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"Introduction

Voice Service Migration

The high-level program
managing voice service
projects during the migration.

Categories

Core Service
Policies, System Configurations,
Public Telephone Routing

Zoom Contact Center
Site specific sub-projects

911 Emergency calling
Regional 911 Authority /58 )

/7

Zoom Phone
Site specific sub-projects
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Zoom Phone services per site

User services

Phone apps
Desk phones

Analog services

Emergency phones
Back-up phones

Common Area services

Conference Phones
Zoom Rooms

Call Queues
Departmental Call Routing




"Timeline Mgy

Implement \ . . e
custom features ey
Collaborate on next
generation functionality 2023 Q2 -Q3
Transition of Early
Adopters

Start of transition for
departmental users

Until 2024 Q3
1 year transition period

Collaborate with
departments and university
groups on the hands-on
transition of phone services

*Tentative Timeline

Architecture,
Design, &
Transition Planning

Communicate and

prepare large-scale

transition to enable
university users
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Q Search 3BF

Home

New Meeting Join

19

Schedule Share Screen
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e 2 - @ DESktO Cl|ent
Team Chat Phone Meetings  Contacts Apps  Whiteboards
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Home Screen

8:54 AM

Monday, September 26, 2022

v’ Start a New Meeting.

{Internal} ExpediaE... [~ [ start |
1:30 PM - 2:00 PM v Join a meeting.
Host: ETX one Chat .
v" Schedule a meeting.
Meeting ID: 935 8% '46

v' Share Screen to display on a nearby screen.
v' View a list of today’s upcoming meetings.

View today's upcoming meetings (1)

v' Click your Profile Picture to open Settings, Check
for Updates, and more.

© 2022 Zoom Video Communications, Inc.
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Desktop Client O

Home Contact Center ~ Team Chat Phone More

Voicemail Lines SMs

l All History v

Enter a name or number...

» (s (512) 256-6523 Aug 8
Phone Tab: @ e i
1 2 3
o O (214) 215-3781 Aug 8 ABC DEF
= Texas 1:08 PM
Under the History tab, see your call history over a 3}0 Amelia Miller . G 4
certain period of time. i 2
@? Amelia Miller Meet with Video 7
Hover over a call to bring up the Phone icon (call «@ 1006 - Missed B estwitiouevides wxvz
back) ... to bring up additional settings. . . (102153781 Ehak o
8 - |
e Send Text Message * + #

(925) 434-5112

¢ 2 e
California 4 Star this Contact o
(925) 434-5112 Copy Number
liforni 2
California Delete

Caller ID: (888) 740-2151 v
New York Office Sep

= 2023 8 Clear All Call History
Nawr Varl Néfina Sen
‘1 Call Duration: 00:47 F

@ Caller Verified

Zoom © 2022 Zoom Video Communications, Inc.
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Home Contact Center Team Chat Phone More e
& Tyler Morrone @

P i
Desktop Client
History Voicemail Lines @

l 1/25/21

You 01/25, 12:16 PM

Tyler 112621 | got your voicemail, sorry | missed your call. Let’s go ahead and scheduled a meeting. Are
Phone Ta b: SMS You: | got your voicemail, sorry | missed your... you free at 1pm PST today?
Click SMS to send a text message.
To create a new text, click the pencil icon.
Enter in the contacts name or phone
number you want to text.
Enter your message, attach a file or emoji
and click enter.
[ Fite (=]
Text Tyler

Zoom © 2022 Zoom Video Communications, Inc.
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oom Portal

https://virginiatech.zoom.us

VIRGINIA TECH

Video Conferencing

Join Connect to a meeting

Host Start a meeting

Configure your account

Powered by Zoom

= Phone - Zoom

& Zoom.us;

2 OOI l l SOLUTIONS ~ PLANS & PRICING CONTACT SALES

PERSONAL
History  Voicemail
Profile
Meetings site
Webinars Package
Numberis)

Personal Audio Conference

_ e

Personal Contacts.
Emergency Address 7

Contact Center

Zoom IQ for Sales

Whiteboards (B Outbound Caller ID

Recordings
5 Country/Region
Settings

Analytics & Reports
Area Code

ADMIN
Call Handling
Dashboard

Business Hours

User Management

Device Management

Room Management

Workspaces Management m

a & % O @ mncognito

REQUESTADEMO  1.888.799.0125  SUPPORT

RESOQURCES ~ SCHEDULE JOIN HOST + WHITEBOARD NEW] ﬂ

Recording

San Jose (Main Site, Site Code: 1)

US/CA Unlimited Calling Plan

(669) 208-3165 (United States)

1006

Default: 65 ALMADEN BLVD, STE 400, SAN JOSE, California 95113, United States (Company Address)

Amelia Miller - (669) 208-3165 (United States) v
United States (+1) v
408 Edit

24 Hours a Day, 7 Days a Week Edit

Call Handling Edit

* Zoom Applications

Call Handling Ring Mode °

e ——————————————



"'Desk Phone Solutions

Common area phones: Poly Edge E220

Supported
device
evaluations
focus on
security and
functionality.

Standard users: Poly Edge E350

Advanced users: Poly Edge E450




'Zoom Contact Center



Power Pack

L L L R4 AN

T -

Call Handling UX
(higher call volume/rapid transfer)

Advanced CQ Analytics
(real-time & historical, wallboards)

Team SMS
(handoff text messages in a
queue)



Q Insightful analytics and

reporting
Empower supervisors with insights to
improve contact center performance . R oCosed WAt
2 . - . i 3
e Comprehensive dashboard for real- . - | .
time and historical reporting : — o o R e .

e Manage, monitor, and measure
agent productivity and customer
service levels

e Analytics for queues, agents, current
interactions, active calls, duration,
average hold time, and more

Real-time and historical reporting
Zoom © 2022 Zoom Video Communications, Inc.
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Questions?

More information:

https://vtx.vt.edu/notices/2023/02/it-nis-zoom-phones.html
Contact Center Presentations on April 34 and May 15"
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