to pickup? One of our customers wants to buy
10 of these bulbs. We had just 1in
stock but that seems to be defective
too. Our stocks won't be

Cancel request replenished until this weekend.

Could you reserve this item for my
customer to pickup?

Comments by me

Edit Cancel Request

|Type a new message

A ¢ ©

On clicking submit, a reservation request is raised with the provided notes. David is able to track the progress of the request and can
cancel or change details of the request if the customer changes their mind.



Roy Howard, Sales Associate at Valley Fair Store

Roy Howard is a sales associate at Valley Fair Store of Traders
electronics retail chain.



Roy Howard, the sales associate at Valley Fair branch accepts the reservation request and sets
aside the required units for customer pickup.
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Q_ Search or type a command

Teams Store Ops Posts Files OneNote - ® Team MBI

Pinned

@ Store Ops
Valley Fair

o StoreAssist
Your teams
& Reserve item request
@ Valley Fair

Philips Hue Bulbs

Philips Hue 3rd Generation A19 Dimmable LED Smart Bulb Store Ops
(White, 10W) Valley Fair
Qty: 10

Product Code: 464487
Performance ' Reserve item request

Shiproom

General
Store Ops

Overview

Files

Philips Hue 3rd Generation Al..
Qty: 10
32 hidden channels From store - Product Code: 464487

Tailssin T Northwind Store S
ailspin Toys © Torrance Status: Unassigned

Account Team For customer From store

Status: Unassigned Philips Hue Bulbs
Telemetry R

General Rachel Green . Northwind Store
% +1610-775-8067 Torrance - 5 kms
Accounting &

For customer

Finance Comments by David Rachel Green

FY 2017 Planning One of our customers wants to buy 10 of these bulbs. We had just 1 in stock % +1610 8067
but that seems to be defective too. Our stocks won't be replenished until

Strategy this weekend. Could you reserve this item for my customer to pickup? Comments by David

One of our customers wants to buy 10 of these
bulbs. We had just 1 in stock but that seems to
Change Status be defective too. Our stocks won't be
replenished until this weekend. Could you
reserve this item for my customer to pickup?

6 hidden channels

<’ Reply Change status
Start a new conversation, use @ to mention someone

Join or create a team

A ¢ O @ B o @

4 New post

The reservation request created by David in Northwind store, gets posted into Store Operations channel of Valley Fair branch
Team as an adaptive card.
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Teams

Pinned
@ Store Ops
Valley Fair

Your teams

Valley Fair

General

Teams

Store Ops
Overview
Performance
Shiproom
Telemetry

32 hidden channels

Tailspin Toys

Account Team

General
Accounting O
Finance

FY 2017 Planning
Strategy

6 hidden channels

Join or create a team

store

¥

Q_ Search or type a command

StOI‘EOpS Posts Files OneNote -

Status: Unassigned

From store

@ Northwind Store
@ Torrance

For customer

Rachel Green
% +1610-775-8067

Comments by David:

One of our customers wants to buy 10 of these bulbs. We had just 1 in stock
but that seems to be defective too. Our stocks won't be replenished until
this weekend. Could you reserve this item for my customer to pickup?

Change Status

Status

Assign to me

Comments(Optional)

| will have it ready. Please ask the customer to pick it up anytime
after 3pm. We are open till 9pm.

Cancel

& Reply

Start a new conversation, use @ to mention someone

A & ©

B o e

@ Team

Roy Howard, a store associate at Valley Fair assigns the ticket to himself and adds a note asking the customer to pick it up from the

Store Ops

Valley Fair
Files
For customer
Rachel Green

+1610 067

Comments by David

One of our customers wants to buy 10 of these
bulbs. We had just 1 in stock but that seems to
be defective too. Our stocks won't be
replenished until this weekend. Could you
reserve this item for my customer to pickup?

Change status

Status

Assign to me

Comments(Optional)

| will have it ready. Please ask the
customer to pick it up anytime after 3pm.
We are open till 9pm.

4 New post
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Q_ Search or type a command

n StoreAssist Chat  Request for support  About

0 StoreAssist

Reserve item request

Philips Hue Bulbs
Philips Hue 3rd Generation A19 Dimmable LED Smart Bulb
(White, 10W)

Qty: 10
Product Code: 464487

Status: Assigned to Roy H

To store

@ Valley Fair
@ Torrance - 5 kms

For customer

Rachel Green
% +1610-775-8067

Comments by Roy H
I will have it ready. Please ask the customer to pick it up anytime after 3pm.
We are open till 9pm

Show previous comments

Edit Cancel request

‘Type a new message

2 OmB @ -

The assignment status and note submitted by Roy gets updated at David's end of adaptive card. After seeing the update, David asks

Rachel to visit the store before 9pm and pickup her order.

StoreAssist
Available
L

Reserve item request

Philips Hue Bulbs

Philips Hue 3rd Generation A1..
Qty: 10

Product Code: 464487

Status: Assigned to Roy H

To store

Valley Fair
Torrance - 5 kms

For customer

Rachel Green

+1610-775-8067

Comments by Roy H

| will have it ready. Please ask the
customer to pick it up anytime after
3pm. We are open till 9pm.

Show previous comments v

‘ Edit Cancel Request




Rachel visits the Valley Fair store later during the day to pick up the order reserved for her
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Q_ Search or type a command

Teams Y Store Ops Posts Files OneNote - ® Team MBI

Pinned
@ Store Ops
Valley Fair

Your teams

Valley Fair

General

Teams

Store Ops
Overview
Performance
Shiproom
Telemetry

32 hidden channels
Tailspin Toys

Account Team

General
Accounting O
Finance

FY 2017 Planning
Strategy

6 hidden channels

o StoreAssist

Reserve item request

Philips Hue Bulbs
Philips Hue 3rd Generation AT9 Dimmable LED Smart Bulb
(White, 10W)

Qty: 10
Product Code: 464487

Status: Assigned to Roy H

From store

@ Northwind Store
© Torrance

For customer
Rachel Green

% +1610-775-8067

Comments by Roy H
| will have it ready. Please ask the customer to pick it up anytime after 3pm
We are open till 9pm.

Show previous comments ~

Change Status

Store Ops

Valley Fair

Files

Reserve item request

Philips Hue Bulbs

Philips Hue 3rd Generation A1
Qty: 10

Product Code: 464487

Status: Assigned to Roy H

From store

Northwind Store
Torrance - 5 kms

For customer

Rachel Green

% +1610-775-8067

Comments by Roy H
| will have it ready. Please ask the customer to
pick it up anytime after 3pm. We are open till
9pm.

Show previous comments v

&« Reply ———————
Change status

Start a new conversation, use @ to mention someone

Join or create a team

A ¢ @ @ B a @

4 New post

On mentioning her name / phone number, Rachel is presented with her order ready for checkout at the checkout counter. Once
Rachel completes the purchase, Roy decides to update the reservation request.



Retail — Reserve Inventory

Teams

Pinned
@ Store Ops
Valley Fair

Your teams

Valley Fair

General

Teams

Store Ops
Overview
Performance
Shiproom
Telemetry

32 hidden channels
Tailspin Toys

Account Team

General
Accounting O
Finance

FY 2017 Planning
Strategy

6 hidden channels

Join or create a team

¥

Q_ Search or type a command

StOI‘EOpS Posts Files OneNote -

Status: Assigned to Roy H
From store

@ Northwind Store
@ Torrance

For customer

Rachel Green
%, +1610-775-8067

Comments by Roy H

I will have it ready. Please ask the customer to pick it up anytime after 3pm.

We are open till 9pm

Show previous comments ~

Change Status

Status

Close

Comments(Optional)

Customer has picked up the item from our store. Cheers!

Cancel

< Reply

Start a new conversation, use @ to mention someone

A ¢ @ @ B a @

Roy closes the reservation request and adds a note mentioning that the customer has picked up the items successfully.

@© Team MBI

Store Ops

Valley Fair

Files

For customer
Rachel Green

, +1610-775-8067

Comments by Boy

| will have it ready. Please ask the customer to
pick it up anytime after 3pm. We are open till
9pm.

Show previous comments v

Change status

Status

Close

Comments(Optional)

Customer has picked up the item from
our store. Cheers!

Cancel Save

4 New post
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Teams

Pinned

@ Store Ops
Valley Fair

Your teams

Valley Fair
General
Store Ops
Overview
Performance
Shiproom

Telemetry

32 hidden channels

Tailspin Toys

Account Team

General
Accounting 8
Finance

FY 2017 Planning
Strategy

6 hidden channels

Join or create a team

Q_ Search or type a command

Y Store Ops Posts Files OneNote

o StoreAssist

Reserve item request

Philips Hue Bulbs
Philips Hue 3rd Generation A19 Dimmable LED Smart Bulb
(White, 10W)

Qty: 10
Product Code: 464487

Status: Closed

From store

Northwind Store
9 Torrance

For customer

Rachel Green
% +1610-775-8067

Comments by Roy H
Customer has picked up the item from our store. Cheers!

Show previous comments v

Change Status

Start a new conversation, use @ to mention someone

A ¢ OB @

Roy closes the reservation request and adds a note mentioning that the customer has picked up the items successfully.

© Team

Store Ops

Valley Fair

Files

Reserve item request

Philips Hue Bulbs
K Philips Hue 3rd Generation A1..
k Qty: 10

Product Code: 464487

Status: Closed

From store

-© Northwind Store
Torrance - 5 kms
For customer

Rachel Green

% +1610-775-8067

Commaents by Boy H
Customer has picked up the item from our
store. Cheers!

Show previous comments v

Change status

4 New post
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u StoreAssist  Chat Request for support  About

@ StoreAssist

Q_ Search or type a command

Reserve item request

Philips Hue Bulbs

Philips Hue 3rd Generation A19 Dimmable LED Smart Bulb

(White, 10W)
Qty: 10

Product Code: 464487

Status: Closed
To store
@ Valley Fair
9 Torrance - 5 kms
For customer

Rachel Green
% +1610-775-8067

Comments by Roy H

Customer has picked up the item from our store. Cheers!

Show previous comments v

Reopen request

|Type a new message

N CO®B ®

David's adaptive card gets updated to reflect the change in status. David is able to see that Rachel has picked up the order. If there
are any other issues, David will be able to reopen the request as well from his end.

<

StoreAssist

Available

‘ Edit details Expand search

Reserve item request

Philips Hue Bulbs
i Philips Hue 3rd Generation A1..

Qty: 10
Product Code: 464487

—

Status: Closed

To store

Valley Fair
Torrance - 5 kms

For customer

Rachel Green

+1610-775-8067

Comments by Roy H
Customer has picked up the item
from our store. Cheers!

Show previous comments v

Reopen Request
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Solution Highlights — Best Practices

Key Solution Design Considerations

Platform Extension Points

» Bot is used for navigating the capabilities within the inventory app. Bot with
fixed set of commands fits well in this scenario as -

o

The app has a defined fixed set of functionalities such as searching for a
product, updating stock information. With bot command list, it is easy to
access these frequently used functionalities

The information from the bot responses is useful only for the single end
user who requested it. The requester can choose to perform further
operations on the presented information

» Task modules are used for searching product inventory, searching inventory

across various stores -

o

While finding the product stock availability is the goal, scanning of bar
code, entering product information are various means to the end

The various means (searching inventory across stores, finding product
from image) are handled via task modules while the end result of the
operation is surfaced via adaptive cards so they remain as persistent
information that end user can revisit and consume

User Experience

» Card refreshes are used to update the status information on reservation
requests to provide updates on customer purchase. Refreshing the same
card to show update progresses avoids crowding with multiple messages in
the chat screen of the end user.

* Implementing a file picker in the task module, provides ability for end user
to upload stored images when accessed from a desktop. When accessed
using mobile, it also provides an option to take a photo and upload in
addition to picking file from image gallery.


https://docs.microsoft.com/en-us/microsoftteams/platform/bots/how-to/create-a-bot-for-teams
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#refresh-cards
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Solution Architecture

User

Store Associate

Azure

& Bot / Task
<«— Module / Card
Create

Subscription

—

Bot Registration

=
-

Product Database

4—

Trigger search rl
<«—— request / Reserve I.Ij

_—
Iltem / Get stock +—

updates
Reserve Inventory
App Service
Retrieve product
from image with
barcode
Retrieve product
from barcode —»
recognition

Azure Vision API

Get product stock,

POST product stock
update

External Systems

l
(((

Inventory DB




Retail Book of Dreams

Virtual Consult -Enhanced Customer Support




Scenario Vision

Context

preferred time for the agent to call back

Current State

> > > > b

The customer support agent receives the request and acknowledges it by
assigning the request to himself

At the designated time, the agent performs an audio call to Megan and
inquires about the issue she is facing. Megan faces difficulties in explaining the
assembly step which is confusing for her

Sales agent asks Megan to take a photo of the assembly as it is and send it
over in e-mail to a specified mailbox along with order / ticket ID in subject

Megan sends the email and waits on the call for the agent to get up to speed.
Agent asks follow up questions and gets more step by step images as required

Realizing that Megan has an older version of guidebook which is less detailed
in steps, the agent starts providing additional guidance over phone call

After Megan successfully assembles the furniture, agent completes the call and
closes the ticket to move on to next call

A\ - Points of Friction

-
c
v
(=)}
<
=]
E
o
o
o
=]
v

* Megan, a loyal customer of Contoso Furnitures, has recently bought a table for her home. She has trouble assembling the furniture as per the
instructions provided and decides to call customer support for help

Megan uses the company’s website to raise a customer support request and provides her contact information and order details. She chooses a

Future State

v

v

All customer support requests are collated in a single channel which provides
periodic reminders and tags available agents alerting them of incoming ticket

As soon as call is scheduled, Teams meeting join information is sent to
customer over email and text message.

The agent has the option to request ticket reassignment before the scheduled
call time in case of any emergencies

The app sends reminder before scheduled call time and suggests relevant
articles and guidebooks, related tickets if any

Megan and the agent join a video call where Megan shows the agent her
assembly issues live on the call.

The agent pulls up the updated guide, does a screen share to walk Megan
through installation steps

Once Megan has successfully assembled the furniture, she takes a picture of
assembled table and sends it in the meeting chat. Agent attaches it to the
ticket before closing it

As part of closing notes, the agent updates the discrepancy in setup guide and
marks follow up action to update setup manuals



Babak Shammas, Virtual Consult Agent

Babak Shammas is a customer consult & support agent, adept at
handling all setup, installation queries for Contoso furniture.



Megan Bowen, a customer of Contoso Furnitures, has recently purchased a table at the store.
As she faced difficulties in assembling the table, Megan raises an assembly help request on
Contoso website
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Q_ Search or type a command

Teams Virtual Consult Posts Files Consult Schedule - ® Team

Pinned Christie Cline 2 @
@ Virtual Consult '© Great! Now that we have s

Contoso
Grady Archie 5

Your teams ‘Il create a detailed tting objectives in this channel. Debra Berg jele Vance I'll share the existing product
. Contoso information files in tt ne post. So keep an eye out for that!
General

Virtual Consult

o= Virtual Consult
s ()
Overview

New video consult request!

Performance

Shiproom Setup for Maplewood table

Ticket ID: T12345
Telemetry cke

32 hidden channels Q Megan Bowen
+1(310)-228-7435 | megan.t
Tailspin Toys
Query:
I have bought the Maplewood table for home office use and | don't know
Account Team how to set it up. Please help me with setup and installation

General

; Preferred time
Accounting &

26 May 15:00 - 17:00, 17:00 — 19:00

Finance 27 May 17:00 - 19:00

FY 2017 Planning

Strategy Status: Unassigned

6 hidden channels
Reject

<’ Reply

Start a new conversation, use @ to mention someone

Join or create a team

A ¢ Q@ B & &

The information provided by Megan while raising the support request gets posted as a message inside channel with all Virtual consult support agents. The
posted card contains Megan'’s contact details, the product name, the support query and preferred time to contact.
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Q_ Search or type a command

Teams Virtual Consult Posts Files Consult Schedule © Team MBI

Pinned Christie Cline d 2 @
@ Virtual Consult { Great! Now that we have solid foundation to work out of, Grady Archie, how do we take this forward?

Contoso
Grady Archie 5/27

Yourteams 'll create a detailed post setting objectives in this channel. Debra Berge Vance I'll share the existing product
infarmation " ™ t for that
Contoso nrormatio ost out for that!
General

Virtual Consult

ve Virtual Consult
. O
Overview

New video consult request!

Performance

Shiproom Setup for Maplewood table

Ticket ID: T12345
Telemetry '

32 hidden channels Q Megan Bowen
+1(310)-228-7435
Tailspin Toys
Query:
I have bought the Maplewood table for home office use and | don't know
Account Team how to set it up. Please help me with setup and installation

General

i N Preferred time
Accounting &
26 May 15:00 - 17:00, 17:00 — 19:00

Finance 27 May 17:00 - 19:00

FY 2017 Planning

Strategy Status: Assigned to Babak Shammas

6 hidden channels
Call now Schedule for later

&’ Reply

Start a new conversation, use @ to mention someone

Join or create a team

A ¢ O @ B & &

Any available agent can take a look at the topic / product in which support is required and the preferred timing. Based on availability and expertise, an
agent can take up the consult request. Babak has assigned the ticket to himself and proceeds to setup the call
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Teams

Pinned

@ Virtual Consult

Contoso

Your teams

Contoso

General

Virtual Consult
Overview
Performance
Shiproom
Telemetry

32 hidden channels
Tailspin Toys

Account Team

General
Accounting B
Finance

FY 2017 Planning
Strategy

6 hidden channels

o

o+ .
) Join or create a team

Babak proceeds to write a custom message that will be sent to Megan along with the consult invite. The meeting joining details will be auto generated and

Q_ Search or type a command

Virtual Consult Posts Files Consult Schedule

Setup for Maplewood table
Ticket 1D: T12345

. Megan Bowen
+1(310)-228-7435 megan.bowen@gmail.com

Query:
I have bought the Maplewood table for home office use and | don't know
how to set it up. Please help me with setup and installation

Preferred time

26 May 15:00 - 17:00, 17:00 - 19:00
27 May 17:00 - 19:00

Status: Assigned to Babak Shammas

Call now Schedule for later

Choose date and time

26 May 2020 15:00 ~ — 26 May 2020 16:00 v

Comments(Optional)

Hi Megan! Please do join on video call. | will be happy to assist on all
your queries

Cancel Save

<’ Reply

Start a new conversation, use @ to mention someone

A ¢ @O W B & -

sent to Megan as email and to her phone as text message.

@ Team

MBI
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Q, Search or type a command

Teams Y Virtual Consult Posts Files Consult Schedule

- | think that's a great idea! Ihat way there's a physical portion of the information that can be used as a reterence point.
Pinned

@ Virtual Consult O Christie Cline
Contoso o Great! Now that we have solid foundation to work out of, Grady Archie, how do we take this forward?

Contoso I'll create a detailed post setting objectives in this channel. Debra Berger and Adele Vance I'll share the existing product

General

information files in the same post. So keep an eye out for that!

Your teams ‘ ‘) Grady Archie 5/27 5:47 PM Edited

Virtual Consult

Overview o Virtual Consult
(=)

Performance

New video consult request!
Shiproom

Setup for Maplewood table
Ticket ID: T12345

Telemetry

32 hidden channels

g . Megan Bowen
Tailspin Toys +1(310)-228-7435 | megan.bov
Query:
| have bought the Maplewood table for home office use and | don't know
how to set it up. Please help me with setup and installation

Account Team

General
Accounting &

96 Scheduled time
Finance

FY 2017 Planning
Strategy Status: Assigned to Babak Shammas

26 May 15:00 - 16:00

6 hidden channels

Change status

& Reply

Start a new conversation, use @ to mention someone

A ¢ @ W B Gt & -

o

8" Join or create a team

The scheduled consult cards get updated to show the agent who is attending the consult and the scheduled time of consult. The meeting join details and a
calendar invite is also automatically added to Babak's calendar
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Q_ Search or type a command

Teams Virtual Consult Posts Files Consult Schedule ® Team MBI

Pinned
= Consults scheduled for today(12 Filter Search for consults
@ Virtual Consult y(12) Y
Contoso
Ticket ID ™ Customer name v Appt time T v Email ID Phone no. Status
Your teams

. Contoso T28389 e Ranjan Mehta 09:00 - 09:30 ranjan.mehta@gmail.com +1(310)-228-7435 Assigned to Babak S

General
T11387 £ Marie Behra J 09:00 - 09:30 marie.behra@gmail.com +1(310)-878-7435 Assigned to Rupa B
Virtual Consult

Overview Rajesh Malhotra 09:30 - 09:45 rajesh.malhotra@hotmail.com +1(310)-228-3879 Unassigned
Performance
Shiproom T98929 Shivalika Sharma 10:00 - 11:00 shivalika.sharma@gmail.com +1(310)-389-2737 Assigned to Roy H

Telemetry
T82028 Rishab Patel 11:00 - 11:30 rishab.patel@gmail.com +1(310)-372-2930 Unassigned

32 hidden channels

Tailspin Toys T87297 Sonam Patel 12:00 - 13:00 sonam.patel@gmail.com +1(310)-382-2289 Unassigned

Account Team e T77292 Aditya Gogoi 14:00 - 14:30 aditya.gogoi@gmail.com +1(310)-829-1910 Assigned to Danielle M

General

R ; A T12345 } Megan Bowen 15:00 - 16:00 megan.bowen@gmail.com +1(310)-383-2728 Assigned to Babak S
ccounting O

Finance
A R Shivakumar 15:00 - 16:00 shiva.kumar@gmail.com +1(310)-102-1389 Assigned to Rupa B
FY 2017 Planning

Strategy T29692 'y Pratham Sardar 16:00 - 16:30 pratham.sardar@gmail.com +1(310)-282-3839 Unassigned
6 hidden channels

T78979 2 Seri Jawa 16:30 - 17:00 serijawa@gmail.com +1(310)-229-3891 Assigned to Shinwu Q

T27628 k' Mriduk Baiwa 17:00 - 18:00 mriduk.baiwa@gmail.com +1(310)-119-2819 Unassigned

Join or create a team

The app also supports a team tab which lists all virtual consults scheduled for the day across all agents. In addition to providing the consults that are
underway, it also provides option for user to join any call for audit, quality and training purposes.
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Q_ Search or type a command

Virtual Consult chat My Consults  About

+ Virtual Consult
O

Consult scheduled!
Ticket ID: T12345

Q . Megan Bowen
+1(310)-228-7435 megan.bower

n Setup for Maplewood table
Friday, May 26, 2020 @ 15:00 - 16:00

L You will be reminded 5 minutes before the meeting

Status: Assigned to Babak Shammas

Change status View details X Cancel consult

. Virtual Consult
O

Relevant resources
These guide articles are suggested to you for Megan's consult

7 Installation instructions for Maplewood Table - Complete Guide
(7 Maplewood Table and Chair Accessories Setup

7 Products similar to Maplewood Table

|Type a new message

A ¢ O @B &

As soon as a consult request is scheduled, Babak receives the scheduling information, documents, and guides from internal Knowledge Management
repository to serve as an aid in supporting the customer. This information is customized and relevant to each virtual consult call.



Kadji Bell, Virtual Consult Agent

Kadji Bell is also a customer consult & support agent, adept at
handling all setup, installation queries for Contoso furniture.



Before the scheduled consult call with Meghan, Babak is faced with a personal emergency and
is looking to reassign the request to his colleague
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Teams

Pinned

@ Virtual Consult

Contoso

Your teams

. Contoso

General

Virtual Consult
Overview
Performance
Shiproom
Telemetry

32 hidden channels
Tailspin Toys

Account Team
General
Accounting &
Finance

FY 2017 Planning
Strategy

6 hidden channels

Join or create a team

Q_ Search or type a command

Virtual Consult Posts Files Consult Schedule -+

Consults scheduled for today(12)
Ticket ID Customer name v

T28389 e Ranjan Mehta
T11387 £} Marie Behra
Rajesh Malhotra
T98929 Shivalika Sharma
T82028 Rishab Patel
T87297 Sonam Patel
T77292 i Aditya Gogoi
T12345 } Megan Bowen
A R Shivakumar
T29692 'y Pratham Sardar
T78979 2 Seri Jawa

T27628 Mriduk Baiwa

Appt time T v

09:00 - 09:30

09:00 - 09:30

09:30 - 09:45

10:00 - 11:00

11:00 - 11:30

12:00 - 13:00

14:00 - 14:30

15:00 - 16:00

15:00 - 16:00

16:00 - 16:30

16:30 - 17:00

17:00 - 18:00

Email ID

ranjan.mehta@gmail.com

marie.behra@gmail.com

rajesh.malhotra@hotmail.com

shivalika.sharma@gmail.com

rishab.patel@gmail.com

sonam.patel@gmail.com

aditya.gogoi@gmail.com

megan.bowen@gmail.com

shiva.kumar@gmail.com

pratham.sardar@gmail.com

serijawa@gmail.com

mriduk.baiwa@gmail.com

Phone no.

+1(310)-228-7435

+1(310)-878-7435

+1(310)-228-3879

+1(310)-389-2737

+1(310)-372-2930

+1(310)-382-2289

+1(310)-829-1910

+1(310)-383-2728

+1(310)-102-1389

+1(310)-282-3839

+1(310)-229-3891

+1(310)-119-2819

® Team MBI

Y Filter Search for consults

Status

Assigned to Babak S

Assigned to Rupa B

Unassigned

Assigned to Roy H

Unassigned

Unassigned

Assigned to Danielle M

Assigned to Babak S Join
@ View Details
Assigned to Rupa B
&z Reassign

Unassigned
X Cancel Consult

Assigned to Shinwu Q

Unassigned

The team tab provides option for Babak to initiate the request to reassign a consult request to another agent within the same team.



Retail = Virtual Consult

Virtual Consult
Reassign
Select an agent

}y‘ Kadiji Bell

Comments (optional)

Hi Kadji, | have got a personal emergency and won't be able to consult Megan
with installing her Maplewood table. Would you please mind taking up this
request?

Cancel Reassign

Babak can choose the name of any agent / multiple agent names to receive the reassign request. Babak chooses to send the reassign request to Kadji
Bell within his team with a message explaining details of the customer consult
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Q_ Search or type a command

Virtual Consult chat My Consults  About

@ Virtual Consult

Consult reassign request!

Setup for Maplewood table
Ticket ID: T12345

@ Babak Shammas

Hi Kadiji, | have got a personal emergency and won't be able to consult Megan with
installing her Maplewood table. Would you please mind taking up this request?

n Setup for Maplewood table
Friday, May 26, 2020 @ 15:00 - 16:00

Customer details

Q.‘ Megan Bowen
+1(310)-228-7435 megan.bowen(

Query:
| have bought the Maplewood table for home office use and | don’t know
how to set it up. Please help me with setup and installation.

Status: Assigned to Babak Shammas

|Type a new message

A 0 OB B &

Kadji Bell immediately receives the reassign request in the personal scope of his app. Kadiji is provided with complete details of the consult, the customer,
query and timings along with Babak's personal message for reassigning the consult.
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Q_ Search or type a command
Virtual Consult chat My Consults  About

@ Virtual Consult

Consult reassigned!
Ticket ID: T12345

Q . Megan Bowen
+1(310)-228-7435 megan.bower

n Setup for Maplewood table
Friday, May 26, 2020 @ 15:00 - 16:00

L You will be reminded 5 minutes before the meeting

Status: Assigned to Kadiji Bell

Change status View details X Cancel consult

. Virtual Consult
O

Relevant resources
These guide articles are suggested to you for Megan's consult

7 Installation instructions for Maplewood Table - Complete Guide
(7 Maplewood Table and Chair Accessories Setup

7 Products similar to Maplewood Table

|Type a new message

A ¢ O @B &

As Kadji accepts the reassign request, the consult is updated to be added to Kadiji's roster. He receives the meeting join details added to his calendar. In
addition, all the relevant guides and documentation is surfaced to Kadji as well to serve as aid during the call with Megan
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Q_ Search or type a command
Virtual Consult chat My Consults  About

@ Virtual Consult

Consult reassigned!
Ticket ID: T12345

Q . Megan Bowen
+1(310)-228-7435 megan.bower

n Setup for Maplewood table
Friday, May 26, 2020 @ 15:00 - 16:00

L 1t's time to join the call!

Status: Assigned to Kadiji Bell

View details Change status

. Virtual Consult
O

Relevant resources
These guide articles are suggested to you for Megan's consult

7 Installation instructions for Maplewood Table - Complete Guide
(7 Maplewood Table and Chair Accessories Setup

7 Products similar to Maplewood Table

|Type a new message

A ¢ O @B &

The app sends a reminder alert to Kadji 5 minutes before the call with an option to join the meeting from the app. Kadji clicks on the Join meeting and is
taken to the meeting join page on Teams.



Retail — Virtual Consult

Setup for Maplewood table

® 00:22:06 ee o~ Leave

Megan Bowen

At scheduled time, Megan joins the call as an anonymous user and explains her assembly issues to Kadji. He realizes that Megan has received an older
version of setup guide and does a screen share of his latest setup guide document with illustrations and walks her through the steps.



Megan successfully assembles her table following the instructions provided by Kadji over the
video consult
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Q_ Search or type a command

Chat v Setup for Maplewood table chat Files Meeting Notes Whiteboard

Pinned
m Kadiji Bell joined the meeting

b . Ray Tanaka 1:40 PM
Louisa will send the initial list of attendees @¢ Meeting started  26/05 15:01

@ Beth Davies 1:43 PM (]  Megan Browen joined the meeting
© Thanks, that would be nice

o Hi Megan, as discussed over the call, it would be great if you could share the pictures of installed table.
ecent

Setup for Maplewood table 2:00 PM Magan Bower (Guest
Megan: Sent a file =
Charlotte and Babak 1:58 PM

Babak: | asked the client to send the f...

Krystal McKinney 1:55 PM
LS

David Power
Cool, look forward to the update

Keiko Tanaka 12:02 PM
You: That's cool!

Kayo Miwa 417
| reviewed with the client on Tuesday, she h

Will, Kayo, Eric, Jazmine, +2  12:00 PM
Kayo: It would be great to sync with you bo.

MJ Price 1:20 PM
| haven't checked available times yet

Chris Naidoo :
You: Thanks! Have a nice weekend Here you go. Thanks for your help! The table looks amazing!

Daichi Fukuda 6/4
No, | think there are other alternatives we ¢

Babak Shammas 10:08 AM

Kian Lambert 6/2

Have you ran this by Beth? Make sure she is. |Type a new message

Team Design Template 6/3

Reta: Let's set up a brainstorm session for A¢ @ @ @ =

Once Megan successfully assembles the table, Kadji asks her to send a picture of the completely assembled table using the meeting chat. Megan
immediately uses her phone camera to take a picture and send it on the meeting chat as she is on the call.
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Q_ Search or type a command

Chat v Setup for Maplewood table chat Files Meeting Notes Whiteboard

Pinned
Kadiji Bell joined the meeting

b . Ray Tanaka 1:40 PM
Louisa will send the initial list of attendees @¢ Meeting started  26/05 15:01

@ Beth Davies 1:43 PM Megan Browen joined the meeting
© Thanks, that would be nice

o Hi Megan, as discussed over the call, it would be great if you could share the pictures of installed table.
ecent

Setup for Maplewood table 2:00 PM

Megan: Sent a file Megan Bowen (Guest)

Save this message

Charlotte and Babak 1:58 PM

Babak: | asked the client to send the f... Mark as unread

Krystal McKinney 1:55 PM Copy link

v Translate
David Power
Cool, look forward to the update

Keiko Tanaka 565 PN Turn on notifications B Attach to ficket

You: That's cool! i %
Y o B Create a poll

Kayo Miwa 417
| reviewed with the client on Tuesday, she h

Immersive reader

Will, Kayo, Eric, Jazmine, +2  12:00 PM
Kayo: It would be great to sync with you bo.

MJ Price 1:20 PM
| haven't checked available times yet

Chris Naidoo
You: Thanks! Have a nice weekend Here you go. Thanks for your help! The table looks amazing!

Daichi Fukuda 6/4
No, | think there are other alternatives we ¢

Babak Shammas 10:08 AM

Kian Lambert 6/2

Have you ran this by Beth? Make sure she is. |Type a new message

Team Design Template 6/3

Reta: Let's set up a brainstorm session for A¢ @ @ @ =

Kadji invokes message action from the image sent by Megan and chooses to add it to the consult ticket raised by Megan.
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% Virtual Consult
Attach to ticket

Setup for Maplewood table
Ticket ID: T12345

Attachment title

Enter here

’ } Megan Bowen

Here you go. Thanks for your help! The table looks amazing!

Additional comments

Enter comments

Cancel

The task module that opens auto selects the right consult ticket from the context of the conversation. In addition, Kadji can select and write a custom
comment to be added along with the attachment.
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% Virtual Consult
Attach to ticket

Setup for Maplewood table
Ticket ID: T12345

Attachment title

Final Table Look

’ } Megan Bowen

Here you go. Thanks for your help! The table looks amazing!

Additional comments

The customer has successfully assembled the table. Attaching picture of the
completed table

The task module that opens auto selects the right consult ticket from the context of the conversation. In addition, Kadji can select and write a custom
comment to be added along with the attachment.




During his call with Megan, Kadji has the ability to take notes of important queries raised, track
follow up action items from the call using the Virtual consult app
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Q_ Search or type a command

Chat v Setup for Maplewood table chat Files Meeting Notes Whiteboard

Pinned
m Kadiji Bell joined the meeting

b . Ray Tanaka 1:40 PM
Louisa will send the initial list of attendees @¢ Meeting started  26/05 15:01

@ Beth Davies 1:43 PM (]  Megan Browen joined the meeting
© Thanks, that would be nice

o Hi Megan, as discussed over the call, it would be great if you could share the pictures of installed table.
ecent

Setup for Maplewood table 2:00 PM Magan Bower (Guest
Megan: Sent a file

Charlotte and Babak 1:58 PM
Babak: | asked the client to send the f...

Krystal McKinney 1:55 PM
LS

David Power
Cool, look forward to the update

Keiko Tanaka 12:02 PM
You: That's cool!

Kayo Miwa 417
| reviewed with the client on Tuesday, she h

Will, Kayo, Eric, Jazmine, +2  12:00 PM
Kayo: It would be great to sync with you bo.

MJ Price 1:20 PM
| haven't checked available times yet

Chris Naidoo :
You: Thanks! Have a nice weekend Here you go. Thanks for your help! The table looks amazing!

Daichi Fukuda 6/4
No, | think there are other alternatives we ¢

Babak Shammas 10:08 AM

Kian Lambert 6/2

Have you ran this by Beth? Make sure she is. |Type a new message

Team Design Template 6/3

Reta: Let's set up a brainstorm session for A¢ é @ @ @

In addition to adding the messages from Megan as attachments to the ticket, Kadji can also add details of the call and his discussion with Megan to the
consult ticket. He invokes this using the messaging extension of virtual consult app
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Virtual Consult
My consults
Current consult

Setup for Maplewood table Megan Bowen 26 May, 15:00 - 16:00

Ticket ID: T12345 Customer Name Sct

@ View Details

Other consults: (M Share

h by ticket ID, consult title or custo ame &z Reassign

Tripod table lamp defect Ranjan Mehta 26 May, 9:00 - 9:30
Ticket ID: T39639 Customer Name Sche m

Wenge finish table setup Marie Behra 25 May, 12:00 - 13:00

Ticket ID: T37292 Cus! me Scheduled time

Upholstered storage bed Shivalika Sharma 25 May, 11:00 - 11:30

Ticket ID: T29187 Closed Customer Name Scheduled time

Black iconic chair setup A R Shivakumar 24 May, 10:00 - 10:30

Ticket ID: T27391 Customer Name Scheduled tim

Walnut finish dressing table Pratham Sardar 24 May, 9:00 - 9:30

Ticket ID: T27391 Cus er Name Scheduled time

A task module opens up listing all the tickets assigned to Kadji for the day. The app also highlights the current consult ticket call with Megan for ease of
use. Kadji can get into the consult ticket's details by clicking on the ticket
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Virtual Consult
My consults

Setup for Maplewood table
Ticket ID: T12345

Friday, May 26, 2020 @ 15:00 - 16:00
~ Assigned to Kadji Bell

Customer Details Attachments(1) Relevant Guides Internal Notes

' N Megan Bowen

© +1(310)-228-7435 megan.bowen@gmail.com

Query:
| have bought the Maplewood table for home office use and | don't know how to set it up. Please
help me with setup and installation.

Loyalty Profile:
Loyalty Status
Card Number
Loyalty Balance

Edit consult m

The detailed customer view provides additional information about customer Meghan as fetched from the CRM database. In addition, it also provides
the ability to share the ticket details as an adaptive card
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Virtual Consult

My consults
Setup for Maplewood table
Ticket ID: T12345

Friday, May 26, 2020 @ 15:00 - 16:00
v Assigned to Kadji Bell

Customer Details Attachments(1) Relevant Guides Internal Notes

Final Table Look

" Megan Bowen

Here you go. Thanks for your help! The table looks amazing!

] Additonal comments from Babak:
The customer has successfully assembled the table. Attaching picture of the completed table.

Edit consult m

The attachments section lists any and all attachments added as part of the ticket. In addition, it shows attachments that were sent and received as part of
the chat conversation that can potentially be added to the ticket.
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Virtual Consult

My consults
Setup for Maplewood table
Ticket ID: T12345

Friday, May 26, 2020 @ 15:00 - 16:00
v Assigned to Kadji Bell

Customer Details Attachments(1) Relevant Guides  Internal Notes

Installation instructions for Maplewood Table - Complete Guide
Maplewood Table and Chair Accessories Setup

Products similar to Maplewood Table

Edit consult m

All documentation, guides determined by the app as relevant to Megan's virtual consult request, are available as links in the Relevant Guides section for
Kadji's use during the call.
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Virtual Consult
My consults

Setup for Maplewood table
Ticket ID: T12345

Friday, May 26, 2020 @ 15:00 - 16:00
v Assigned to Kadji Bell

Customer Details Attachments(1) Relevant Guides Internal Notes

Enter notes here

Edit consult m

Kadji chooses the Internal Notes section to document learnings, insights and follow up actions from the call that will help improve overall customer
experience.
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Virtual Consult
My consults

Setup for Maplewood table
Ticket ID: T12345

Friday, May 26, 2020 @ 15:00 - 16:00
v Assigned to Kadji Bell

Customer Details Attachments(1) Relevant Guides Internal Notes

The customer seems to have received older version of setup guide which is not
detailed in assembly steps. She has purchased it from Florida store. We should
add the new guidebook to all stocks currently at our store

Edit consult m

Kadji documents that Megan has received an older version of setup guide which lacks rich illustrations to help a customer assemble the table. Since this
could be a repeating request from all customers who buy the table, Kadji documents the root cause of the issue as part of the ticket
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Virtual Consult
My consults

Setup for Maplewood table
Ticket ID: T12345

Friday, May 26, 2020 @ 15:00 - 16:00
~ Assigned to Kadji Bell

Customer Details Attachments(1) Relevant Guides Internal Notes(1)

Recently added

The customer seems to have received older version of setup guide which is not
detailed in assembly steps. She has purchased it from Florida store. We should add the
new guidebook to all stocks currently at our store

Edit consult m

Kadji further emphasizes the need to check and make sure Contoso stores carry the updated guides to avoid similar setup calls from customers and
improve customer experience.




The Virtual Consult app sends reminders for consult requests which remain unassigned for
prolonged duration
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Q_ Search or type a command

Teams Virtual Consult Posts Files Consult Schedule © Team MBI

Pinned “ Grady Archie 5/27 5:47 PM

. I'll create a detailed post setting objectives in this channel. Debra Berger and Adele Vance I'll share the existing product
© Virtual Consult

Contoso information files in the same post. So keep an eye out for that!

Your teams

Contoso e Virtual Consult
=)

General

New video consult request!
Virtual Consult

Setup for Maplewood table
Ticket ID: T12345

Overview

Performance '
& . Megan Bowen
Shiproom 9 ) Meg
+1(310)-228-7435 megan.bowen@gmail.com
Telemetry
32 hidden char 3 Query:

| have bought the Maplewood table for home office use and | don't know

how to set it up. Please help me with setup and installation
Tailspin Toys

Preferred time
Account Team
26 May 15:00 - 17:00, 17:00 - 19:00

General 27 May 17:00 - 19:00
Accounting &

i Status: Unassigned
Finance

FY 2017 Planning m Reject

Strategy

6 hidden channels

e Virtual Consult
£5  Adel Vance, Alex Johnson, Miriam Graham, Grady Archie, It has been 5 minutes since this request came through. Could you see if you
can add this consult in your schedule?

< Reply

Start a new conversation, use @ to mention someone

Join or create a team

A ¢ © W B o &

The app analyses the schedule and availability of all agents in the team and sends periodic reminders to these agents. It @mentions the available
support agents alerting them to a consult request which is left unattended for a prolonged duration



The app handles consult requests from customers requiring immediate assistance differently
from scheduled consults
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Q_ Search or type a command

Teams Virtual Consult Posts Files Consult Schedule © Team MBI

Pinned Christie Cline dite -
nnes ) -
Great! Now that we have @

© Virtual Consult

Contose Grady Archie 5/27 5:47 PM

I'll create a detailed pos tir jectiv Debr
Your teams ate 3 detailed post )

information files i = ceep re out for that!
Contoso

General

Virtual Consult @ Virtual Consult

Overview ;

Immediate support request!
Performance
; Wenge finish table issue
Shiproom :

Ticket ID: T22791
Telemetry

Shivalika Sharma

+1(310)-228-3738 shivalika.sharma@gmail.com

32 hidden char

Tailspin Toys Query:

I have bought the Wenge finish study table last month but now it is giving

Account Team issues even though | have installed it correctly

General ©® Waiting time: 2m 31s

Accounting &

Finance Status: Unassigned

FY 2017 Planning

Reject

6 hidden channels

0 Virtual Consult
(=) : i - - N . . "
Adel Vance, Alex Johnson, Miriam Graham, Grady Archie, Customer Megan requires immediate support and is waiting on call.

<’ Reply

Start a new conversation, use @ to mention someone

Join or create a team

A ¢ © W B o &

If a customer requests immediate assistance on a product, the customer is immediately added to a Teams meeting call and a consult card gets posted
into the channel. The card updates itself periodically to show the number of minutes customer has been waiting on the call for consult support.



Retail — Virtual Consult

Q_ Search or type a command

Teams Virtual Consult Posts Files Consult Schedule © Team MBI

Pinned B Christie Cline @

Great! Now that we have solid foundation to work out of, Grady Archie, how do we take this forward?
© Virtual Consult

Contoso

Grady Archie 5/27 5:47 PM

I'll create a detailed post settin jectives in this channel. Debra Berger and Adele Vance I'll share the existing product
Your teams )

information files in the p an eye out for that!
Contoso
General

Virtual Consult @ Virtual Consult

Overview ;
Immediate support request!

Performance
Wenge finish table issue
Ticket ID; T22791

Shiproom

Telemetry
Shivalika Sharma
+1(310)-228-3738  shivalika.sharma@gmail.com

32 hidden char

Tailspin Toys Query:

I have bought the Wenge finish study table last month but now it is giving

Account Team issues even though | have installed it correctly

General ©® Waiting time: 3m 23s

Accounting &

Finance Status: Assigned to Adel Vance

FY 2017 Planning

6 hidden channels

0 Virtual Consult
(=) : i - - N . . "
Adel Vance, Alex Johnson, Miriam Graham, Grady Archie, Customer Megan requires immediate support and is waiting on call.

<’ Reply

Start a new conversation, use @ to mention someone

Join or create a team

A ¢ © W B o &

The app also @mentions the available agents as soon as the card is posted (instead of waiting for a certain duration). This alerts agents to an open
request that requires immediate attention.
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Solution Highlights — Best Practices

Key Solution Design Considerations

Platform Extension Points User Experience
* Personal & Channel Tab are added as part of the app to provide a * On invoking the message extension, the task module opens, automatically
consolidated view of consult schedule for all agents and support manager highlighting the current customer consult. Since message extensions receive
the context (meeting / chat ID / channel ID) from which they are invoked,
o Channel Tab — Channel tab provides list of consults across all agents and the app highlights the corresponding consult depending on where it was
is predominantly used by supervisors/managers to monitor various calls invoked

and ensure process efficiency
‘ o _ » The message action also receives the message object from which it was
o Persona Tab — Consults scheduled for each agent is accessible in their invoked. This allows the app to automatically fetch the right message text,

own personal tabs for ease of managing their day, reassigning consults, and associated attachment to be surfaced in the resultant task module
updating details for follow-up

» Message actions and Message extensions enhance the ‘in-meeting’
experience by providing a way for agent to process and store incoming
information from customer (attachments) and document interaction without
leaving context (adding notes)

Graph API

» The app utilizes Bookings Graph API to create appointments / meetings that will be sent to customers requiring virtual consult. This ensures proper meeting joining
information is sent to customers with adequate reminders

» The app also utilizes Presence Graph API to determine agent availability while assigning consult requests.


https://docs.microsoft.com/en-us/microsoftteams/platform/tabs/what-are-tabs
https://docs.microsoft.com/en-us/microsoftteams/platform/messaging-extensions/how-to/create-messaging-extension
https://docs.microsoft.com/en-us/graph/api/bookingbusiness-post-appointments?view=graph-rest-beta&tabs=http
https://docs.microsoft.com/en-us/graph/api/presence-get?view=graph-rest-beta
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Solution Architecture

2
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