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what is
TEAM MANAGER

TeamManager is a universal routing solution – essentially, it’s an optimized version of the Skype 
for Business response groups. With TeamManager, service inquiries can be automatically distrib-
uted to the departments, teams, or services responsible and delivered to the team members based 
on their Skype for Business presence state.

The team presence state depends on the status of its members. A team is available if at least one 
team member is available. If all team members are busy or away, the team status reflects that. 
Team members are automatically available for their team service once the Skype for Business 
client is launched and can work across teams simultaneously, if required.
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features of
TEAM MANAGER

Product Manager TeamManager

Fair and targeted routing. Straightforward management of employees and teams. 
Comprehensive reporting options. TeamManager enables you to integrate all 
company units into your customer communication, efficiently spreading the load.

Integrate a CRM, ERP or Ticketing System with TeamManager to show your people relevant, contex-
tual information about their customers, right in the Skype for Business window or screen pop when 
calls or chats are accepted.

TeamManager delivers comprehensive reporting for measuring team performance. Data can be 
stored in your company’s own data warehouse or analyzed using Microsoft Excel or Microsoft 
Power Bl.

CUSTOMER SERVICE
MADE EASY



All Skype for Business modalities are supported. Conversations can be conducted by chat, voice, or 
video. It is also possible to switch communications channel at any time. Support can be provided by 
adding desktop sharing.

Call flows can be created using our drag and drop editor. Parameters can be changed flexibly by team 
administrators (e.g. announcements, redirection numbers, waiting time). TeamManager supports 
Office 365, with team members hosted in Skype for Business Online.

TeamManager is a server application that is natively integrated with Skype for Business and requires 
no additional client. The redundant architecture of TeamManager servers ensures high availability.
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capabilities of
TEAM MANAGER

Calls are routed in TeamManager using “longest idle” or “Simultaneous Ringing/Broad-
cast” routing options.

IVR (Interactive Voice Response) and ICR (Interactive Conversation Response) functions 
ensure customers are routed to the team service responsible based on their input.

Team leaders manage the teams via a website. What’s more, team leaders can use a 
placeholder function to easily and flexibly change announcements or rerouting destina-
tions at any time, without IT assistance.

Opening hours, holidays, and standby service are managed quickly and easily by the team 
leader via Outlook or Outlook Web App.



WE ARE 
LUWARE
swiss and simple



-Philipp Beck, CEO Luware AG

Luware is a leading provider of Customer Service platforms based on Microsoft Unified Commu-
nications. Intelligent routing solutions, deployed across all departments – from Help Desks to full 
Contact Centres – are our core competency.

Our solutions include communication channels such as chat, voice, video, e-mail, social media, and 
co-browsing. These can be enhanced with state-of-the-art technologies – including bots, artificial 
intelligence, WebRTC – and can easily be combined with third-party applications, such as CRM, ERP, 
and ticketing systems.

Our products integrate natively with Skype for Business, can be used across all industries, are intui-
tive to operate and feature impressive Swiss quality.

The portfolio is rounded off with a set of additional functions for Skype for Business, including 
compliance recording for all modalities, routing assistance systems with Manager/Assistant and 
Busy On Busy features, as well as operator switchboards. Combined they enable organizations to 
deploy the Microsoft Unified Communications solution as their sole communications platform.

Years of experience analyzing processes in customer service, developing software, and managing 
projects, plus close cooperation with Microsoft and partner companies, enable us to successfully 
complete projects of all sizes and levels of complexity.

I’m proud that my team’s success in enriching Skype for Business technology has resulted 

in major players around the globe using the Luware contact center solution.

 Check out our website for examples of reference customers.


