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How to Serve Clients:
A Guide for Account
Managers with Teams

BearingPoint.
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The Way We Work with Clients Has Changed...
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The Opportunity

Massive Adoption of Microsoft Teams

You already have
the tools to
transform the way

you serve customers R
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The Client— 5% Ravenwood

Ravenwood

Sam has questions
about taxes.

He turns to his trusted

>am Cooper advisors:
Business Analyst
ADVIZE Consultants



The Business Consultant — A D VIZE Consultants

ADVIZE

Team of Experts
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. Maya Itay Hila
Davi d Laven d d Legal Expert Tax Expert Compliance Expert

Client Manager for Ravenwood




The Business Process

A team member

Sam sends an email and
answers Sam

an attachment to David

David initiates an internal discussion
to address Sam’s questions

The team collaborates to answer the
questions.






The New Way to Service Clients



Collaborating Around Client Inquiries in
Microsoft Teams



AC Ravenwood Posts Files Wiki
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Discuss the
email in

ravenwood@ O Meet ~ (i)

|
& Reply
ServiceMate 9/111:14 AM  Updated

Ravenwood merger?

From: Samuel Cooper <samc@ravenwood-corp.com>

To: harmen.ie Support <support@harmon.ie>
Wed 09/01

WE Merger Structure.docx
32518

Hello,
As we have previously discussed, we are explering a possible merger with Honor Inc. Attached to this email, you will find a document that describes the current
proposal for the merger structure, Please provide feedback and guidance on the ta

Show Email Conversation Open Task Board e David Lavenda

Teams

Collapze all

David Lavenda 9/1 11:39 AM

ﬁ Team, we just got this inguiry from Sam at Ravenwood. They are considering a merger and they have a number of questions about
how best to structure the deal. In the email above, you will see a document outlining the proposed merger structure. [tay
Pahima Please address the questions related to tax. Maya Bickson Please address the questions related to the legal aspects of the deal.

+1 Itay Pahima 9/1 11:40 AM
3 The merger is very complex. The documents and the list of questions are comprehensive. They leave no doubt that the company has

to take some specific steps before entering in this merger to avoid an enormous tax liability. | will detail this in an opinion letter.

ﬁ Maya Bickson 9/1 11:41 AM
© After looking over the documents, the merging entity should definitely be the US company. Any other option would have significant
legal implications for Ravenwood. It wouldn't be in their interests to do it any other way.

9 David Lavenda 9/1 11:42 AM
© Thanks guys. | believe we have encugh information to address Sam's questions. | will send him an email. 5tay tuned for more
information. This is a complex deal; there are sure to be more questions.

o ServiceMate 9/111:53 AM
(]

New conversation
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ServiceMate 11:14 AM Updated
>
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Ravenwood merger?

From: Samuel Cooper <samc@ravenwood-corp.com>

To: harmon.ie Support <support@harmon.ie>
Wed 09/01

N

—| Merger Structure.docx

325kB

Reply to the
email by
opening the

task T

Hello,
As we have previously discussed, we are exploring a possible merger with Honor Inc. Attached to this email, you will find a document that describes the current
proposal for the merger structure. Please provide feedback and guidance on the ta

Show Email Conversation

Open Task @ David Lavenda

Collapse all

David Lavenda 11:39 AM

Team, we just got this inquiry from Sam at Ravenwood. They are considering a merger and they have a number of questions about
how best to structure the deal. In the email above, you will see a document outlining the proposed merger structure. ltay

Pahima Please address the questions related to tax. Maya Bickson Please address the questions related to the legal aspects of the deal.

o

Itay Pahima 11:40 AM
The merger is very complex. The documents and the list of guestions are comprehensive. They leave no doubt that the company has

to take some specific steps before entering in this merger to avoid an enormous tax liability. | will detail this in an opinion letter.

r-

Maya Bickson 11:41 AM
After looking over the documents, the merging entity should definitely be the US company. Any other option would have significant

legal implications for Ravenwood. It wouldn't be in their interests to do it any other way.

&

David Lavenda 11:42 AM
Thanks guys. | believe we have enough information to address Sam's questions. | will send him an email. Stay tuned for more

information. This is a complex deal; there are sure to be more questions.

2



a ServiceMate
e David Lavenda

Ravenwood merger

Assignee: David Lavenda W

e Samuel Cooper

To: harmon.ie Support<support@harmon.ie>
Merger S...

Hello,

As we have previously discussed, we are exploring a possible merger with Honor Inc. Attached to this email, you will find a document that describes the
current proposal for the merger structure. Please provide feedback and guidance on the tax implications of this proposal.

Respond to
the emall, Thanks in advance,
i amuel Cooper
d : reCt Iy fro m ZusinessCAnZlyst, Glory Inc.
Teams

(312)555-1212

[i 4 Reply to the last email
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Ravenwood merger

the current proposal for the merger structure. Please provide feedback and guidance on the tax implications of this proposal.

To: samc@ravenwood-corp.com

Normal ¥ 14¥ Font

Respond to
the email,
directly from
Teams

our pr "‘merger structure” and we have the following

ant legal imp

entering in this me

: more informa about y / partner?




& RE Ravenwood merger 1.eml

See the email
thread,
without

leaving Teams

Q, Search

From David Lavenda<davidl@harmon.ie>

Senton 9/1/2021, 5:21 PM

To Samuel Cooper<samc@ravenwood-corp.com>
Cc harmen.ie Support<support@harmon.ie>

Subject RE: Ravenwood merger?

Sam,

This merger looks like a great opportunity for Ravenwood. The team and I have reviewed your proposed “merger structure”™ and we have the
following recommendations:

- We recommend the merging entity be the US company. All other alternatives have significant legal implications for Ravenwood.

- From a legal perspective, the merger is very complex. You need to take some steps before entering in this merger to avoid an enormous tax
liability. We will follow up with specific recommendations shortly.

To move things along, can you send me the company profile and market research documents that provide more information about your new

partner?

Good luck with the merger! Let me know if vou have additional questions.

Cheers,

David Lavenda

Advize Consultants

From: David Lavenda

Sent: Wednesday, September 1, 2021 8:53:01 AM
To: Samuel Cooper

Cc: harmon.ie Support

Subject: RE: Ravenwood merger?

Sam,

This merger looks like a great opportunity for Ravenwood. The team and [ have reviewed your proposed “merger structure™ and we have the
following recommendations:

- We recommend the merging entity be the US company. All other alternatives have significant legal implications for Ravenwood.

- From a legal perspective, the merger 1s very complex. You need to take some steps before entering in this merger to avoid an enormous tax
liability. We will follow up with specific recommendations shortly.

To move things along, can vou send me the company profile and market research documents that provide more information about your new

partner?

Good luck with the merger! Let me know if vou have additional questions.
Cheers,

David Lavenda

Advize Consultants

From: Samuel Cooper

Sent: Wednesday, September 1, 2021 8:05:06 AM
To: harmon.ie Support

Subject: Ravenwood merger?

Hello,




Screening and Assigning Tasks
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ivity
@ Pinned L From:samc@ravenwood-corp.co... L Search task... Owned by (All)
3 B i C T i
AC Ravenwood
L3
i Accounts B |LastWeek v ﬁ ‘ Shared Owned Completed
Teams B {

Your teams

Calendar u WW Sales Team e Samuel Cooper

Urgent legal inquiry - can you help?
% General

M Ravenwood merger?

Hi, We have an opportunity to participate in a high profile...

Galis
2019 Renewals ‘ ﬁj e 1D, (J e David Lavenda v/
D Competitive Analysis —_—
Files
Messaging
- > Samuel Cooper 12:34 PM
ave Paris Sales Meeting

Ravenwood GDPR Compliance

| Practi ; A
Sales Best Practices Hi, We are in the midst of our GDPR evaluation, and we h...

Weekly Scrum

W}] GDPR ques...
2 hidden channels —

) Samuel Cooper
harmon.ie roadmap e Samuel Cooper At gy

General Aadiclaguby Hello, We are being audited by the industry regulator. We.
Hello, We are being audited by the industry fegula

Syntex

. R4
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Drag an email
to turn it into
a task
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General

Management Meetings
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@ &8 Join or create a team (0:3
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Notify team members?

Dragging this email to the Teams board will notify the channel
i.e. show a preview of the email in the conversation

Ravenwood merger

e Samuel Cooper <samc@ravenwood-corp.com>

To: support@harmon.ie
6:59 PM

| @] Merger S...

Hello, As we have previously

possible merger with Honor Inc. Attached to this email,
you will find a document that describes the current
proposal for the merger structure. Ple \
feedback and guidance on the ta

The team is
notified about

the new task R
No, don't notify |

D Remember my choice




Q, Search
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Chat
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Teams
Calendar

&

Calls

Teams
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General

Syntex

Customer Success

General
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20 hidden channels
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Strategy Team

General

Management Meetings

TeamMate Marketing Team

Join or create a team
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AC Ravenwood Posts Files Wiki ravenwood@ ~ -+

L From:samc@ravenwood-corp.co...

E_|E | Last Week v | [i

e Samuel Cooper 12:44 PM

Urgent legal inquiry - can you help?

Hi, We have an opportunity to participate in a high profile...

‘ @E} ravenwood...

@ Samuel Cooper 12:34 PM

Ravenwood GDPR Compliance

Hi, We are in the midst of our GDPR evaluation, and we h...

‘ @] GDPR ques...

/

Task has been
created

-

L Search task...

* Shared

Ravenwood merger? 11:14 AM

Hello, Az we have previously discussed. we are exploring 2 possible

merger with Honor Inc. Attached to this email, you will find a documen...

T‘E’ CI a David Lavenda \v/
Audit Inquiry 12:47 PM

Hello, We are being sudited by the industry regulator. We have some

questions about how to move forward. Can you advise. Specifically: *...

TE E‘j Assign To

<

Owned by (All)

Owned

Completed

v




Q, Search

AC Ravenwood Posts Files Wiki ravenwood@ - -+ e 2 O @& - [ Meet ~

£ Search Incoming Support E-mail L Search task... Owned by (All)

°*
7, ‘ Last Month ‘ ﬁ $ Shared Owned Completed
* Jean Buchnik 2:45 PM Ravenwood merger? 11:14 AM
RE: Open Documents from Harmon.ie in Office Onl... Hello, As we have previously discussed, we are exploring 3 possiblzs
merger with Honor Inc. Attached to this email, you will find 3 documen...
Hi, Please edit the underlying Sharepoint site from har...
i (J e David Lavenda \/
@ Samuel Cooper 2:44 PM
Urgent legal inquiry - can you help? Audit Inquiry 12:47 PM
Hi, We have an opportunity to participate in a high pr... He »y the industry regulator. We have some

h ; ) e = %,
qu Show conversation : fonvard. Can you advise. Specifically: *.

| @5] ravenwood...

@GebauerKathrin 12:42
Open Doc ~ 1 s oic A
Dear Har, Start Working
_ | onthetask
e Ravenw( With

Hi, We a

J Assign To v/

‘@ o Colleagues

* Jean Buchnik
RE: harmon.ie Support Request

Hi, Per Citi's explicit request, please open a Citi Service...

e Domingo, Jessica Therese Bernal 12:22 PM
harmon.ie Support Request

We are experiencing connection problems using harm...

| D Connectio...

% Jean Buchnik 1205PM
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ravenwood@

MEVEHIVE W W T I e TR e

From: Samuel Cooper <samc@ravenwood-corp.com>

To: harmon.ie Support <support@harmon.ie>
Wed 09/01

WE GDPR guestionnaire.docx
33548

* How long should we keep customer emails
* What should be our approach to storing customer data; data that we need for

Show Email Thread Open Task 9 David Lavenda
«’ Reply
Today
Last read

Hi, We are in the midst of our GDPR evaluation, and we have hit a snag. Can you help us answer the following questions:

Q

4 Team
members can
take
ownership of
\_ the task

ServiceMate T:05 PM
Ravenwood merger
From: Samuel Cooper <samc@ravenwood-corp.com>

To: harmeon.ie Support <support@harmon.ie>
Sun 10/24

Merger Structure.docx

3258

Hello,

| for the merger structure, Please provide feedback and guidance on the ta

Open Task €D 1 Will Take It

«* Reply

New conversation

we have previously discussed, we are exploring a possible merger with Honor Inc. Attached to this email, you will find a document that describes the current

h Meet

®



AC Ravenwood Posts Files Wiki ravenwood®@ -+ 1 Meet

From: Samuel Cooper <samc@ravenwood-corp.com>

To: harmon.ie Support <support@harmon.ie>
Wed 09/01

WE GDPR questionnaire.docx
33518

Hi, We are in the midst of our GDPR evaluation, and we have hit a snag. Can you help us answer the following questions:
» How long should we keep customer emails
» What should be our approach to storing customer data; data that we need for

Show Email Thread Open Task e David Lavenda
<’ Reply
Today
Last read

o ServiceMate 7:05 PM Updated
]

Ravenwood merger

From: Samuel Cooper <samc@ravenwood-corp.com>

To: harmon.ie Support <support@harmon.ie>

/ Sun 10/24

WE Merger Structure.docx
32518

| own the task o,

As we have previously discussed, we are exploring a possible merger with Honer Inc. Attached to this email, you will find a document that describes the current
proposal for the merger structure. Please provide feedback and guidance on the ta

Open Tas e David Lavenda

«’ Reply

New conversation




Ac  Ravenwood Posts

View the
team’s tasks

Files  Wiki

ravenwood@

From: Samuel Cooper <samc@ravenwood-corp.com>

To: harmon.ie Support <support@harmon.ie>
Wed 09/01

WE GDPR questionnaire.docx
33518

Hi, We are in the midst of our GDPR evaluation, and we have hit a snag. Can you help us answer the following questions:
* How long should we keep customer emails
» What should be our approach to storing customer data; data that we need for

Show Email Thread Open Task e David Lavenda
«’ Reply
Today
Last read

ServiceMate 7:05 PM Updated
Ravenwood merger

From: Samuel Cooper <samc@ravenwood-corp.com>

To: harmon.ie Support <support@harmon.ie>
Sun 10/24

Merger Structure.docx
32543

Hello,
As we have previously discussed, we are exploring a possible merger with Honor Inc. Attached to this email, you will find a document that describes the current

proposal for the merger structure, Please provide feedback and guidance on the ta

Open Task e David Lavenda

<’ Reply

New conversation

1 Meet

®



View Team Tasks



Q. Search =+ harmon.e
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L Search task... Owned by (All)

\ . * Shared | Completed

Task status

& Jean Bachnik 12:51 PM Ravenwood merger? 11:14 AM
v RE: Open Documents from Harmon.ie in Office Onl Hello, As we have previously discussed. we are exploring 3 possible
merger with Honor Inc. Attached to this email, you will find a documen..
#solved You're welcome. Regards, ------ Jean Buchnik F...
L0} o 9 David Lavenda v/
@ Gebauer Kathrin 12:50 PA
RE: Open Documents from Harmon.ie in Office Onl... Audit Inquiry 12:47 PM
Thank you very much! From: Jean Buchnik <jeanb@ha... Helio, We are being sudit=d by the industry regulstor. We have soms

questions about how to mo

@ [:J e David Lavenda \/

ward. Can you advise. Specifically: *...

un

A
vi

* Jean Buchnik 12:4
RE: Open Documents from Harmon.ie in Office Onl...

Hi, Please edit the underlying Sharepoint site from har...

e Samuel Cooper 12:44 PM

Urgent legal inquiry - can you help?

Hi, We have an opportunity to participate in a high pr...

l @ ravenwood...

@ Gebauer Kathrin 2:42 PM
Open Documents from Harmon.ie in Office Online

Dear Harmon.ie Support, My organisation has been us...

e Samuel Cooper 12:34 PM
Ravenwood GDPR Compliance
Hi, We are in the midst of our GDPR evaluation, and w...
| @ GDPR ques...

% Jean Buchnik 12:23 PM
RE: harmon.ie Support Request

Hi Dar (Miti'c avnlirit ranuact nlaaca anan = iti Saniira
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E AC Ravenwood Posts Files Wiki ravenwood@ + -+ D 2 C @ - | O Meet | v
£ Search Incoming Support E-mail L Search task... Owned by (All)
L]
B ’ Last Month ‘ ﬁ * Shared Owned Completed

% Jean Buchnik 12:51 PM Ravenwood merger? 11:14 AM

! RE: Open Documents from Harmon.ie in Office Onl... Hello, As we have previously discussed. we are exploring 3 possible
merger with Honor Inc. Attached to this email, you will find a documen..

#solved You're welcome. Regards, ------ Jean Buchnik F...

@ J 9 David Lavenda \v/

@ Gebauer Kathrin 12:50 PN
12:47 PM

RE: Open Documents from Harmon.ie in Office Onl... Audit Inquiry
Thank you very much! From: Jean Buchnik <jeanb@ha... Helio, We are being sudit=d by the industry regulstor. We have soms

questions about how to move forward. Can you advise. Specifically: ...

@ E:J e David Lavelxda v "
L 4

= Jean Buchnik 12:45 PM .
% eagpust’

RE: Open Documents from Harmon.ie in Office Onl...

Hi, Please edit the underlying Sharepoint site from har...

12:47 PM

Audit Inquiry 2
Th e \ Helio, We are being suditad by the industry regulstor. We have some

questions about how to move forward. Can you advise. Specifically: *...

@ CJ e David Lavenda v/

customer
request is in
progress

rgent legal inquiry - can you help?

Hi, We have an opportunity to participate in a high pr...

l @ ravenwood...

@ Gebauer Kathrin 12:42 PM

Open Documents from Harmon.ie in Office Online

Dear Harmon.ie Support, My organisation has been us...

e Samuel Cooper 12:34 PM

Ravenwood GDPR Compliance

Hi, We are in the midst of our GDPR evaluation, and w...

| @ GDPR ques...

% Jean Buchnik 12:23 PM

RE: harmon.ie Support Request

k>
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Hi Dar (Miti'c avnlirit ranuact nlaaca anan = iti Saniira
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AC Ravenwood Posts Files Wiki ravenwood®@ - -+ O C & -+ (0 Meet -~
L Search Incoming Support E-mail L Search task... Owned by (All)
.
’ Last Month l ﬁ * Shared Owned Completed
* Jean Buchnik 12:51 PM Ravenwood merger? 11:14 AM Audit Inquiry 2
RE: Open Documents from Harmon.ie in Office Onl... Hello, As we have previously discussed we xploring a possible Hello, We are being audited by the industry regulator. We have some

merger with Honor Inc. Attached to this email will find 3 documen.. questions about how to move forward. Can you advise. Specifi

—E D a David Lavenda \/ @ CI 9 David Lavenda v/

@ Gebauer Kathrin 2:50 PN 1
‘e *

RE: Open Documents from Harmon.ie in Office Onl... aa R .

#solved You're welcome. Regards, -—-----. Jean Buchnik F...

Thank you very much! From: Jean Buchnik <jeanb@ha...

Audit Inquiry 12:47 PN
Helic We are being sudited by the industry reguistor. We have some
% o Y questions about how 20 move forward. Can you advise. Specificaly: *
RE: Open Documents from Harmon.ie in Office Onl...
Hi, Please edit the underlying Sharepoint site from har... W J e David Lavenda

e Samuel Cooper 12:44 PM

Urgent legal inquiry - can you help?

Hi, We have an opportunity to participate in a high pr...

-
@ ravenwood...

@ Gebauer Kathrin

Open Documents from Harmon.ie in Office Online

Dear Harmon.ie Support, My organisation has been us...

e Samuel Cooper 12:34 PM

Ravenwood GDPR Compliance

Hi, We are in the midst of our GDPR evaluation, and w...

t @ GDPR ques...

% Jean Buchnik 12:23 PM

RE: harmon.ie Support Request
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L Search Incoming Support E-mail L Search task... Owned by (All)

'Sea rCh’ an d //"/—"—Ta/’ * Shared Owned Completed

‘filter’ help ;
yo u fi n d I * Jean Buchnik 12:51 PM Ravenwood merger? | 11:14 AV Audit Inquiry 12 -'7-:".“.

. - Hello, As we have previously discussed, we ars ng 3 possible Hello, We are being audited by the industry regulator. We have
RE: Open Documents from Harmon.ie in Office Onl... 5 BRGNSy o o Y APOTSH e g Y ¥ regulator. V

. merger with Honor Inc. Attached to this email, you will find a documen.. questions about how to move forward. Can you advise. Specifically: *...
ta S S #solved You're welcome. Regards, ------. Jean Buchnik F...

'—E D e David Lavenda v/ ‘—E |:' e David Lavenda v/

@ Gebauer Kathrin 12:50 PM
RE: Open Documents from Harmon.ie in Office Onl...

Thank you very much! From: Jean Buchnik <jeanb@ha...

o

PM

% Jean Buchnik 12:4

RE: Open Documents from Harmon.ie in Office Onl...

Hi, Please edit the underlying Sharepoint site from har...

e Samuel Cooper 12:44 PN

Urgent legal inquiry - can you help?
Hi, We have an opportunity to participate in a high pr...

oy
=) ravenwood...

@ Gebauer Kathrin 12:42 PM

Open Documents from Harmon.ie in Office Online

Dear Harmon.ie Support, My organisation has been us...

@ Samuel Cooper 12:34 PM

Ravenwood GDPR Compliance

Hi, We are in the midst of our GDPR evaluation, and w...

l @ GDPR ques...

% Jean Buchnik 12:23 PM

RE: harmon.ie Support Request

Hi Dar (Citi'c avnlicit raniiart nlaaca Anan = Citi Sanrica
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RE: Open Documents from Harmon.ie in Office Onl...

merger with Honor Inc. Attached to this email, you will find 3 documen.

—E [:J a David Lavenda v/ 'T'I' C’ @

#solved You're welcome. Regards, ------ Jean Buchnik F...

:50 PM

@ Gebauer Kathrin 12:5
RE: Open Documents from Harmon.ie in Office Onl...

Thank you very much! From: Jean Buchnik <jeanb@ha...

wu
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% Jean Buchnik 12:4

RE: Open Documents from Harmon.ie in Office Onl...

Hi, Please edit the underlying Sharepoint site from har...

Close the
e Samuel Cooper 12:44 PM
Urgent legal inquiry - can you help? C U Sto m e r
Hi, We have an opportunity to participate in a high pr...
request

o

| @ ravenwood...

@ Gebauer Kathrin 12:42 PM

Open Documents from Harmon.ie in Office Online

Dear Harmon.ie Support, My organisation has been us...

e Samuel Cooper 12:34 PNV
R ood GDPR Compliance
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Hi, We are in the midst of our GDPR evaluation, and w...

‘@E] GDPR ques... »

* Jean Buchnik
RE: harmon.ie Support Request
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The End



BearingPoint. as a Design Partner

* Intro to the organization — ‘what do we do’

* \We share the same ‘digital workplace vision’

harmon.ie*



BearingPoint. as a Design Partner

 What is the Need (Business case — Portfolio Board)
* How Do You Solve the Problem Today (and what is wrong with it)

* What will be the new way of working with ServiceMate? (workflow
and desired outcome)

 Why is Teams the right platform for this solution?

* What is the desired outcome? (benefits of product)

harmon.ie*



BearingPoint. as a Design Partner

 Why We Joined the Design partner program (benefits of the program)
* Influence the roadmap
e Get the product that is valuable to us

 Joint exchange of value

harmon.ie*



The Design Partner Program

* Early access to ServiceMate * Feedback on product
* Influence the product roadmap e Feedback on pricing model
* One-year free subscription for your * Feedback on use cases and messaging

organization * Case study

One meeting every 3 weeks, to get updates and feedback
S o 2

harmon.ie:



Design Partner Prerequisites

v] Use shared mailboxes for working with clients

vJ Have ability to add apps to Teams

v] Can provide Microsoft user consent for installing the app

& harmon.ie:



Become a ServiceMate Design Partner

USE QR CODE OR BROWSE TO
https://harmon.ie/servicemate

& harmon.ie:




