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Why are poor service experiences socommon? ..o

Typical contact center infrastructure creates friction

Channels Self-service
. Live chat Chatbots
04 Social Social bots

Customers

Email Contact Us forms
SMS SMS bots
Voice IVR

Routing

Chat session routing

Social session routing /
Exchange

SMS session routing

ACD

Multiple tools/
inboxes

No 360°
customer view

Brittle integrations

Human “Swivel
Chair” middleware

Supervisors and
service leaders

Multiple systems

No integrated data or
end-to-end view

Siloed data | Fragmented systems
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Modernize your contact center with a complete solution

Voice bots Intent determination Escalation and systems
collaboration

Al Agents
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Why choose Microsoft for your contact center?

z

Comprehensive
vision for service

Microsoft offers comprehensive,
composable solutions for the
contact center from a single
vendor, including CCaaS$, CRM,
generative Al, and more. We meet
you where you are and offer a
path to consolidation and
growth.

@

Infused with Copilot
from end to end

Microsoft has infused
generative Al throughout the
service workflow, from self-
service to routing, agent-
assisted service, post-call
wrap-up, and analytics—all
connected to the data you
rely on.

O

Built for scalability
and reliability

Our solution was built from
the ground up for modern
cloud infrastructure, providing
scalability, reliability, and
security for critical contact
center workloads. As your
needs evolve, you can count
on Microsoft Cloud.
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Everyone

wins with the
Microsoft Digital
Contact Center

The Total Economic Impact™ of Microsoft Dynamics 365 Customer Service,
a commissioned study by Forrester Consulting, August 2020



The Dynamics All-in-One Digital Contact Center COMPY
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omnichannel

Chat PVA Chat

Social Web

SMS Email Voice

PVA Voice Video

loT Teams

Unified Routing

Skill identification

Intelligent Classification

Adaptive Business Rule Engine

Automated Assignment

Dynamics 365

B sales
Marketi
Sentiment Analysis Realtime Translation Al-based suggestions HoEn Forecasting W Marketing
Execute Personalization
L 4 @ Field Service
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The digital contact center architecture COMPUSOFT
Dynamics 365 Nuance ~ Teams  Power Platform  Extensibility

Nuance Omnichannel Self-service Intelligent Routing Agent Experience Data Processes &
engagement (Case management & Analytics
resolution)

" '- Omnichannel
m Intelligent

Live Chat Copilot Studio Routing

—]

L1
Bots

—> .. .(_) Digital + Voice Channel Data

Social

| Authentication € @ 1

Web
w ._-
Fraud — SMS

Dynamics 365
Customer
Engagement

Al Builder

IVR

Agent

7 seripts

Prevention

[ |
loT
$ Dataverse g

All Channel Insights

“ Dynamics 365

Powered by ‘\ Microsoft Azure i ] Office 365
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Intelligent Unified Routing CONEVSRT
An omnichannel and intelligent routing and assignment service that can assign incoming work
items to the best-suited worker or queue

| Avomsteddassifiation  Inteligentassignment
a aQ

Customer

& -8 0

== OPERATIONAL DATA

CUSTOMER SIGNAL ==p> <= EMPLOYEE SIGNAL

== DEEPER RELATIONSHIPS MORE EFFICIENT OPERATIONS ==

MORE EFFECTIVE EMPLOYEES ===

o/« a1

Omnichannel
engagement



Improve agent productivity /

modern case management
Agent efficiency

Assist agents with real-time intelligence, recommendations, and
sentiment analysis

Teams collaboration
Collaborate with colleagues, supervisors and experts anytime, anywhere

Holistic customer view
Provide agents with a 360-degree view of the customer and their journey

Knowledge management
Serve quality knowledge articles to agents and customers

0

—.
COMPUSOFT

ADVISORS




0

'

Contextual experience for agents COMPUSOFT
to increase productivity

AF

Real-time transcription Real-time sentiment
& translation analysis

Resolve issues faster using real-time transcription and
multi-lingual translation

Give agents the ability to steer conversations toward a positive
resolution with real-time sentiment analysis

=

Holistic
customer view

Multi-session
Interface

Increase agent effectiveness with Al-recommended knowledge
articles and Smart assist to highlight similar resolved cases

-~ -

Powerful agent desktop with a holistic view of the customer
data (history, transcript, profile) and multi-session

user interface Smart assist Knowledge

management
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Bring together talent by creating il
a support swarm

eSS 55 RN e merIs e (o vk race (Previen) Reason fO r swarm req uest

Chat

Abby Miller

Customer support swarming
Active

Customer support swarming maximizes expert resources on
a case by connecting the right talent

Engage the best expert based on skills, availability
and reputation

Alert relevant experts across Microsoft Teams
with notifications

Use a single interface for swarm conversations and leverage
smart capabilities to curate insights and automate actions

Suggested participants

Suggested skill criteria
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Collaborate using familiar Microsoft applications

Collaborate on service issues in a modern agent workspace

Access Dynamics 365 records in Outlook or pin them to Teams
channels for collaboration

Build and co-author documents using Microsoft 365 and
automatically sync to Dynamics 365

Analyze Dynamics 365 data using Excel online
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Connec't With US. Www.compusoftadvisors.com

Email : amit.kumar@compusoftadvisors.com Social Media G e
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http://www.compusoftadvisors.com/
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