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My simple yet effective

Design process

01

02

03

04

Identify pain
Get to know the struggles of end users.

Create opportunities

Provide more delightful interaction alternatives.

Test concepts

Design ideas that users would appreciate.

Lock & Load

Provide absolute support during hand-off.

Rinse & Repeat

Timur Mutyshev
UX Lead

| like to validate design ideas as early as possible with the
end users. Early feedback is crucial to delivering delightful
experiences and optimizing business processes.

Failing to achieve optimum
results early leads to the
necessary adjustments,
and allows me to sharpen
my skills and work.
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Cloud Calling for
Microsoft Teams

Case Study

How might we help businesses take
their communications to the next level?

Cloud Calling for Microsoft Teams

@ Project goal:
Create a system that can simultaneously manage

multi-layered complexity across a variety of region-

al markets, including cloud-based voice services,

worldwide PSTN management, SIP Trunking, and

controlled premise gateways.

/Q My role:
User research and competitive analysis

Lead interaction and visual designer
Prototyping and user testing
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Project

Overview

Utilizing cutting-edge, effective digital communications and collaboration
solutions is the top priority for many businesses.

These tools are crucial to a company’s ability to succeed given the growing
usage of technology and remote employment.

A strategic recalibration of this magnitude is complicated for large businesses,
though, as they have to deal with extra issues, such as multi-national, multi-site,
and multi-regulatory dynamics, which further add to the complexity.

UX objectives

As a design lead my aim was to align the solution to real-life use cases of our
customers and achieve the following objectives within the planned sprints
schedule:

« Identify and map most common use cases

« |dentify and resolve the biggest pain points

e Make the workflows intuitive for the users

. Evolve Kandy design system to scale the product
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Continuous Feedback

Always talk to your customers and
discover more ways to improve.

Research

Get to know your end users, the
market and your competition.

Design great looking interface
and delightful interactions. Test
and iterate when necessary.

Analysis " o Deploy

Identify use cases, edge cases,
pain points and opportunities.

. . o Work closely with developers
Ideation / Validation for a smooth hand off and help

Come up with great ideas and start with QA for intended outcomes.
validating as soon as possible.

Bl s

Research Analysis

I leveraged research studies that were performed by Microsoft, Zoom and My research helped me to understand the users and the nature of their
other similar companies to find out more about the business challenges of needs from the system, as well as helped me to establish user expecta-
cloud communications. tions, concerns and challenges.

In addition, | performed ongoing competitor analysis on Twilio, RingCen- In parallel, | established accurate user journeys for most common use
tral, 8x8 and others to identity the competitive advantage of our offering. cases, edge cases, as well as address technical limitations that came up in

the process.
I held series of interviews with our customers across multiple industries to
understand their process, concerns and see how they would leverage our | was able to document the findings and share them with the team to
tool in their day-to-day. begin the ideation process and come up with initial concept ideas.
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Key business challenges

01

Customer onboarding and automated tenant setup

"

Cloud Calling for Microsoft Teams

Cloud Calling for Microsoft Teams .
Our customers wanted to make sure that the onboarding process won't slow them down

Overview

and will allow to proceed with business as usual with minimum interruptions and setbacks.
Security and flexibility of their tenant setup was their top priority.

Cloud Calling for Microsoft Teams

Easy integration with MS Teams

02 —

Transfer of existing users and phone humbers

Over the years companies have accumulated a lot of users in their directories and assigned
s phone numbers from various carriers. They wanted to make sure they had the ability to

Microsoft Teams Direct Routing e} LIP
0
8 S

smoothly transfer everything to the new system.

Microsoft Teams
with Phone System

03

Azure Active Directory integration and management

Most customers already had their Azure Active Directories and were managing their existing
and new users there. They needed a reliable way to reflect their current directory structure
and perform bulk operations directly within the integrated Active Directory.

Robust analytics, billing and reporting features
All of the customers wanted to accurately track usage, identify system misuse, pinpoint

dropped calls, create custom reports and have it all available within a few mouse clicks.

As well as distributed monthly over email if necessary.
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Users

Tech savvy admins

First, we have IT professionals who oversee the functionality and suitability

of an organization’s computer systems.

They are comfortable with using APIs, custom programming and are looking
to benefit from power features that the new system can offer. What’s more
important is they are expecting to see those features available when evalu-
ating new products.

Small business owners

Then, we have business people who only use technology for bare essen-

tials such as email and calendar.

They appreciate when the system guides them step by step providing the
right amount of information to achieve their goals. They also evaluate new
products by the amount of customer support available to them in case of
troubleshooting.
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APIM Shows:
2-door selup

\Usa Case 6:
Admin2 |- Select automated
|- Admin 1 Login to MSFT
Uso Case 1: 'S - Gbsorve auto-seup
- : stared. in progress
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Ideation

Having a good grasp on the product objectives and the challenges that we
were faced with, | was able to start designing initial Ul drafts.

Initial drafts were produced as interactive prototypes in Sketch and shared

with customers via InVision.

To better align the team | used the flow chart logic to link individual
prototypes to reduce any confusion between use cases and provide a
clean way to build and test the designs.

@O
@O

Validation

| got the necessary feedback to iterate the Ul designs and improve
the main user flows to address the concerns of our users. Quick design
turnarounds allowed me to facilitate multiple rounds of revisions before
handing off the design to the developers.

During user testing, the tech savvy users appreciated the level of control
within onboarding, user and phone number management flows. While small
business owners reflected on the accuracy of support that was provided
throughout the product.

Brand Portfolio



Brand Portfolio

10

Usability improvements

01

Tenant setup for tech savvy admins and small business owners

To better handle the difference between the two target groups we implemented a two-way
approach where:

Tech savvy admins could manually control the setup process and adjust the settings based
on their security protocols and user management.

Small business owners had the option of the automated tenant setup where the system
would handle all of the heavy lifting for them, and provide enough guidance to successfully
complete the setup.

02 —

Data table layout and functionality improvements

Early user testing revealed the flaws within the data table layouts when it comes to handling
large amounts of data. | was able to adjust the designs and contribute ideas that would
improve the usability of the tables and allow users to have a more delightful experience.

Adjusted Ul patterns in the table layout and supporting components such as filters, pagina-
tion and table actions were incorporated in the Kandy Design System.



Automated and Self-managed tenant setup

€ KANDY

Cloud Calling for Microsoft Teams
Cloud Calling for Microsoft Teams

Tenant setup

Automated tenant setup Self-managed tenant setup
When should you choose automated tenant set up? When should | choose self-managed tenant setup?
If you want us to set up your Microsoft Teams tenant, choose the automated D—l If you want to set up your Microseft Teams tenant and have full control of the
g setup option. You don't need to know how to use PowerShell scripts using this process using Microsoft 365 admin center and PowerShell scripts, you can

method LD choose self-managed setup

What do you need to do next?

You will be directed to log in to your Microsoft Teams account using your admin
credentials. When you log in, make sure you select all permissions to ensure
access to your tenant and user information. In addition, you must have at least
one available Microsoft Teams licence for the setup process.

Automated setup for Self-managed setup for
Small business owners Tech savvy admins
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Automated and Self-managed tenant setup

earn Tenant setup

New tenant setup

Automated

routes

Tenant name 2 ) Microsoft lice

Overview About tenant automation

; ; What is a tenant?
Discovering Teams Tenant name ...

associated with one or more of your public DNS domain names and acts as a central and isolated container

lT This might take a few moments. Your Microsoft 365 tenant is the set of services assigned to your organization. Typically, this tenant is
for different subscriptions and the licenses within them that you assign to user accounts

You can close the window if you want, the progress will continue.

When you create a Microsoft 365 tenant, you assign it to a specific geographical location. You can also have
a tenant with multiple geographical locations and move your tenant from one location to another.

To get your tenant ready for user, groups, licenses, and cloud apps, it's critical to carefully plan and execute
vour tenant confiquration.

Cancel tenant setup
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Automated and Self-managed tenant setup

earn Tenant setup

Tenant name

Self-managed

Tenant name 2 Ve mains 3 ubdoma 3 ymains 5 script
Name your tenant What to expect
Tenant name Welcome to Cloud Calling for Microsoft Teams

Follow the steps to complete your tenant setup
Enter descriptive name

# Carrier subdomains and tenant /7 ™ Powershell script

a A ]

(%) domains NS Download and run the Powershell script
to complete your Microsoft Teams tenant

[} Tenantname
- | J Start by giving your tenant a unique
descriptive name associated with your Select your region then verify and
business activate your carrier subdomains. Then setup.
you can add the tenant demains for your

company.
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Improved data tables layout and functionality

15 West Coast Users

MS Teams West Coast

Overview Qutgoing Incoming Redundancy Users Numbers Testing Analytics Usage

You can add and manage your users here. @

° Add user 4  Import users

Manage direct routing

Users
com
e st name 5 @ Email address + @ Phone number * @ ms status * @ Rer
Higgins ahiggins@msteams.domain.com 213-228-4565 @ Ready for Teams © Users
Adding a user
Kim akim@msteams.domain.com 198-330-1629 ® Ready for Teams
Imperting users
Amar Flowers aflowers@msteams.domain.com 254-049-2179 @ Ready for Teams
Assigning a package
Arnold Bryan abryan@msteams.domain.com 672-228-8280 @ Ready for Teams
. ) i Deleting users
Barny Obrien bobrien@msteams.domain.com 516-450-1201 @ Ready for Teams
Be Peters bpeters@msteams.domain.com 236-934-0232 ® Ready for Teams imbe
Te
‘ Rose brose@msteams.domain.com 747-258-3602 @ Ready for Teams
Casper Obrien cobrien@msteams.domain.com 312-658-6263 Ready for Teams

Charlot Holland cholland@msteams.domain.com 821-052-9027 @ Ready for Teams
topher Potter cpotter@msteams.domain.com 327-063-5462 @ Ready for Teams
1 Go to page: o
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Improved data tables layout and functionality

MS Teams West Coast

The top bar and navigation
was too tall and led to Overview
more scrolling

Users

Incoming Redundancy Users Numbers

You can add and manage your users here. @

Users

Height of the rows was too tall
and prevented from showing
more data

Higgins

Kim

Flowers

Bryan

Obrien

Peters

Rose

Obrien

Holland

Potter

The table didn't have enough room to expand

: 0 Email address = @

ahiggins@msteams.domain.com

akim@msteams.domain.com

aflowers@msteams.domain.com

abryan@msteams.domain.com

bobrien@msteams.domain.com

bpeters@msteams.domain.com

brose@msteams.domain.com

cobrien@msteams.domain.com

cholland@msteams.domain.com

cpotter@msteams.domain.com

Too many menu options

Testing Analytics

Lack of robust filtering options

213-228-4565

198-330-1629

254-049-2179

672-228-8280

516-450-1201

236-934-0232

747-258-3602

312-658-6263

821-052-9027

327-063-5462

Go to page:

—>>

[ ]

L ]

@

®

Ready for Teams

Ready for Teams

® Ready for Teams

@ Ready for Teams

® Ready for Teams

Ready for Teams

® Ready for Teams

Ready for Teams

@ Ready for Teams

Ready for Teams

Manage direct routing

©

Users

e

Adding a user
Importing users
Assigning a package

Deleting users

Used too much space
without added value
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Improved data tables layout and functionality

Brand Portfolio

oV Cloud
acmeplumbing.com
Users Numbers Jobs

Synced

Cloud Calling

First name

Pauline

Charlie

Stephen

Angel

Vi

Francis

1erine

Cornelia

Delia

mmy

Maud

inice

16

Analytics

L]

Last name
Graves
Nichals
Bamnett
Cooper
Alvarez
Gomez
Moreno
Glover

Walker

Garner

Austin

Butl

Henry

Romero

Allison

Pierce

Dunn

Harrington

Chavez

it acmeplumbing.com

Add user

UPN 2 ©

p.graves@corpemail.com

c.nichols@corpemail.com

fba

nett@corpemail.com

g.cooper @corpemail.com

l.alvarezi@corpemail.com

d.gomezéicorpemail.com

m.morenogcorpemail.com

c.gloverécorpemail.com

ewalkerficorpemail.com

k perez@icorpemail.com

e.garnerdcorpemail.com

saustin@corpemail.com

a.butler@corpemail.com

whi

yid@corpemail.com

fromero@corpemail.com

cmorrison@corpemail.com

c.allison@corpemail.com

d.pierceg@corpemail.com

jdunn&corpemail.com

m harringtonécorpemail.com

e.chavez@corpemail com

Teams number

Unassigni

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

L]

Displaying 100 rows out of 9,329

Cloud Calling plan = @

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Filter Q, Search

: O

Teams status

Phone number required

Active

Active

Phone number required

Phone num

r required

Phone number required

Active

Phone r required

Phone

@ Active

Active

Phone number uired




Improved data tables layout and functionality

L C
acmeplumbing.com
Reduced height allowed for more Users Numbers  Jobs
room without sacrificing S

accessibility standards
Synced

& Cloud Calling Active Directory

First name 2
Pauline
Charlie

Fred

Gussie

Kate

Elva

Stephen

;a Ange!
Reduced height of the rows allowed Virgie

for more rows to fit in the table
without accessibility gaps

Francis

Catherine

Cornelia

Delia

Jimmy

Maud

Eunice

Analytics

acmeplumbing.com

Less cluttered menu structure

Direct import funtionality from Azure Active Directory

o

Last name

Graves

Nichals

Barnett

Cooper

Alvarez

Gomez

Moreno

Glover

Walker

Perez

Garner

Austin

Butler

Henry

Romero

Morrison

Allison

Pierce

Dunn

Harrington

Chavez

The table expands to the screen size
&— 2

UPN = O

p.graves@corpemail.com

cnichols@corpemail.com

Integrated assignment / purchase flow

f.barnett@corpemail.com

g.cooper @corpemail.com

Lalvarez@corpemail.com

d.gomezé@corpemail.com

m.moreno@corpemail.com

c.gloverécorpemall.com

ewalker@corpemail.com

k.perez@corpemail.com

e.garner@corpemail.com

saustind@icorpemail com

a.butler@corpemail.com

v.henry&@corpemail.com

fromerogcorpemail.com

cmaorrison@corpemail.com

c.allison@corpemail.com

d pierce@corpemail.com

j.dunn@&corpemail.com

m.harrington@corpemail.com

e.chavez@corpemail.com

Teams number

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

: 0O

Robust filtering, view and search options

Displaying 100 rows out of 9,329

—>

Cloud Calling plan

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

Li ]

Teams status

]

Filter

Phone number requ

B Active

Active

Active

Active

Active

Active

Phone number require

Phone number requ

Phone number requir

Active

Active

Phone number req

Phone number requ

Active

Active

B Active

Active

Active

Active

Phone number requ

: 0

)

red

red

sired

Search
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Usability improvements

Consolidation of the assignment and purchase flows

Originally the Kandy CPaaS platform was designed to have dedicated sections for users

oopoooEs
e
... -. - -

and phone numbers that would have the built in functionality of importing users, assigning
packages and purchasing phone numbers.

However, with the introduction of Cloud Calling it became clear that the user doesn’t want
to jump around different system sections when importing users, assigning packages or pur-
chasing new phone numbers. Instead they prefer to stay within the context of the product
and perform global actions that affect the whole system.

04 —

Optimizing user experience for bulk operations

Bulk operations are paramount to the system administrators who work with big amounts of

data. Our concierge team also utilizes these functions to help onboard customers.

| had to make sure this process was integrated within the Ul in the most user friendly way.
After several attempts | created a dedicated Jobs page that would allow to monitor all bulk

operations when it comes to importing and assigning users, phone numbers and packages.




Assignment, purchasing and bulk job flows

A > Voice solution Cloud Cal for M oft Teams » acmeplumbing.com
acmeplumbing.com
Users Numbers Jobs Analytics

Synced

First name 2 Last name 2 UPN 3 0
Pauline Graves p.graves@corpemail.com
Charlie Michols e nichols@corpemail.com
Fred Barett fharnett@corpemail.com
Cooper g.cooper @corpemail.com
Lucile Alvarez lalvarez@corpemail com
Dale Gomez d.gomez@corpemail.com
Micheal Moreno m.moreno@corpemail.com
Charlie Glover c.glover@corpemail.com
Walker ewalker@corpemail.com
Perez k.perezéicorpemall.com
Elva Garner e.gamerg@corpemail.com
Austin s.austin@corpemail.com
Butler a.buller@corpemail.com
Virgie Henry whenry@corpemail. com
Francis Romero fromero@corpemall.com
Catherine Mor e marrison@carpemail.com

Cornelia Allison callison@corpemail.com
Delia Pierce d.pierce@corpemail.com
Jimmy Dunn jdunn@corpemail.com

Maud Harrington m.harrington@corpemail.com

Teams number = @

Unassigned

+12147774398

+13249554321

+12147774398

+13249554321

+12147774398

+4402056569310

Getn

phone number

Displaying 100 rows out of 9,329 Filter Q, Search
Cloud Calling plan = @ Teams status = @
Unassigned Phone number required
B Active
1S DR U 3undie Unlimit @ Active
X1 Bundle Uniir | @ Active
MS Teams DR L 3undle Unlimit @ Active
@ Active
Df 3| Active
Unassigned Phone number required
Unassigned Phone number required
Unassigned Phane number required
r Bundle 250 m @ Active

@ Active

Unassigned Phone number required

Unassigned Phone number required

2 User dle 250 m @ Active

DR User Bundie | Tited @ Active
Teams DR U Bundle 250 @ Active

1s DR L : @ Active

500 m @ Active

Bundle 5C @ Active
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Assignment, purchasing and bulk job flows

Brand Portfolio

# ¢ f t Tea acmeplumbing.com
acmeplumbing.com
Users Numbers Jobs Analytics
Synced e det,
First name 2 Last name 2 UPN 3 0
Pauline Graves p.graves@corpemail.com
Charlie Michols e nichols@corpemail.com
Fred Barnett fbarnett@icorpemail.com
Cooper g.cooper @corpemail.com
Lucile Alvarez lalvarez@corpemail com
Dale Gomez d.gomez@corpemail.com
Micheal Moreno m.moreno@corpemail.com
Charlie Glover c.glover@corpemail.com
Walker ewalker@corpemail.com
Perez k.perezéicorpemall.com
Elva Garner e.gamerg@corpemail.com
Austin s.austin@corpemail.com
Butler a.butler@corpemail.com
Virgie Henry whenry@corpemail. com
Francis Romero fromerodcorpemail.com
Catherine Mor e marrison@carpemail.com

Cornelia Allison callison@corpemail.com
Delia Pierce d.pierce@corpemail.com
Jimmy Dunn jdunn@corpemail.com

Maud Harrington m.harrington@corpemail.com

20

Teams number

Unassigned

Unassigned

Unassigned

Unassigned

Unassigned

out of 9,329

Displaying 100 rows

Cloud Calling plan = @

Unassigned

MS Teams DR User Bundle 250 min

MS Teams DR User Bundle 500 min

MS Teams DR User Bundle Unlimited
MS Teams DR User Bundle Basic

MS Teams DR User Bundle Advanced
MS Teams DR User Bundle International

MS Teams DR User Bundie 3000 min

Unassigned
Unassigned

Unassigned

Unassigned

Unassigned

Filter Q. Search

Teams status = @
Pending

@ Active

@ Active

@ Active

@ Active

® Active

@ Active
Phone number required
Phone number required
Phone number required

Active

Active

e

Phaone number required

Phone number required

Active

@ Active

@ Active

@ Active

@ Active

@ Active



Assignment, purchasing and bulk job flows

Cloud Calling plan X

Review and confirm your order.
This plan includes the following.

New purchase

Total

$6.50

Item Per month

MS Teams DR User Bundle $6.50
250 mins shared

This charge will appear on your next billing cycle.
Additional usage charges, taxes, and fees may apply.

Choose another plan Confirm order
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Assignment, purchasing and bulk job flows

A 5N v > Cloud Calling for M Sft T acmeplumbing.com

acmeplumbing.com

Users Numbers Jobs Analytics

Synced

Import

You can view and manage batch import jobs here. Displaying 0 rows out of 0 Filter C Search

Type = O JobiD = @ Submissiondate = @ Completion date = @ Jobsummary : @ Jobstatus = @
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Assignment, purchasing and bulk job flows

Batch import x

Did you know?

You can batch import users, phone numbers, and
wvoice plans using the templates provided.

Manage users
+  Batch import using a CSV template

“  Manage phone numbers
Batch import using a CSV template
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Reflection

After countless hours of discussions with the team, researching the topic

of cloud communications, taking hundreds of screenshots from competitive
products, learning about APl development and aligning it with Ul components,
creating hundreds of new Ul screens, testing and re-designing, | can honestly
say this was one of the most complex products that | have worked on.

With so many factors at play, great design comes from understanding the big
picture and how all the pieces come together. This was a great opportunity for
me to learn about complex business processes, real-life scenarios of big data

management, and executing at a higher level.

Design decisions

| based my design decisions on my research and user testing. | had quite a
few moments of realization where common Ul patterns and flows had to be
customized in order to provide a more usable solution in the world of SaaS.

Feature planning made me a more efficient designer, by providing quick

turnarounds on design iterations, planning phases of full feature releases,
and working closely with the team to guarantee the expected outcomes.

Brand Portfolio 24
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Cloud Calling for Microsoft Teams

Overview

Microsoft Teams Direct Routing

Cloud Calling for Microsoft Teams

Cloud Calling for Microsoft Teams

Easy integration with MS Teams

Pax  pexuse onone
i

e ———

B

Bottom line: Delivering great results

01

02

03

04

Customer onboarding and automated tenant setup

Onboarding process could to take weeks to complete, involving the concierge team to help
the customers. With the introduction of the new self-serve onboarding workflows it was
reduced to hours.

Transfer of existing users and phone humbers

Transfer of existing assets was always considered a big pain. With the improved functionality
of bulk job operations we were able to provide our users with a straightforward method to
handle large volumes of users and phone numbers.

Azure Active Directory integration and management
Importing users directly from the Azure Active Directory gave our users the flexibility that

they were looking for. By carefully, examining customers’ needs | was able to craft simplistic
flows that helped to achieve their goals.

Robust analytics, billing and reporting features

We are now at this phase and working towards providing a robust dashboard, with reporting
capabilities to handle billing and customer support requests.
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