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About Landis Technologies

Microsoft Gold 
Certified Partner

Long and deep
partnership with 

Microsoft 
Unified 

Communication 

Global network 
of over 400 
premium

Microsoft UC 
voice partners

Serving clients in 
6 continents and 
60 countries for 
over 20 years

Focused on 
developing 

solutions around 
Microsoft voice 

platforms

Presenter Notes
Presentation Notes
-Microsoft:  OCS Days, S4B, Lync…Teams

-MS always has had those areas where they did not fully address
   -Let partners take care of these needs

-Tight relationship with MS



Landis Contact Center Design Vision

Simple Familiar Powerful Open Trusted
Simple and fast

to purchase, 
deploy and

operate

Looks and feels 
like Microsoft 

Teams and 
Office 365

Common 
contact center 

features such as
live wallboards, 
reporting and 

recording

Designed to 
integrate with 

Microsoft Power 
Apps, Power 

Automate, and
Power BI

Teams native 
solution built 
on Azure that 

Just Works

Microsoft Teams First Contact Center

Presenter Notes
Presentation Notes
-Foundations of our design

-Contact centers can be clunky and complex – tricky projects

-Groundwork laid – how it works with your environment and Teams

-Feels like this is part of Teams – TIGHT INTEGRATION

-Not trying to shoehorn into Teams




Landis Contact Center Design Vision
Microsoft Teams First Contact Center

Teams POWER Solution

Built directly on Teams 
platform via native 

Communications APIs 
utilizing existing Microsoft 
Calling & Direct Routing 

trunks. 

Teams CONNECT Solution

Integrated to Teams using 
Direct Routing.  Depends on 
call routing through external 

service. 

vs

Presenter Notes
Presentation Notes
-Two ways of integrating into Teams

-Power and Connect

-Built on MS’s APIs……………….





Landis Contact Center Design Vision
Microsoft Teams First Contact Center

Teams POWER Solution

Built directly on Teams 
platform via native 

Communications APIs 
utilizing existing Microsoft 
Calling & Direct Routing 

trunks. 

Teams CONNECT
Solution

vs

Depends on call 
routing through 
external service. 

Integrated to Teams 
using Direct Routing.

Presenter Notes
Presentation Notes
-Connect solution

-Routing out and then back into the Teams environment

-Easier setup and management

-Power has Less Links in the Chain




Teams Phone System

Your Teams Tenant

Contact Center Service

Signaling

• Realtime wallboards
• Manager monitoring
• Reports
• Recordings

Teams Calling APIs

Queue Resource 
Account

• Play prompts
• Play music on hold
• Alert agents
• Transfer to agents
• Transfer to timeout destination

• Agent permission
• Music on hold
• IVR call flow
• Recording policies

Queue Management

Detailed Reporting

Media

Landis Contact CenterIncoming Calls

POWER Architecture

Recording Service 

Direct Routing

Calling Plans

PSTN Calling

Internal Calls

Agents

Presenter Notes
Presentation Notes
KEY:  Easy set up, set up a new Contact Center, permissions, up and running in a few minutes.
   -Depending on number of queues, etc.

-Calls come in using whatever calling you use

-Pointed towards the Landis Resource Acct, like a Teams Resource Acct, that is in your environment

-Directs traffic

-As calls come in, communicate with services in Landis CC

-Signaling to APIs – tells the APIs what to do

-Never routed outside of the Teams Environment

-Calls always remain in your environment

-Stores recording in Azure



Agent Experience



Agent Experience



Agent Experience
Convenient unified sign in with Azure Active Directory

Presenter Notes
Presentation Notes
-Single sign on with Teams credentials
     -App runs within Teams client

-No Landis branding
     -One day they signed in and there it is

-Agent can be signed into Teams and not CC

-ANY DEVICE that operates Teams
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Presentation Notes
-Single sign on with Teams credentials
     -App runs within Teams client

-No Landis branding
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Agent Experience
Agent runs in Microsoft Teams or out to display call context

Agent can pop out in browser (Persistently visible) Or Agent can run inside Microsoft Teams

Presenter Notes
Presentation Notes
-Pop out the Agent panel for better multi-tasking



Agent Experience
Or change agent call readiness status

Presenter Notes
Presentation Notes
-Agent sign in and out of queues

-Custom status that you can set up

-Manager has the override to add or remove agents from queues



Agent Experience
Calls in queue(s) will now start alerting agent

Presenter Notes
Presentation Notes
-Shows the queue that is ringing

-Distributed:  Skills based, Round Robin – whatever is suitable for your org

-Accept the call




Agent Experience
Calls in queue(s) will now start alerting agent

Presenter Notes
Presentation Notes
-Send them the Teams call



Agent Experience
Agent in a call with a caller

Presenter Notes
Presentation Notes
-Here is the answered call

-User this PowerApps window to access your CRM information – AS LONG POWER APPS CAN HOOK INTO YOUR DATABASE

-CRM populates – a blank canvas that you can use PowerApps to retrieve from any database

-Read and writable





Agent Experience
Agent in a call with a caller

Presenter Notes
Presentation Notes
 
-Call recording can be configured in several ways
   -Always on – 100%
   -Agents can pause
   -On demand as needed




Agent Experience
Answer wrap-up questions

Presenter Notes
Presentation Notes
-As the agent finishes the call

-Collect any valuable info for later

-Set the wrap up timer for data entry, etc. before going back into the queue





Agent Experience
Ready for next call

Presenter Notes
Presentation Notes
-Agent now back in the queue

-Wrap up questions and timer are per queue




Manager Experience



Manager Experience



Manager Experience

Live Demo



Admin Experience



Admin Experience

Presenter Notes
Presentation Notes
SHIFT Back to the live demo here if needed to show configs………………………..



Agent

• Single sign-on with Microsoft 
credentials

• Persistent agent panel with Teams 
user experience

• Sign in and out of queues
• Multi-vendor CRM/LOB Call Pop

• Salesforce
• Dynamics 365
• ServiceNow
• Others

• Call wrap-up tracking
• Agent analytics
• Policy call recording
• Call history
• Abandoned calls report
• Wallboards
• Agent status tracking
• Return courtesy callbacks and 

mark completed

Live
• Active calls status
• Barge-in
• Wallboards
• Call sentiment analysis
• Live queue status

Reports
• Abandoned calls
• Queue summary/detail
• Agent summary/detail
• Sentiment analysis
• Queue calls by hour
• Call wrap-up answers
• Call recording listening portal
• Current agent status
• Agent timeline report
• IVR details

Manager Admin

• Familiar Office 365 admin portal
• 1 minute organization setup
• Native Microsoft Teams app
• Azure AD 
• Easy call queue configuration
• Granular access control
• Queue routing methods

• Serial
• Attendant
• Skills
• Longest idle

• Multiple data webhooks
• Microsoft Power Automate/Flow 

and Power BI Access to webhooks
• Microsoft numbers or Direct 

Routing
• Integration with Microsoft Teams 

Auto Attendants
• Store recordings in your Azure
• Export report data

Callers

• PSTN or Teams Callers
• Music on hold
• Announce position in queue
• Request courtesy callback
• IVR: Self service scenarios

Features by Role

Presenter Notes
Presentation Notes
-These are basic role configurations

-Custom - assign permissions within the org at a granular level

-Manager could have access to hold music or announcement



Features by Components

• Policy call recording for customer
service scenarios

• User based
• Microsoft Teams call recorder that 

works with any Teams endpoint: 
Desktop client, IP phones, mobile
and room systems

• Search and listen to recordings
• Granular access control

Policy Call 
Recording

Attendant 
Console

• Microsoft Teams look and feel
• Large screen area to search for 

the right user and get the context 
for a call handoff

• Presence
• Calendar/Meetings
• Colleagues

• Efficiently transfer calls with as 
few steps as possible

• Handle high volume of calls 
efficiently

Contact
Center

• Advanced call queuing
• Announce position in 

queue, Call back request, 
Skills routing, more

• Advanced call routing options
such as skills-based routing

• Live call monitoring, Sentiment
Analysis & Barge-in

• Contact Center Analytics
• Microsoft Power Tools Integration
• Design self service call flows
• Power Automate data driven
• Use simple building blocks to 

build sophisticated, logic & data 
driven IVRs

Install one simple Teams App, turn on only components you need

Presenter Notes
Presentation Notes
DO NOT MOVE ONTO PRICE unless necessary
DO NOT MOVE ONTO PRICE unless necessary
DO NOT MOVE ONTO PRICE unless necessary


-Within Landis, there are three major components to this platform
     -CC, which we’ve talked about
     -Call recording, separate product that can be added to CC
     -Attendant Console – live attendant


DO NOT MOVE ONTO PRICE unless necessary

INTEREST in Attendant Console?????    - SHIFT Slides 



Policy Call 
Recording

Attendant 
Console

Contact
Center

$75 USD
• Per user per month
• Includes Support
• No upfront deployment costs
• Monthly or annual billing   

$5 USD
• Per user per month, when 

added to a contact center 
user

• Deploy to any non-CC Teams 
user for $15 USD per user, 
per month

$95 USD
• Per user per month
• Includes Support
• No upfront deployment costs
• Monthly or annual billing   

Presenter Notes
Presentation Notes
-MS Calling plans/licenses to make and receive Teams calls





Landis 
Attendant 
Console

Efficiently 
handle
multiple 

calls

Easily 
configured 

layout

Fast contact 
search with 

Teams 
presence

Efficiently 
access 

contacts 
through 
active 

directory

Simple 
Sign-in with 
Teams user 
credentials

Contact 
Details 

view shows 
expanded 

information

Powerful 
Simplicity 

Clean, 
Modern and
Uncluttered



Thank you!

Presenter Notes
Presentation Notes
-POP Out slides for the hidden ones if necessary
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