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Virtual Assistance Office

Digital transformation has reached
the world of in-person assistance.
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Sobre IN2

We are a technology consultancy with nearly 30 years of
experience that seeks to accompany companies on their path
towards digital transformation, developing and implementing
solutions and methodologies adapted to each of our clients. We
define ourselves as a consolidated company with an agile
attitude and entrepreneurial vision, focusing on what really
adds value to our clients.

Our goal is to achieve a more connected world, putting
technology atthe service of society. That the reason why we
make technology, for and by people. Because we know that
being a technology company is not the same as being a
company of people who develop technology.

For us it is very important to be up to date with new
technologies, so we are committed to innovation and
continuous improvement, working every day with new
technologies that help us to develop projects in a more agile,
efficient, secure and interoperable way.
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Virtual Office, a solution
created to adapt to your
organization.

The distinctive characteristic of our proposalis very
simple: to adapt to the needs of the project, while
respecting its interoperability. We avoid rigid
architectures and technological, contractual or learning
requirements that may limit the transformation process
of organisations.
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Click Virtual Office — Virtual helpdesk

We would like tointroduce Click Virtual Office, a remote service solution for users (internals and externals) to resolve
doubts and carry out procedures with the support of a videoconferencing tool.

The solution is designed to speed up the service when carrying out procedures, queries or providing them with advice, by
reducing the need for face-to-face assistance at the customer service offices.

Click Virtual Office is the technology that allows us to improve the relationship with users, designed along the following lines
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Intuitive and Integrable with the Multichannel Customisable Privacy and
easy touse organisation’s look & feel security
services
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Functionalities

Click Virtual Office provides the following out-of-the-box functionalities:
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Appointment,
Management of appointment
services or topics management and

integrated agenda
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Extensions
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Click Virtual Office also offers a wide variety of integrations and extensions to provide the best possible service:
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Live Transcript Resource

Planning
Digital Call from Certified
signature voice Recording
Citizen Chatbot

Identification

Integration

Integration of
with

agendas
External

Certificates

Microsoft365
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Componentes

Click Virtual Office provides the following out-of-the-box features:

Appointment Videoconference Back office
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Functionality. Service Management

The customer service can be configured by establishing a set of areas that
group together the issues that can be resolved with the help of
videoconferencing.

Each topic will have assigned to it the personnel who will attend the
videoconferences, and the same person can be assigned to more than one
topic.

The areas and topics can be activated and deactivated to make the service
more flexible.
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Functionality. Video conferencing

At the time of the appointment, the citizen or client will receive the
link to be able to connect to the videoconference. When you
connect, the citizen service person will receive a notice through
the app to connect. The videoconference link will be valid as long
as the room is opened by one of the interlocutors.

The conversation will start by videoconference and the user will be
able to do any of the following:

o Turn the output video (your camera) on or off.

o The video conference can be
recorded whenever desired.

o Screen sharing (only available on PC). o The videoconference can be set up
between 2 or more persons (multi-
conference).

IN* s

o Turn output audio (your microphone) on or off.
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Functionality. Screen Sharing

The service staff will be able to show the person with whom
they are holding the videoconference the actions they are
carrying out. To do so, they can share their screen with the
citizen through the videoconference.

Validacié de la identitat

They can choose between sharing their entire desktop or
sharing only one of the applications they have open on their
screen. The citizen can also share his screen whenever he is
using a PC or laptop.
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Functionality. Documentation Exchange

atenciociutadana.gencat.cat

At any time, the customer service staff can send documents to the
person with whom the video conference is being held for
consultation or downloading. They can choose documents from
their computer (for example, a PDF file resulting from a procedure
they have carried out).

This person can download the document for the duration of the D Seessarem,e
videoconference.

Peticié genérica sense sig
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Functionality. Translations and Transcriptions

Video conferencing participants are provided with language tools
to facilitate communication in multiple languages.

i e ¢ iy ga A5 g 206 o ol i ¢ oy s ja

In the chat component, each participant can choose which
language they want their messages to be translated into. In this
way, each interlocutor will be able to write in their own language
and the rest will be able to read it in their own language.

Video conferencing can be enriched with the transcription feature.
Thanks to speech-to-text technology, subtitles can be generated in
real time to help people with functional and hearing disparities. Good morning, how can | help you?

13:33
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Functionality. Appointments

The citizen or customer will be able to book his visit using
the calendar system integrated in the solution.

They will have a calendar where they will be able to see the
days and times available for booking and will be able to
choose one of them.

The remote service application will manage the sending of
the link so that the citizen or customer can connect tothe
videoconference.

When the time comes for the videoconference, the citizen or

customer can connect with their mobile phone or from their
computer.

IN*

Video Conference Appointment
Gestié: Habitatge - Reclamacions IB

Dia: 21.05.2021

A quina hora?

09:00 09:15 09:30 09:45
10:00 10:15  10:30  10:45
11:00 11:15  11:30 11:45
12:00 1215 1230 16:.00

16:20  16:40 17:.00 17:20

Video Conference Appointment

Gestié: Habitatge - Reclamacions 1B
Quin dia vols fer la cita?

< Maig 2021 >

Dl. Dt. Dm. Dj. Dv. Ds. Dg

20 JEX

24 25 26 27 28
31
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Video Conference Appointment

Gestid: Habitatge - Reclamacions B
Dia: 21-05-2021 Hora: 17:00 hores

MNom*

lardli

Cognom*

Carreras

Segon Cognom

Rad soclal (5] actues en representacid d'una empresa)
Mi Empresa
Tipus de document d'identificacié*
DI =
MNimers didentificacié™
A4333665K
Teléfan mabil®
+34  SESATTES
Adraga elactronica

Jjearreras@mail.com

T Motiu de Ia cita

en aguesta cila, 3 la referéncia a

Explica
1 altre ser facllitar el seu seguiment,

Reclamacién de los impusstos del 2020

He llegit i accepto la informacio sobre proteccio de dades.
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Functionality. Schedule management

T https://backoffice.in2tant.cloud

From the application's backoffice, administrators can manage o | e e R Re | e ]| e (& dimer |
the agendas of their topics and the staff that will attend them. ' i

8 10 1 € Torn:lr"?elzgra gina
The availability of each topic is independent and can be defined SO SR
by days or date ranges. B o e
The users that can be assigned to the topics will be

synchronised with the corporate directory (Azure AD)and will
be able to access the application with their usual credentials.

Add availability
Dia d'inici Dia de fi Hora d'inici
0504 1202 5] H0A7 20 {200 "3'
Cites al dia Numero de taules Duracion Descans
:} 1 1 10 0

oo | e
|N2 16 -
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Functionality. Appointment Management

From the back office of the application, the service staff will Panel of the public employee
be able to manage the appointments they are going to
attend: |
Servei
o Selecting Specific Appointments
o Onafirst-come, first-served system _
« The integration with Outlook would allow staff to view ‘

appointments in their personal calendar and access to nzsmn &

the video conferences directly. b o ’
anel of the public employee

« Staff will be able to schedule their own appointments

using the same public agenda as the services. Servei HABIN202 -~
istat de serveis - eputjar
* On-demand videoconferencing is also available for Hora dinic: 09:45, Dijous, 20 de maig de 2021

unscheduled videoconferences.

- Nom i cognoms: Alejandro Ugartondo -
- NIF: 46239781G
. Teléfon: +34629952609

. Correu electronic: alex.ugartondo®@inZ2.es

. Observacions:

WM Accedir a la videotrucada Afegir Participant

|N2 17 -
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Functionalities. Service Management

The services are t.he elements that represeqt the procedures, e
arrangements or issues that can be dealt with by
videoconferencing.
+ Aservice comprises: e
1045 AAIICED  Canceblat 2]
M 1052 94237BT7  Canceblar o
o Scheduled appointments Y
o Available staff to attend appointments ) « B

o The availability to book appointments

» All these aspects can be controlled from the service

. ol Adding Public Servants
management and, in addition:

Funcionaris d'area Funcionaris de servei
v" Check the history of previous appointments. orercnn [ oo [
v Check the appointment schedule for the next few days. e oo s
. . oo employee. alara >uances
v Assign appointments to specific operators. o

v’ Activate and deactivate complete services.

Funcionaris per afegir

IN?2 18-




Functionalities. Role Management

* The management application operates at different levels
depending on the role of the user:

o Client service. Attend appointments.

o Area manager. Defines the services, their availability and
the staff who attend them.

o Organisation administrator. Defines the personalisation
and roles of the rest of the users in the application.

IN*

HABIN2 AREA DETAILS

Nom de l'area (ca)

Habitatge

Nom de 'area (es)

Vivienda

Nom de l'area (oc)

Habitatge

Administradors

&+ In2.admin

&+ Afegir Administradors

Funcionaris
&= employee.01 A+ employee.11 &~ Alejandro Ugartondo

2+ Nalara Suances 2~ in2.admin

&+ Afegir Funcionaris
€ Tornar a la pagina anterior [ Guardar canvis
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x Esborrar Area
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Functionalities. Customization

* From the application's backoffice, each organisation will be

able to customise the messages sent to people using the

Service: Customisation Panel
o Appointment confirmation messages
o Reminders and link to videoconference
o Appointment cancellation messages
o Secure access code messages

Paragraf B I == =EE = L & B
- Messaging can be done by both email and SMS to reach a o A
wider spectrum of users. | e

« The organisational administrators will also decide on the
recording of video conferences.

IN2 ~20 -
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Click Virtual Office - Architecture

Office 365
Outlook

O
Office 365 —"é

S50 Services

Email Notifier

o

Citizens

BackOffice & Support
Services < > {il-} SMS Motifier

Integration Services

K g
A& ! <=

1
1
! Public Cloud '
PN QO .
I I ! !
I I ! ! GICAR
1 I ! !
I I ! !
1 Public servant Sys Admin I : [ :
I

: : I Videoconference Videoconference Servers !

I ; ; ' Enterpri t
: GenCat Department : . Dedicated Private Cloud 1 nierprise systems
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Click Virtual Office - Integrations

Public area

Exposed APls:

-HTTP Appointment creation services
- HTTP file exchange services

- HTTP notification services

Private area

Integration points:
- Backoffice actions(secured)
- Videoconferencing actions(secured))

ZonalDP

|dentity federation:
- SAML
-0IDC

IN*

Public Services
calendar-api.in2tant.cloud
citizen-api.in2tant.cloud
sharedfile-api.in2tant.cloud

Private Services
backoffice-api.in2tant.cloud
meeting-api.in2tantcloud

.

Active Directory

Federation
Services (ADFS)

Appointments

Case managers

Citizen'sfolder ¢t pravia

Service Bus @
Web Services

SFTP SMS Motifier
( PICA 0

Keycloak

Azure AD

Shibboleth

SAML Agents ~ CICAR
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Click Virtual Office - Integraciones

Public Services

L 1
1
1
by ! X
1 ! 1
1 ! 1
1 ! 1
v .
1
X f Appointment calendar-api.in2tant.cloud e :
) g videoconferencia.gencat.cat citizen-api.in2tant.cloud taloy Cita Prévia 1
i | : espera.videoconferencia.gencat.cat sharedfile-api.in2tant.cloud : S :
1 I 1
Internet 1 | : : : ' :
P :| 1 : ( PICA () 1
I 1 o (. . '
I 1 o (. . '
S T i -
1 ! ! I 1 1
1
: Public servant : x '—:—_): Email Notfier :
1 1 1 . I ' 1
' ! g _ Videoconference Videoconference Servers N '
. . | .1 sala.videoconferencia.gencat.cat ol 1
1 1 ] I '
! -J:l . PublicZone _ _ _ ______________ N > .
; T VT TTTTT oottt T T T s m T vil v sMs Notifier '
! Area Admin ' I ! 1
1 I I I 1 1
1 ! ' ! ' 1
' 1 ! ! ' 1
. & b | |
! - :—'_l)‘. BackOffice Private Services l_:_ 1 :
: - . ' | 1 gestio.videoconferencia.gencat.cat backoffice-api.in2tant.cloud  Active Directory | ; | .
,  Organization Admin I ! meeting-api.in2tantcloud Federation , 1 GICAR .
' : ' : Private zone Services (ADFS) | ! X
: Intranet 1 I R e i I I ! : : Intranet :
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Click Virtual Office — Cloud Native Architecture

Click Virtual Office's cloud-native architecture will enable:

o Separation of components into microservices to facilitate the reuse, maintenance and evolution of each of them.
o Use of standard cloud components to reduce bugs and costs.

o Scalability of the entire architecture, both at the individual component and global level.

o  Security provided by the cloud.

o Rapid deployment of new environments and dedicated instances.

o Service availability guaranteed by the cloud.

IN? 30 -
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Click Virtual Office — Diferencial

IN*

LN s
g
Platform to build virtual front offices Ease of use

o No additional installations

o Simplicity to avoid the digital divide

Azure Cloud Native Architecture

&)
STe 8

Integration with systems Security and privacy
o Customisation of the service o Action tracking
o Adaptation into existing procedures o Recording video services

- 31 -



THANKYOU

Travessera de Gracia, 73. Atico
08006 Barcelona
contacto@in2.es

+34 661 29 68 61
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