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Espressive Barista on Microsoft Teams

Espressive Barista, our Al-based virtual support agent, resolves up to 70% of help desk questions as a
native app for Microsoft Teams. Employees launch the app by clicking on Barista in the app bar. From
there they can ask Barista questions just like they would when talking with a colleague. Barista is able to
answer questions across the enterprise, deflecting or opening tickets on behalf of employees. In addition,
employees can go to the Barista Homepage within Teams to view information about their pending requests
and approvals, as well as any company-wide announcements.

Increase Your ROl with Teams

With the new hybrid workforce, enterprises are relying on collaboration tools, such as Teams, like never before. Teams helps employees
stay organized and productive by providing one place where they can virtually meet, chat, call, and collaborate. And now your employees
can resolve not only their IT issues, but HR, Facilities, and more instantly without ever having to leave Teams. That's because Barista
integrates seamlessly with Teams as a native app, delivering a best-in-class experience.

By integrating Barista into Teams, your employees are able to chat with Barista, just like they would with a colleague. Employees can
submit their questions to Barista and Barista will give them immediate, personalized answers. If Barista doesn't have an answer, a
request is automatically generated and routed to an expert from the appropriate service team. Barista addresses the needs of the entire
enterprise, enabling employees to ask their HR, Facilities, Payroll, etc. questions from within Teams, where they already collaborate.

Increase Employee Adoption with An Omni-Channel Approach

If Teams is your primary collaboration tool, chances are your employees will be excited about having Barista answer all of their questions
there. But if your organization is like many others, shifting people away from their habits of email or calling the help desk has been a
challenge. Barista has a unique omni-channel approach that meets your employees wherever they are, which enables you to maximize
adoption. Omni-channel accessibility also ensures you have continuous help desk coverage, even when Teams experiences downtime.

In addition to being available as a native app on Teams or Slack, employees can access Barista via their desktop (Windows or Mac) or on
their mobile device (Android or i0S), or by simply going through their browser (e.g., Chrome, Safari, Edge). In addition, they can even reach
Barista via email and phone. We have found that when our customers implement multiple channels to Barista, they achieve higher call
deflection and higher employee satisfaction.
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Key Barista Features Within Teams

Native App Experience

As a Teams app, Barista supports native controls and styles, including the chat feature and Fluent Ul components, so the employee
experience is seamless. If an employee asks a question and Barista needs to present a knowledge article, that article can be presented
within the app without the employee ever having to leave Teams.

And because of the Barista Employee Language Cloud, which recognizes billions of phrases across thousands of topics, Barista
understands what employees are asking in their natural language. Barista is also multilingual, with support for nine different languages
and more to come, so employees can choose to interact with Barista in their native language as well.
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helle

7 Barista 3:37 PM
Hi. | am Barista, and here to help you. Go ahead and ask me a question.

3:38 PM
How do | change my language in SFDC?

Barista 3:39 PM
e Using saved device preferences.. change.
| understand you are trying the change your language setting in Salesforrce
To change your language settings inside Salesforce: Navigate to user name > Setup > Personal
Setup > My Personal Information > Personal Information. Click Edit. In the Locale Settings section,
change the Language setting. Click Save.
Did this help? Please select an option below.

Yes, it was helpful No, get someone to help

Restart

3:39 PM
Yes, it helpful
es, it was helpful )
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‘What else can | help you with?

Type your questions here
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Barista Homepage for Teams

When employees ask questions, Barista provides answers in real-time within the chat. But there are times when Barista will need to
open a ticket to invite an agent into the conversation. When that happens, employees need a way to check the status of their tickets.
This can be particularly frustrating for employees when they have multiple open tickets being resolved by different teams such as IT, HR,
and Payroll.

Barista overcomes that challenge with the Barista Homepage for Teams. Here, employees can see their pending requests as well as view
announcements and approvals. This makes it easy for employees to check the status of an open ticket or provide additional information
without having to search or leave Teams.
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The Homepage can be found by going into the Barista app within Teams and selecting the "Home" tab at the top of the screen. All

features within the Barista Homepage are configurable by your Barista admin.

PENDING REQUESTS (I.E., TICKETS) From the Homepage, an employee can see the status of their pending requests. If a request
requires additional information, or if the employee wishes to interact with a service desk agent, they can do so without having to

leave Teams.

APPROVALS If an employee needs approval for a request, Barista will send a notification to the approver's Barista Homepage.
From there, the approver can validate the request without having to leave Teams and the requesting employee will be notified.

ANNOUNCEMENTS & SURVEYS You can use Barista to notify employees via Teams when there are company-wide announcements,

such as power outages or policy updates. Barista can also engage your employees via an interactive survey.
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All MR Announcements & Approvals

How Do | Get A TeamAnywhere
%) Account

3 Tickets

4+, | Need To Get A Jira Lic
= UPDATED 4/27/2021, 1032 AM

I Need Help Accessing Sfde

(K2
' UPDATED 4/27/2021, 08:11 AM

+, Laptop Broken
"™/ UPDATED 4/26/2021,11:29 AM

UPDATED 4/27/2021,10:46 AM
" LT REFERENCE: SRO018877 REFERENCE: INC0028016 REFERENCE: INC0028394
REFERENCE: INC0028397 STATUS: Resolved STATUS: Approved STATUS: Open
(3 STATUS: Closed LAST UPDATED: 4/27/2021, 10:32 AM LAST UPDATED: 4/27/2021, 08:11 AM LAST UPDATED: 4/26/2021, 11:29 AM
LAST UPDATED: 4/27/2021, 10:46 AM Status changed to Approved Task ‘laptop broken is created by Alex
Yupanqui
S
=
20
-2
.. Laptop Be Broken 5, Test Ticket .. Laptop Broken o, | Need A Jira Lic
= UPDATED 4/26/2021,11:24 AM = UPDATED 4/22/2021,10:25 AM "™ UPDATED 4/21/2021,08:06 AM =/ UPDATED 4/21/2021,07:47 AM
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REFERENCE: INC0028393

STATUS: Open

LAST UPDATED: 4/26/2021, 11:24 AM
Task ‘laptop be broken' is created by Alex
Yupanqui

REFERENCE: INC0028389
STATUS: Open

LAST UPDATED: 4/22/2021, 10:25 AM
Task 'INC0028389 - test ticket' is created by
Alex Yupanqui

REFERENCE: INC0028386

STATUS: Open

LAST UPDATED: 4/21/2021, 08:06 AM
Task 'laptop broken' is created by Alex
Yupanqui

REFERENCE: SR0018858
STATUS: Resolved
LAST UPDATED: 4/21/2021, 07:47 AM

How Do | Create A New MS How Do | Create A New MS New VPN Issue Detected Test Microsoft Teams
%) Team? 2) Team? & Announcements UPDATED 4/19/2021, 12:00 PM

PDATED 4/21/2021,07:41 AM

REFERENCE: REQ0010766
STATUS: Approved

LAST UPDATED: 4/21/2021, 07:41 AM
Task 'how do | create a new MS Team?'is

PDATED 4/21/2021,07:00 AM

REFERENCE: REQ0010765
STATUS: Approved

LAST UPDATED: 4/21/2021, 07:00 AM
Task 'how do | create a new MS Team?' is

UPDATED 4/20/2021, 05:19 PM

This is a proactive notification to let you
know we noticed you were having VPN
connection issues. Please click "FIX VPN"
below to see how | can help.

Barista for Microsoft Teams is now available.

Proactive Resolution

Barista can send proactive notifications through Teams, which can remind employees to complete certain tasks, including updating their
password or upgrading their laptop. These notifications can also be used to follow-up with employees on tasks they never completed,

such as a security training they started but did not finish.

Metrics Available Within Barista Reports

All metrics are available through the Barista Interactions Dashboard, so management has visibility into employee self-help metrics on the
Teams channel. If your employees can access Barista through multiple channels, such as through Teams and email, you can compare all
channel metrics in the Barista Interactions Dashboard, as well as view metrics for each channel individually.

ESPRESSIVE is the pioneer in automating digital workplace assistance, redefining how employees get help by delivering
exceptional employee experiences. Barista, our VSA, takes on the role of the service agent, bringing the best of human experience
with the best of artificial intelligence. Barista automates resolution of employee questions with personalized experiences that
result in employee adoption of 80 to 85% and reduced help desk call volume of 50 to 70% .

Visit us at Espressive.com to learn more and request a demo.
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