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Session introduction

Customer Service Lead (Eur)

Upgrade Your Customer Service 
Game with Microsoft's Digital 
Contact Center
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Customer Service Lead (EUR) at Avanade 

• Make-up Addict, Shopaholic, Dancer

•      Tech, Founder of Power Platform School 
and Microsoft MVP

https://www.linkedin.com/in/triciasinclair 

@tassyja

www.triciasinclair.com

Tricia Sinclair

https://www.linkedin.com/in/triciasinclair
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"The true test of a business's 
customer service fitness is not when 
things are going right - but rather 
what is done when things go wrong." 
Steve Ferrante
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Bought Necklace Online

Identified Error in Order

Initiated Chat Online

Escalated to Phonecall

Received Dispatch Message

Called Immediately
3 Days Later…

3 Days Later…

Called Again

Called Again Gift Voucher Issued

Visited Store

Gift Voucher Converted

The Edge Case
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Opportunities for 
Excellent Customer 
Service

Responsive Feedback

Support for Edge Cases

Access to Information

Deliver on Promises

Document Everything

Break the Walls
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Tracking and Responding to Customer Feedback with Customer Voice
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Collaborate with colleagues, supervisors and experts anytime, anywhere

Key features:

Benefits:

Increases issue resolution

Enhances agent productivity

Deepens agent knowledge

Strengthens cross team collaboration

• Embedded Teams app in desktop

• Link chats to Dynamics 365 Customer Service records to 

preserve context

• Supervisor and queue consult

• Teams for chat and voice

Support for Edge Case Scenarios with Microsoft Teams
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Leverage Generative AI to improve conversation quality and reduce AHT

Key features:

Benefits:

Increases issue resolution

Resolve multiple cases quickly

Deepens agent knowledge

Scales personalised service

• Leverage existing company data 

• Generate content in context with live conversations using 

trusted support resources

• Secure by Default

• View effectiveness through OOB reporting

Support Agents with Access to Information
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Deliver On Promises Made with Enhanced Smart Assist 

• Dynamic Agent Assistance based on contextual 
information

• Leverage third party data based on key words and intents

• CoPilot Alternative

• Automate Tasks with linked macros 
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Leverage Generative AI to improve conversation quality and reduce Wrap Up time

Key features:

Benefits:

Reduces wrap up time

Resolve multiple cases quickly

Speeds time to agent ramp up

Scales personalised service

• Summarise conversations using Generative AI

• Create case using summarized data

• Summarise cases using Generative AI

• View effectiveness through OOB reporting

Document Everything 
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Break the Walls using the Agent Desktop

• Display third party cloud-based systems within Agent 
Desktop

• Display contextual information for multiple conversations

• Leverage Productivity Tools e.g. Smart Assist, CoPilot

• Ensure consistent data entry and steps with business 
process flows

• Automate repetitive and monotonous tasks with a single 
click using macros

Minimise human errors and remain compliant with tailored processes which align to your business
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THE MICROSOFT DCCP ARCHITECTURE

Data Processes & 
Analytics

Omnichannel 
engagement

Self-service Intelligent Routing Agent Experience (Case 
management & resolution)

Live Chat

Voice

SMS

Social

Bots

Web

IoT

Teams

All Channel Insights

Customer

Agent

Supervisor

Customers

N
u

an
ce

 IV
R

POWERED BY
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Upgraded Customer Service Experience

Leverage Feedback data 
and use it to improve

Provide Collaboration 
Tools to provide agent 
support options

Evaluate use of AI and 
apply where necessary

Automate processes 
wherever possible

Provide agents with the 
information they need 
for success
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“Don't settle for basic when you can 
slay with excellence.” 

                                                                                     - ChatGPT
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Customer Service Lead (EUR) at Avanade 

Questions?

https://www.linkedin.com/in/triciasinclair 

@tassyja

www.triciasinclair.com

Tricia Sinclair

https://www.linkedin.com/in/triciasinclair
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THANK YOU!

Thank You!
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