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Analyze your current 
contact center setup and 

pave the way for your 
individual migration journey

Planning

All the steps towards a 
successful migration

Your Journey

Answer these questions to 
discover your dream journey

Questionnaire

Microsoft Teams is a game changer that enables you to move from Unified Communication to an all-in-one 
productivity tool. Centrally located in the cloud, Teams lets you to experience flexibility and scale as never 
before.  
 
Teams’ built-in cloud voice capabilities, including auto attendant and call queues, meet the needs of many 
employees. However, it is insufficient to cater to the needs of contact centers with complex customer 
journeys. Organizations that want to create seamless communication across all customer touchpoints will 
additionally require a contact center integration for Teams.  

Integrating your contact center into Teams and creating an experience hub for all enterprise interactions 
is a challenging but rewarding journey. If you plan it well, you will reach you destination with an improved 
employee productivity and customer satisfaction. We have created this guide to help you maximize your 
return on investment and get the most out of the journey. We will help you pick your dream destination, 
pack all the right things, and ensure you have the trip of a lifetime. 
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JOURNEY TOWARDS

LUWARE NIMBUS

Prepatory meeting (1h)
Envision Workshop (4h)

Deliverables

Answers to the migration questionnaire
Understand the requirements for your dream 
contact center
See how Luware Nimbus can solve your use cases

Find out what your future with 
Luware Nimbus could look like

ENVISION 
WORKSHOP

Architecture
Workflow
Services

Deliverables

Detailed itinerary of the migration, including 
a conceptual proposal of how workflows will 
be migrated

Analysis of your current 
contact center setup

PLANNING 
WORKSHOP

Provisioning of one PSTN number
Configuring one basic workflow
Testing the new environment

Deliverables

Nimbus is installed
One service is setup with one PSTN and one 
simple workflow

Install Luware Nimbus in your 
Teams environment

ONBOARDING

Create services
Build workflows
Integrations of CRM ticketing, and other systems

Deliverables (are custom)

Setup of workflows
Provisioning of services
Implementing Power Automate
Reporting

Configuration of services and 
integrations into other systems

IMPLEMENTATION



Where Am I?

Why Go? 

Where Can I Go? 

When To Go? 

So, you’ve decided you want to see something new. You’re tired of your old contact 
center setup and want to discover a new, more efficient way of doing things. But you’re 
overwhelmed with the options. There are so many contact center solutions that you don’t 
know where to start.   

Don’t worry. We can help you find your dream contact center setup. Hopefully, that will be 
Luware Nimbus, but if it’s not – that’s also ok. We’re here to find out what works for you.

Maybe you’re already using Microsoft Teams 
for your customer service, but the integrated 
functionality is no longer enough for you. 
Maybe your contract with your exciting contact 
center solution provider is expiring, and you 
weren’t completely satisfied with the service 
and want to try something else. Maybe your 
on-premises solution is outdated, and you want 
to move into the cloud. Or perhaps you have to 
replace your contact center because you’re still 
using Skype-for-Business, which is going, well, 
out of business.  

You might need a new Teams-based contact 
center for one of many reasons, and no matter 
what has brought you here today, we look 
forward to helping you find a solution that 
works for you.

With an Extended contact center for Teams, you 
can transform the platform into a truly powerful 
solution from which you drive the customer 
journey across all touchpoints. You will improve 
processes and take your business to the next 
level. And at the end of the journey, you will 
be rewarded with happier employees and 
customers.

To use Teams as a single integrated platform 
from which you can steer your all your 
enterprise interactions, you can integrate a 
Contact Center as a Service (CCaaS) solution 
into Teams.  

There are different opinions here, but currently 
the crème de la crème of technology is an 
Extended contact center solution. Such a contact 
center integration uses the Teams phone system 
for all contact center calls and call control 
experiences. It allows you to create custom 
workflows, powerful routing scenarios and gives 
you an abundance of real-time and historic data 
with which you can optimize processes. 

Especially if you are still using Skype for 
Business, the best time to go is as soon as 
possible. However, before you migrate your 
contact center to Teams, you will first need 
Teams telephony installed.  

Discover how to use Teams 
for cloud telephony 

PICK YOUR DREAM DESTINATION
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https://learn.microsoft.com/en-us/microsoftteams/teams-contact-center?tabs=extend
https://luware.com/en/whitepaper/whitepaper-cloud-telephony-with-teams/
https://luware.com/en/whitepaper/whitepaper-cloud-telephony-with-teams/


Don’t Miss These Highlights

An adventure has to be well planned to ensure you make the most of your time. 
Note down which highlights you absolutely can’t miss and most importantly 
pack accordingly. On an adventure, what you carry is just as important as what 
you leave behind. Check out the packing list to find out what equipment is 
necessary and what is unnecessary ballast. 

Microsoft Teams 

Microsoft Teams is by far the most popular collaboration tool in the cloud and serves as a great starting point 
for your journey. Migrate your unified communication and telephony to Teams and benefit from powerful 
all-in-one tool. 

Luware Nimbus 

Once you’ve explored Teams, gotten used to the new environment, and implemented Teams Phone, it’s time 
to explore Luware Nimbus. Luware Nimbus enhances Teams with calling and contact center functionality 
that enables you to use Teams for all your enterprise interactions and customer touchpoints from internal 
helpdesks to the full-fledged contact center.   

Luware Recording  

For those that want to go the extra mile, Luware Recording offers compliance features that allow you to 
record all your interactions for compliance and training purposes. 

PLANNING

Packing List

The essentials: Identify your services (such as call groups, 
hotlines, service desks, and contact center) and agents  

Use cases: Summarize your use cases and customer 
touchpoints 

Stakeholders: Early on, involve all the relevant process 
owners, such as IT or Customer Service, and get their insights 
to help you build a more detailed and insightful plan 

Tip for packing light 

Don’t pack the feature list from your old solution. It’s heavy and will prevent you from discovering beautiful 
paths. Instead, identify your use cases and customer touchpoints and be open to new ways of solving these.  

Communication Channels: Identify all 
the communication channels employees 
and customers use to interact with your 
organization 

Business tools: Identify all the 
business tools employees need to 
work productively, such as CRMs and 
ticketing tools.  
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Second Stop: Planning Workshop

Third Stop: Onboarding 

Duration: Minimum 2-3 Days 

Outcome: A conceptual proposal of the 
architecture 

Duration: Minimum 2-3 Days 

Outcome: A fully functioning contact center 
in Teams 
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We will analyze your current contact center setup 
and provide a detailed itinerary of a possible 
migration journey, including a proposal for 
migrating workflows and agents to the new solution.

We will install Luware Nimbus in your Teams 
environment and set up your service with a PSTN 
and simple workflow.  

First Stop: Envision Workshop

1.1 Preparatory Meeting 1.2 Envision Workshop 

We will look at your contact center requirements and envision your dream setup. We will introduce you to 
the possibilities of Luware Nimbus and Luware Recording in conjunction with Microsoft Teams using practical 
examples and show you how we can efficiently solve your use cases. 

Duration: One Hour 

What to Bring: See packing list 

Outcome: We will work answers to the questions in 
the migration questionnaire 

Duration: Four Hours 

What to bring: Your stakeholders including 
process owners, heads of department, IT and other 
affected employees 

Outcome: An clear understanding of what your 
dream contact center setup looks like 

YOUR 
JOURNEY

Fourth Stop: Implementation 

Duration: Several days to weeks. A detailed timeline 
will be worked out in the envision workshop. 

Outcome: Your new contact center is operational 
with optimized processes and are ready to wow your 
customers and employees.   

We will help you configure your remaining services 
and help you integrate all your business tools and 
systems. 
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MIGRATION 
QUESTIONNAIRE

What are your business and contact center goals?
For example: Increase first contact resolution or use the contact center for upselling. 

List all the services that you are currently using.
By services we mean the different numbers your organization can be reached through, 

even if they link to the same team. 

What customer feedback are you currently receiving 
and through what channels?
For example: The IT support predominately deals with password resets through Tickets or 

customer service keeps receiving complaints about a well-known issue through Email.

What metrics do you need to measure your service 
goals? What metrics are you currently tracking and 
through what channels?  Would you like to measure 
anything else in the future?
For example: SLA for call acceptance or number of lost calls.

What tools and processes are intertwined with the 
contact center?
For example: ERP, CRM, ticketing, dispatching, parcel tracking.

Are there any regulatory or compliance requirements 
that need to be considered? 
For example: ERP, CRM, ticketing, dispatching, parcel tracking.

What is your modern work contact center vision?
For example: A holistic contact center where all employees can help with customer service.

What resources (human and financial) can you 
dedicate to this project?

What customer touchpoints do you have?
A customer touchpoint refers to any time a customer interacts with your organization. This 

could be through a website, a service hotline, or the main telephone number. 

What communication channels are you 
currently using?
For example: Slack, Skype for Business, Email, etc.

Identify key scenarios and business processes that 
could be simplified.
For example: Unblock a user by calling a special phone number or automatically (re-)

send an invoice.

Please list your use cases and process owners.

Use Case Description Process Owner

For example: IT 
Helpdesk, Sales hotline 
or contact center

For example: The IT Helpdesk does technical 
support within the organization and has a 
ticketing tool to keep track of cases and progress.

For example: Head of IT 
- Walter

Number Name Phone Number SIP-Address

1
For example: IT Servicedesk, 
Sales Global, Contact 
Center – Claims

For example: +41 123 
234 345

For example: Sip:de_servicedesk_
it@company.com
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http://luware.com

