Upgrade Your Customer Service Game with Microsoft's Digital
Contact Center



DIAMOND SPONSOR

The Digital
Neighborhood

PLATINUM SPONSOR

Microsoft

www.nordicsummit.info

#NordicSummit



GOLD SPONSORS
¢ 8 mscrm-addons.com CRMK 4% link mobility dox4?2

‘\.l' | . automate your documents
SILVER SPONSORS
e mensions resco.net exflow Evidi
BRONZE SPONSORS
~J PROXIMO3 abakion QUL3IX
amMaNzia //ﬁ))// 3:-;"’.'3 sturx ou sopra X steria &> avanade

0 nordic summit www.nordicsummit.info #NordicSummit



Tricia Sinclair
Customer Service Lead (Eur)
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Tricia Sinclair

Customer Service Lead (EUR) at Avanade

« Make-up Addict, Shopaholic, Dancer

o @ Tech, Founder of Power Platform School
and Microsoft MVP

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

Y7 @tassyja

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

"The true test of @ business s
customer service 1itness 1s not when
things are going right - but rather

what 1s done when things go wrong. "
Steve Ferrante

f;‘ nordic summit www.nordicsummit.info #NordicSummit



Hi Tricia
Welcome to Selfri

Make the most of your perks, find out more about what being

rds

Your Selfridges Key

Keyholder perks Unlocked events How It work

Your Key unlocks

Q nordic summit www.nordicsummit.info #NordicSummit



The Edge Case

Initiated Chat Online

Escalated to Phonecall 3 Days Later..

|dentified Error in Order

@ Called Again

Called Again

Received Dispatch Message
Bought Necklace Online

Called Immediately
3 Days Later...
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’@ Gift Voucher Converted

) Visited Store

&

Gift Voucher Issued
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Responsive Feedback

Support for Edge Cases

Opportunities for 2 Access to Information
Excellent Customer
Service Deliver on Promises

Document Everything

Break the Walls
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Tracking and Responding to Customer Feedback with Customer Voice

Capture feedback instantly
Gather feedback across your channels with surveys
personalized for your audience

Listen

‘ ~ Monitor Interpret

Integrate data for deeper customer insights
Feedback integrates with your Dynamics 365 customer
records to provide a 360 degree view of your customers

Discover deeper insights based on Al driven analysis
Built in Al extracts customer sentiment and correlation
analysis to provide deeper customer insights

Drive action with real time feedback
Integration with Power Automate automates follow up actions
for timely response to your customer feedback

Monitor the results that impact your business
Integration with Power Bl helps you visualize feedback
insights within customized dashboards

CRORORORE
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Support for Edge Case Scenarios with Microsoft Teams

Collaborate with colleagues, supervisors and experts anytime, anywhere

Key features:

* 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

Benefits:

Increases issue resolution

Enhances agent productivity
Deepens agent knowledge
Strengthens cross team collaboration

(‘ nordic summit
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Support Agents with Access to Information

Leverage Generative Al to improve conversation quality and reduce AHT

Key features: =
* Leverage existing company data Ee— ... o on: | E
* Generate content in context with live conversations using il , )
trusted support resources | | : | ® - L
& - @ F:

 Secure by Default
+ View effectiveness through OOB reporting

Recentcases .~ Case AKSissues
AKS Cluster Upgrade "
P ;
Products used =
L.
A ’

Benefits:

Increases issue resolution s s g M
Resolve multiple cases quickly @ o

Deepens agent knowledge

K KKK

Scales personalised service
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Deliver On Promises Made with Enhanced Smart Assist

» Dynamic Agent Assistance based on contextual : PET——
information

Omnichannel Agent Dashboard ~

 Leverage third party data based on key words and intents

* CoPilot Alternative

« Automate Tasks with linked macros
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Document Everything

Leverage Generative Al to improve conversation quality and reduce Wrap Up time

Key features: T P

= © +14258027822: Demo teleph.. ~ +

o Summarise Conversations USing Generative AI |};~ G Back (O Refresh @ Check Access 12 Share %) Emailalink [ CopyURL [l Run Report

12} Read-only This record's status: Closed

« Create case using summarized data +14258027822: Apply an expired promo code

Conversation - Conversation Form

* Summarise cases using Generative Al rlai, Hlied

* View effectiveness through OOB reporting Recording playback Bt | (O Wle sl
@ D % P =0 57 Speed ‘ Normal ‘ 00:30 / 03:01

| Channe i Voice call
Sentiment O Positive

Transcript L Download transcript Btatis S

B f't . 0 Hello | was wondering if you could help me S closed

e n e I S . with getting a refund for Halo Master Chief

Reduces wrap up time
Resolve multiple cases quickly

Speeds time to agent ramp up

K KKK

Scales personalised service
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Collection. | bought it earlier this week.

o Yeah sure, my

omar.custome
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Hi there Omar, | hope you are doing well
and I understand your concern. | will do my
best to assist you and find a resolution right
way. Could you share your email address so |
can confirm the purchase under your
account?

B Promo code queue

3m 49s

nodified May 24, 04:17 PM

Recording and transcript playback
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Break the Walls using the Agent Desktop

Minimise human errors and remain compliant with tailored processes which align to your business

« 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

(‘ nordic summit

i1 Dynamics 365 for Customer Service

Test Case KB Article X Contoso Bank X

[ * Save & Route
|@ e Printer issues
Case

Summary Details Case Relationships  SLA

GENERAL INFORMATION

° TestAccount

TestAccount

© Testcase
8 Case Number CAS-01036-FSLTNG

Default Subject

www.nordicsummit.info

Related

ase [ CancelCase [\ AddtoQueue [5 Queue Item Details

Low 3/13/2020 446 PM  In Progress  Pulkit Tandon

TIMELINE

Timeline
@ Conversation from Omnichannel AppUser
Visitor: Live chat workstream

@ Conversation from Omnichannel AppUser,
et

or: Live chat workstream

@ Conversation from Omnichannel AppUser.
TestAccount: Live chat workstream

@ Conversation from Omnichannel AppUser
TestAccount: Live chat workstream

@ Conversation from Omnichannel AppUser.
TestAccount: Live chat workstream

Agent guidance

Waelcome to Conversation

> Greet customer

» Verify customer

> Increase cash withdraw limit
> Search and share article

> Take note

> Mark conversation as closed
> Ask customer for more help

> Load upsell call script
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THE MICROSOFT DCCP ARCHITECTURE

CEC / Contact Center Nuance Collaboration Data / Al Extensibility

Omnichannel Self-service Intelligent Routing Agent Experience (Case Data Processes &
engagement management & resolution) Analytics
« o] - o
(] % '; % Omnichannel ﬁ '- Power Bl
Live Chat g Power Virtual § E Intelligent Routimg é Dynamics 365
- 2 Agents [ < Customer Engagement
Bots r Customer Insights
—> o OO0 Digital + Voice Channel Data
Text To Skill Sentiment fin 0
& % Speech Identification Analysis = < - 7,::_::::
Web ‘_: Customer/
.,. I
Analysis Estimation 2
—> SMS ¢ o N macres
S All channels
Voice Text ~
. =
loT
0 = i
* Fraud Dataverse L — — — — = - S F —D
Prevention £ =
Teams == 2= il
All Channel Insights
. Ny, Microsoft
POWERED BY J\ Micosoft Azure [ Office 365 L4 Dynamics 365 .\‘RN UANCE
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Upgraded Customer Service Experience

(‘ nordic summit

Leverage Feedback data ®
and use it to improve _
Evaluate use of Al and O
apply where necessary o

Provide agents with the
iInformation they need
for success
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Provide Collaboration
Tools to provide agent
support options

Automate processes
wherever possible
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‘Don't settle for basic when you can
slay with excellence.”

- ChatGPT
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Tricia Sinclair

Customer Service Lead (EUR) at Avanade

(Juestions?

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

Y7 @tassyja

www.triciasinclair.com
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THANK YOU!
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