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Introduction 4

* Omne

e Senior consultant v Atlantis telecom, se zamérenim na Sl

zahrani¢ni projekty Frontstage, rozvoj a Skoleni partner(

%
* Magisterské vzdélani v Informacnim managementu

e 10+ let zkuenosti v IT Jan Techl

 Pracoval jsem pro IBM (CZ), PwC (CZ), FoodStuffs (NZ) =1 techl@atlanti
ecn atlants.cz

* Mezi mé zajmy patfi Project management, Optimalizace
procesl, Business development, produkty z rodiny Q. +420271004384
Microsoft a Frontstage

* Jazzové orientovany hrac na piano
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Historie FS (M3 cesta) 6

* 2017

e ZaCatek v Atlantis telecomu jako Frontstage
consultant

* Vicekandlovy FS projekt s IVR voice steering/STT
(Nuance) a IVR TTS (Acapela)

K piepojeni hovoru prosim vyuZivejte tlacditko "Zména udaju hovoru a piepojeni”.

[ ] FS V té dObé (V3) Vyhneme se tak zaseknuti hovoru v telefonni 1isté. c:u[ec.cc.200m
do 17. 7. nebude piitomen [ | pfipadna p i dardnich situaci pfi prodejich v e-shop fujte na kolegu [ (v1cxo: [ =0 0620271
oo T rsin. | odborin. | ematls | amekane | wees | potetpro- | potetotiic | ienyeh | produki | O odpatine | Obed vootta | wednota
* \lysoce customizované vicekandlové projekty = e —— — — g
kontaktnich center E
46

* Moduly: Voice / Messaging / Ticketing

* PBX: Cisco CUCM, Mitel A5000, Mitel MX One

* Architektura: Windows services + MS SQL
database + SSRS, .Net 4.6.2

e Ul: ASPX webova aplikace pro agenty,
supervizory a administratory
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Historie FS (Ma cesta)

e 2018

* Vyvojové milniky
* Webchat kanal
* Novy SIP SWP terminal
* ReactClient Ul
* Sangoma/Asterisk PBX podpora

* Projektové milniky
* Prvni mezindrodni projekty (HU, EST)
* Mezinarodni veletrhy (Berlin, London)

* Prvni projekty s , Al“ (email categorization)

[RT—
e o e e e e e e [ e e ——e

g wevenge Facanes omers m

FrontStage

From  viva-noreply@microsoft.com
Agent

To
: e demo04@irontstage.cc
Queue
— Your digest email @ 111@uat-sbsip-int? fiservapp.com 5061
© Others: Others.
B 224 _db47: 2 7- o >
e e -2 :
(S MenthiyDigestHeroMessage_connector 2xpng | | [ bansparent_square.png
(no value)
[ thumbs_up_ike_2epng | | Ethumbs down_sisike_2xpng | | B prvacy_x
Priority
B LightBula_ican_2x.png & PeopieTeam_icon_2x.png
Hone [ 0]
Campaign
(no value)
Mark

Hi, Demo 04 Frontstage,
Discover trends in your work habit

Actor Communication An in-depth look at your work patterns in the last
oday, 11:11:08 BC  Test
i JT  Your digest email
Your digest email
Your digest email Explore your insights
Vour digest email

Your digest email
25 days without quiet hours interruption| - geno Cancelling Speakerphone (labe / Echo Cancelling Speakerphone Uabr
Days with no significant collaboration outside yt

| ;g,
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Historie FS (M3 cesta) 8

* 2020
* Vyvojové milniky
* Social media kanal (FB Messenger/Wall)

* Desktop client (na bazi SIP SWP)

Atlantis.Softphone.Core.dil
B Atfantis Softphone.Core.pdb
Atlantis Softphone.Library.dil

/4 . # Documents #
e Jednotnad fronta : . [
share ' Atlantis. Softphone.SipApi.dil

,

B Attantis Softphone SipApi.pdb

FluentULNET.dIl
B FluentUI.NET pdb

* MaxCS PBX + MaxCommunicator SWP R e

lidé prezentace

System32

* Projektové milniky

* Mezinarodni veletrhy (MS Inspire Las Vegas)

* Partnerstvi s Altigenem (US/UK)

* Mezinarodni projekty pro Fiserv skupinu
skrze partnera
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Historie FS (M3 cesta)

* 2022

16:05 W T . 16:07
o Vy,vojové m i I n I,ky & @ Aarenet APAC PreSales 1 @ +84 34 359 2217 e
 FSv5 (.Net Core, Docker, AKS)
whatsapp ’

Apac aarenet testing.
Hello, how are you?

* Social media kanal (Whatsapp)

@ Hello How are you ) .
Fine thanks. | need help with

I 1134718.
Fine thanks. Could you problem 1

* Aarenet AS7 PBX, InnovaPhone PBX help me?

@ Yes withwhat? Yes no problem. That is Ticket
nb. 23425565. Right?

* Online dokumentacni portal

* Nova administrace (ReactAdmin) awerRTzZzuh orawERTZU I OFP
Al ES B REY KGH RGN RN K N Al ESH iD) REY IGH IEIN FUN BKS IS

* Projektové milniky BiyxcvenNm - lMB Y xcveNMT «

123 Mezernik Enter 123 Mezernik

* Nova platforma pro hlas a nahravani (AS7)

® ¢ e

e Partnerstvi s Aarenetem (AG)

* Migrace Fiserv projektl na novou hlasovou
platformu
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Historie FS (M3 cesta)

* 2023
* Vyvojové milniky

* AS7 embeddovany webRTC terminal

* Deployment server (Kubernetes)
* Licencni server
» Grafana reporting / dashboard set

PgSQL podpora
* Projektové milniky
e CCaaS platforma v APAC regionu

* Voicebot / Chatbot partners

Welcome to Grafana

Email or username

Password 88 General / Agent_Performance Chat& Social IM ¢ <@

2023-05-01 02:00

2023-06-01 02:00

2023-05-01 02:00

2023-03-0101:00

2023-03-01 01:00..

2023-04-0102:00.

2023-05-01 02:00...

2023-06-01 02:00

SLA Limit Chat | 20s v

2023-03-01 01:00.

2023-04-01 02:00.

Limit SM 20s v

GroupingDate Year/Month/WeekN

May
June
March
May
March
April
March
April
May
April

Total

Type | Chat v

Agent

10

Aggregation Interval | Month v ProjectGroup

Answered % Answered % Accept
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Historie FS (Ma cesta)

* 2024
* Vyvojové milniky
 MS Teams PBX podpora
* TeamsClient Ul (desktop / web)
* Windows notifikace

 Product / licensing templates for CCaaS
platforms

* FS mobilni aplikace (acrobits)
* Projektové milniky

 Prvni projekty zalozené MS Teams hlasové
platformé (lokalni i pres partnera)

 MS Teams certifikace

Infebozr

Reparss

&

- Frevien
@n|5

0606600

Inbound call
72512520:

0725129205

0725128205

wh wl wl wl 2l gl R

00:00

&

11

Language
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Klicové koncepty / Architektura

01

Programmability is a
prerequisite for
contact centre
success.

It is key to achieving
high customer
satisfaction.

Programmability Integrations

02

Omnichannel
technology brings tools
to the contact centre
for uniform processing
of all communication
channels within a
single software
platform.

03

To ensure superior
customer care, agents
need adequate access
to a wide range of
internal information
systems and business
applications.

13

The key benefit of a
modern contact centre
IS not only customer
care, but crucial also
becomes the ability to
understand your
customers, their
behaviour and intents.
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Klicové koncepty / Architektura 14

e N\
Role Funkcionalita

PBX a Terminaly

Hlasové moduly

Service Desk Contacts / CRM IVR Recording FrontStage

FrontStage

FrontStage Quality management FrontStage

Supervisor /Q@

FrontStage Reporting Anonymization FrontStage

FrontStage Campaigns AutoDialer FrontStage

Module

Knowledge Base Bot Engine Biometrics Administration

FrontStage

An-phone @f)

C< FrontStage



Klicové koncepty / Architektura 15

* Omni channel

* Srozumitelné a jednotné zpracovani vsech
integrovanych kanal(

* Fokus na chytré fizeni jednotlivych kanal(
* Predchazeni konfliktiim v komunikaci
* Predavani do jinych kanall

 Jedno uzivatelské rozhrani pro agenty a
supervizory

C< FrontStage



Klicové koncepty / Architektura 16

e Skill based routovani

* Omni-channel a podpora vice jazyku

* Skill orientovany na kanal (Voice / Email / Chat)

 Skill orientovany na jazyk (CZ / EN / DE)

&

QD

D880 00

C~< FrontStage

* Fronty

 Skill orientovany na frontu (VIP, Sales, Finance)
e Balancovani

* Dynamické vyrovnavani zatéze agent(

« Skala skillu (lower, higher, 0-100)




Klicové koncepty / Architektura 17

e Jednotnd fronta

Kapacita agenta v ramci konkrétniho kanalu

Rovnovaha zatéze (vzajemné vylouceni kanal()

Vsechny komunikace jsou fizeny v ramci jednoho
kontextu (prioritizace)

&

QD

D880 00

C~< FrontStage

Pripravenost na dalsi budouci komunikacni kanaly




Klicové koncepty / Architektura 18

* /ymeéena dat

e DB uroven (procedury/funkce/view v SQL)
* API Uroven - REST/CSV (data import/export,
hromadné operace)
* CTlintegrace v

* PBX support, terminals
e API for FS CTI (integration of CTl elements into 0
3rd party app) “0

e Uzivatelské rozhrani

* Iframe, CSS, JavaScript

C~< FrontStage



Klicové koncepty / Architektura 19

* Rozhodovaci uzly

* QueryDB, QueryURL
* Triggery/Workflow
* Rozsireni
* Externi IVR v
* Voicebot, Chatbot, textova analytika, transkripce w
« STT/TTS 0 :p
‘0

C~< FrontStage




Klicové koncepty / Architektura

ASP.NET Core

ASP.NET Core is the open-source
version of ASP.NET, that runs on
macOS, Linux, Windows and
Docker.

Fabric/Fluent Ul, Bootstrap

Fabric Ul is a collection of UX
frameworks you can use to build
Fluent experiences that fit
seamlessly into a broad range of
Microsoft products. Bootstrap is
an open source toolkit for
developing with HTML, CSS, and
JS.

ReactlJS

ReactlS is a JavaScript library for

building user interfaces. It is primary

maintained by Facebook.

7 q

Microsoft SQL / PostgreSQL

Microsoft SQL Server is a relational
database management system
developed by Microsoft.

PostgreSQL: The World's Most
Advanced Open Source Relational
Database

&

Docker

Docker is the way to use
containers and Kubernetes at scale
and delivers the fastest time to
production for modern
applications, securely running
them from hybrid cloud to the
edge.

20
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Klicové koncepty / Architektura

* Ul —webové aplikace
* ReactClient (RC)
* TeamsClient (TC)
* ReactAdmin (RA)

e Grafana / SSRS

e Ul - Desktop (windows) aplikace
* Frontstage softphone (SWP)
* Frontstage desktop client (DC)

* Ul — Mobilni aplikace

* *FS mobile (acrobits based)
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Architektura
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Architektura

 Architektura FS

* Kontejnery

* Weby

e Sluzby
* DB stroj / Ulozisté
e Externi systémy

* PBX

Email

e IM

* SMS

Kubernetes namespace (one tenant)

FrontStage FrontStage

FrontStage

FrontStage FrontStage FrontStage

St

Database

FrontStage

FrontStage

23

SmartRec

FrontStage

 m—

PR

Blob Storage

Call Server — Unified Communications — Telephony platform - IVR

Social Networks —

SMS connectivity @ Email :>o IMessengers @ External services e
Messages Messages Messages ‘*) Al v
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Architecture

* Architektura FS tenanta z perspektivy MS Azure

 Azure Kubernetes cluster

e App registrace v zavislosti na vybraném autentifikaCnim providerovy

Nginx reverzni proxy s SSL terminaci, DNS zaznam and verejna IP

adresa

(OAuth2)

 Managed DB

Connection string do DB

* Azure Blob Storage

Connection string k Blob storage

* PBX (AS7)/ MS Teams

e AS7 PBX tenant se SIP trunkem, IVR endpointy, DID rozsahem and SIP

extensiony

MS Teams Bot s DR/Calling planem

24

oo test-k8 = # -

oo .
Kubernetes service

|,O|Search I o -+ Create v & Connect [> Sta

i rvie
[T e W i
s vervi . Essentials

W Activity log Resource group
fq  Access cantrol (IAM) Status
@ Tags Subscription

ﬂ Diagnose and solve problems Location

@ Microsoft Defender for Cloud Subscription 1D
v Kubernetes resources Tags (edit)

Namespaces .
B P Get started Properties Mani

Uy Workloads
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System Deployment 25

e Multi-tenant architektura v Azure

e Jednotlivi tenanti s vlastnim:

— > Deployment.Web
I-I‘

* Namespace »
Q) -

* Proxy ingress !
rF— 5
<
* AS7 /Teams bot instance T [T L
> ’,—
Ve U
* Nasazeni ST
5 =" s ET S ET 2
* Rucni — pouziti Azure portal, kubectl 9 S m— S ===
v ° v (] — == . _ = == e
pfikaza and Sablon o = 8§ E ¢ E S E ="
¢ Automatické — Deployment server ET e ET ¢ ET e ET & E” ¢
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