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What is a template?
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A template organizes your product deployment around
a specific set of user experiences.

User Experience
ex: “l am an admin’

Min. Hardware
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SEt Of SeI'ViCES Shared Call Appearance

Toolbar
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Ensures phone
hardware has
adequate soft keys,
etc.

Provides a great out-
of-the-box
experience

Avoids overload on
comprehending new
features and
deciding which to
use



Why templates? Legorr]]'sﬂmng

Templates
a. Improve User Experience
b. Streamline Service Delivery

c. Provide a Rigorous Framework Continuous
Improvement

How?

Let’s take a look at an example customer situation:
The Office wants to replace their aging Avaya PBX
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“The Office” Legowsﬂlting

The Executive and Pam:
“I need to be able answer Michael’s calls;

The Admin get them over to Michael as needed.”

Dwight:

The Mobile Worker | need to stay in touch with customer
anytime, anyplace.”

Erin:
The Receptionist “I answer a lot of calls; get them to a lot of
different people. All. Day. Long.”

Daryl:

‘I don'’t really have a phone, per se. If
The Shipping Floor someone needs to reach one of us they

use the loudspeaker and we pick it up on

one of the phones down here.”

The Rest:
“The phone rings, | pick it up. | need to
call someone, | pick up the phone”

The Rest
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Script #1: No Templates
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“| like this. Let's
get some.”

customer sales

» lser seats purchased
without regard for focal
features

s Phone hardware
purchased without
framework for mapping
user requirements (line
keys, etc.)

“These guys want
some phones. Get
toit.”

PM/
Sys.
Designer

Little useful .
information on
customer intent
passed to PM/Sys.
Designer .

"Set up these
phones.”

]

Bridged line
appearances between
Michael (exec) and
Pam (admin) missed
Erin doesn't have
enough line keys and
BLF not working
Derek's team doesn’t
have basic key system
functionality they used
to have
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Consulting
| have problems.
These guys are
not happy.”
ield support &
ervice engineering

e Complaints on all fronts
from previous
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Script #2: Templates! Consulting
w “Set up and train *| have problems
- . . Implement the P .
| like thls.ﬂLet 5 templates as on these ) These guys are
get some. follows.” templates. not happy."
PM/ _
customer sales Sys. .:'Eld_ support &
Designer ervice engineering
* User seats purchased e« The template Field Service has a s Support receives

against template
definitions with
opportunity for upsell
* The output is a very
descriptive order

definitions provide
the system designer
a specific description
of intent by the
customer

specific survey for relatively few tickets
station configuration

and training
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