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Agenda:

1. Dynamics 365 Unified Service Desk

Pourquoi un agent a-t-il besoin d'un centre de service unifiée

Package Unified Service Desk
Intégration de la téléphonie et de Skype for Business

Scénario flux de service clientele

2. Microsoft Social Engagement and CRM Integration

Comment vous profitez de I'infegration de MSE?
Quelles possibilités de customization pouvant tirer parti des données sociales

Qu sein de votfre CRM¢



Challenge de créer une expérience client remarquable
pour aujourd'hui

des organisations manquent d'applications pour traiter les
demandes de renseignements a fravers plusieurs canaux

L'"EXPERIENCE CLIENT ?

TEMPS DE SERVICE ETENDU

- @




Challenge de créer une expérience client remarquable
pour aujourd'hui

des agents n'ont pas acces aux informations du client, ou
a I'historique des interactions.

L'"EXPERIENCE CLIENT ¢

L'AGENT NE ME CONNALIS PAS

- ®




Challenge de créer une expérience client remarquable
pour aujourd'hui

des agents passent du tfemps a localiser les données clients &
travers différentes applications

L'"EXPERIENCE CLIENT ¢

TEMPS D’ATTENTE ETENDU

- @




Challenge de créer une expérience client remarquable
pour aujourd'hui

nombre moyen des applications accessibles par un agent
pour réepondre aux questions du client.

L'"EXPERIENCE CLIENT ¢

RESOLUTION PREMIER APPEL
IMPERTINENTE

- ®



Qu'est ce que les clients attendent?

Je m'altends a un agent de service pour ..

SAVOIR QUI JE SUIS

ME PARLER QUAND ET OU VOUS JE VEUX
RESOUDRE MON PROBLEME

RAPIDEMENT



The promise of Unified Service Desk

Des agents plus heureux et plus productifs sont la clé de la

construction de la relation clients

v Expérience client améliorée
v' Agent informé et réactif
v Meilleure résolution

v Tracabilité



Package Unified Service Desk
USD main panels



Voici de nouveaux «frucsy pour les professionnels du service client, des puissantes fonctionnalités en libre-

service dans Dynamics CRM, y compris le centre de service unifié, afin de responsabiliser les agents des
centres de contacts pour résoudre facilement les problemes des clients .
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1. Tableaux de Bord. ici, les tableaux de bord du service client CRM, qui nous donne un certain

nombre de KPI axé sur la gestion des incidents.

Tableaux de bord Niveau 1: Affichent
des listes ou des visualisations de
données de service de clé d'agent,
telles que des cas actifs, des cas
résolus, draft emails et des activités.

Tableaux de bord Niveau 2: Affichent
des listes ou des visualisations pour
plusieurs indicateurs de performances
de service associés a l'agent, tels que
des cas actifs, des cas par priorité, des
cas par produit, des cas par type
d'incident et des totaux des agents
pour les cas actifs, les cas résolus, les
activités et les appels télephoniques.

Dashboard (Glcbal) x Products Not Receved A, Datum Corporation {sample)-US Suszan Burk (sample)-Seattle

Cases By Ongin (Per Cay) Case Mix (By Type) Case Mix by Incident Type

| = — =
My Microsoft Dynamics CRM - Unified Service Desk

g Unified Service Desk DASHBOARD MY WORK SEARCH REMINDER  APPLICATIONS .

Dashboard (Global) X

Microsoft Dynamics CRM | =  Senvice | v Dashboards | v

@ Tier 2 Dashboard v ¢&| ¥ | This Quarter 4/1/2016 - 6/30/2016 ~ Case Mix by incident Type

Active Cases

B 23 Modified On

Normal  Problem  Phone

First name... 6\ 7\
W

Cases By Product

(blank) (23)
10
rmal

No

Cases By Priority

Incorrect product information |
Scott Kon... 4/7/2016...
High Lo

Normal  Question  Phone

First name...

Shipment question (sample)
Coho Win... 4/10/2016..,

Case Mix by Incident Type
High Request Phone Firstn
Service required (sample)
Fourth Co... 4/10/2016...

High Reguest Web First nar

Service information required (s

Susanna..  4/11/2016... i My Phone C3¥

"¢ >



2. Mes taches:iiche (aiste de tous les incidents actifs attribués & un conselller du service. Ca lui
monftre les activités, ou des éléments sur lesquels il peut travailler.

Tt Prablern Sahing Caho Winery (sample)-U.5. Thamas Andersen (sample)-Seattle Email My Work (Global) X

Geeneral . Social Info
Customer Hame: Cons Wineny (sample My Work Dashboard ~

& Emad someoneld@example.com

f, Phone: 355-0159

My Activities +
CALL SCRIPT Search for records o
Request for senace for Case Session L Actnity Type Subject Regarding Priority Start Date Due Date
Varify customer infio Campaign Resp.. fest [ test Mormal
Select tf caduct
@seiect the produc Compaigh Activ.. test [Gu test Hermal IIA016 1200 AM  3/2372016 12:00 AM
ﬂ\l’eriﬁ- entithernent infe
uﬂgulm the caze
ESMr:h for a soluban
ﬂﬂmd emal
uUpdatE the motes
uﬁrmhlr case
Close the session
Maotes
Enter modes here
;“ ............. | “ ............. Bd ................... -
Lecrch for reconds ..0
Title Entered Queuwe 4 Queue ‘Worked By Priority (Case)

Mo records are available in this view.




3. Recherche: ouve 1o recherche pour naviguer dans différentes entités. Pour ce package vous pouvez

rechercher des comptes, des contacts, des incidents, des activités ou des files d'attente. L'onglet de recherche
peut étre configuré pour permettre de rechercher un certain nombre d'entités, en nous donnant un mécanisme
d'enquéte simplifié qui utilise évidemment les vues standard par défaut de CRM

Coho Winery (sample) - Service X

=« Problerm Solving Coho Winery (sample)-UL.5. Thomas Andersen (sample]-Seattle Search (Global) X

General Social Info

Accounts Contacts Cases  Activities (Queues
Lustomer Name: Coho Winery (sample) L

= Gmait someonel0@ermplecom + Active Accounts ~

{ Phone: 3350153

W Accourt Mame Main Phone Address 18 City Frimany Contact Email (Primary Contact)
CALL SCRIFT &, Datuir Carparation [ample) 555-0158 Redrmand Teme Valdes [1ample) Loffedne_|Eenample com
Reguest for sennce for Case Session e
Advernture Works (sample) 595-0152 santa Cruz Mancy Anderson [sampe) soMmeane CEexamplecam
Verify customer infa
Alpine Ski House [sampie) 555-0157 Missoula Pauil Canman (samiple) sofmeane B example.cam
& select the product
a‘.l'gnf:'l enttlement info Blue Yonder Airlimes [sample] 555-0154 Lo Angeies Sidmey Higa (sample) sofmeane_ededammple.com
a“‘“‘“’ the case City Pawaer 5 Ligiht [samiple) 5550155 Redrmand Seott Kenemmann (sample)  somenne NEExamplecam
GS-EarH'. for a salution
) Coing Winery [sample) 555-0159 Frasns Jim Glyrn [sampla) LoMmEane | Senample com
uﬁend ernail
|§Updl‘|:c the notes Confoso Pharmaceuticals (Sample) 555-0156 Redmand Riabert Lyon [sample) someans gEexampliécam
GRE":'I"E L Fabrikam, Inc. (samiple) 555-0153 Lyrnwaad Maria Campbell [samphs) soméane dSexampliecom
Close the session
Fourth Coffes (sample) 555-0150 Ranton Yyanne Mciay (samphs) soméane_ ADsmample.com
Litware, Inc. (sample) 555-0151 Dallas Susanna Stubberod (sample)  somegne b@examplecom

Maotes




Coho Winery (sample) - Service

4, Onglets de session : Lorsque plusieurs Sl Socibno

Customer Name: Coho Winery (sample)

sessions client sont ouvertes, chaque onglet affiche une session S Emaiksomeonel0@example.com
v s . . one: 555-0159

différente. Les onglets permettent aux conseillers de travailler R

aiseément sur plusieurs incidents client. CALLSCRIPT

Welcome to Case Session ~

Thank you for contacting Woodgrove Bank. My name is Naveen and I'll

5. Volet de gauche: cvec teft Nav Panel agent

Request for service

peut fournir a son client un support par courrier électronique, Problem with product
appel téléphonique et aussi a fravers les réseaux sociaux. -
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7. Call Script: Affiche les scripts

d'appel que I'agent de service peut utiliser
lorsqu'il travaille sur un incident, pour |ui
fournir des questions et des réponses
contextuelles afin d'accélérer le
traitement des demandes des clients.

Le script aide & guider l'agent en lui
donnant des instructions étape par étape
sur la facon de gérer l'incident, et rend le
flux du processus fres agréable avec la
mise jour du panneau principal.

Gemeral Sacial Info

Crntomes Name: Coho Wirsery (sample)
= Emad someons 100 emenpie com
f Phose 555-0159

CALL SCRIFT
Request for pervice for Case Seasion
Wenky customsr nis
(@) sekect the product
a'\-'r‘r eritlement wilg
EFW'.hE e
) search for i ssiation
a'i-l.-'\-d L
aLlpd-l‘-r the notel
ORessbor cate
Clede the Leitson

Crihibaard {{Ghokad]) Froblem Sohing Coha Winery [sample}-LLS Cortact Errad
L I R

Bowiaroute new L, criatichnDcast [Dresowvecase (R camciucase DLapoTogueve [ QUEUE e DETAILS

CASE

. Prigney Created On

Problem Solving -= - Banaans 12529
" Fond Customer ® B Coho Winery (s
+ Find Contact Thgemag Andersen (Lie
# Find Carse B Frobism Sobang
« General

CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES

My, = gt we T 0

Case Tk ™ AN Entithes.  « | Add Proes Ol Add Task

e} B CAS-00034-FTYRMD .

subject Service Wie didin't fimd any activity reconds.

Cuntomes ™ B Coho Winery {smpie]

Origen Ermad

Comitact Thomas Anderien |ca=gie|

Ertiigemant

Le module de script prend en charge la dérivation pour le flux de fravail des agents non linéaires. Il supporte
egalement des scripts spécifiques basés sur des variables telles que les boutons définis dans l'interface utilisateur, les
evenements d'intégration de la télephonie informatique (CTl) et les paramétres tels que le service d'identification
numérique (DNIS). Un historique des étapes est conservé dans une liste déroulante afin que I'utilisateur puisse revenir 4

une étape précédemment visitée.



8. Note: cestiazone ou on peut
consigner des notes relatives a I'incident.

9. Session Tabs: Lorsque Vous

ouvrez plusieurs sessions client, chaqgue
onglet affiche une session différente. Les
onglets facilitent 'utilisation d'un agent sur
plusieurs cas clients.

CALL SCRIPT

Search solution for case session
@xa Article
oﬂ»ng Search

-

<

Dashboard (Global)

Incident Articles X

- ARTIQE ADD CUSTOMIZE

Deete
Save  Save &
Close
_Swe
Article : Information
| General
| Notes
L Comments

Related
4 Common
23 Documents
1 Audit History
4 Process Sessions
(4 Background Proces.
&1 Real-time Processes

H| j IVZ' Approve J Sharng
Launch GuidedHeip L ! EX Reject Copy a Link

Agd Articie View
[3, Unpubiish  Comment  Herarchy ca Email a Link

Actions Collsborate

[__5\ Article
KBA-01000-B4WS8F2

4 General

Fotlow o [— —)
9 & a
el a

Run Stant

Word
Werkfiow Dalog  Tempiates «

Process

Title * [Retum Autroraaton

Subject ™

Key Words [

Return Authorization
KBA-01000-B4AWSF2
Purpose & Scope

Procedure

Additional Comments

Language

Data

Wl service

Englan

| Avg Case Resolution Time (Sec): 738 Number Of Cases Resolved: 9 CSAT: 2 ﬂ‘ Ceccion Time 00:07:27 I

Les fonctionnalités supplémentaires de KPI affichées dans la partie inférieure
du client Unified Service Desk comprennent :
= Temps moyen de résolution d'incident (en secondes), affiche la durée

moyenne de résolution d'incident calculé en secondes pour I'agent.

= Nombre d'incidents résolus. Affiche le nombre total d'incidents résolus

pour l'agent.

= Temps de session : Affiche le temps cumulé au cours duquel I'onglet de

session est ouvert.



Intégration du Couplage Teléphonie
Informatique (CTI) et de Skype for
Business



Unified Service Desk étend Skype for
Business pour permettre le chat web avec
les clients. Il dispose également d'un module
de routage qui se connecte avec l'agent
disponible. Il offre également un choix pour
les chemins d'escalade dans lesquels les
agents peuvent fournir un lien pour
permettre aux ufilisateurs de les rejoindre
dans une réunion Skype for Business

D'aprés le numéro de |'appelant, les
informations client correspondantes dans le
CRM basée sur un navigateur, peuvent
étre présentées automatiqguement, ensuite,
I'agent peut travailler directement a partir
de ces informations.
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Adaptateurs Skype CTI:

@ Unified Contact Center Steve
Unified Service Desk fournit des adaptateurs ) 00-01
Skype CTlI pour améliorer la connectivité
fransparente avec vos systemes den’rr\epnse tels Pending Open o
que les CRM, le Service Desk, les systemes ERP, 1 1
etc. afin d'améliorer la gestion des appels,
lidentification de l'appelant et de fournir a la i 3 John -
pop,u.lo’non de I'ecran des deTcuIIs d'appelant pour 52 john@sensiplelab.com
améliorer les performances de I'agent. .
& 893039808989
] Hardware support
i 00:45
& http:/flynclab.com/31er311
Search Ticket
1394 Search
Ticket ID ; 1394 '9)

Subject - Test
Date Modified : 6/21/2016, 6:09:14 PM

Vvan Powered by Sensiple




Informations de précense des dans
SFB:

Tirer avantage de la presence SFB de
'agent élimine la necessité a une
connexion d’'agent distincte.

Smart Routing:

Avec la fonction de routage d'interaction
intelligente, les appels du centre de contact
sont acheminés vers le bon agent
disponible, possédant le bon ensemble
d'expertise nécessaire pour réepondre a la
demande de l'appelant. Cela se traduit par
une réduction du temps de résolution et
permet d'obtenir une meilleure expérience
client.

®

File Meet Now Tools Help
What's happening today?

@ Charles Binu C

Available
Busy

L

«®

- & Do Mot Disturb
»
%

= o

On Training Q

Call Wrap

GRC . LATIOMNSHIPS MNEW 3+
Meeting -
F
4 FAy Feset Status
Sign Out
a ] Capable
Exit

Arun Daniel Raja Y - Away 10 mins

@ Chandan Raj A. - Available

@® Chandrasekaran R - Available - Video Capable

Manimaran S - Inactive 5 mins

— Sham Ramakrishnan - Offline 15 hours

| ]
L -

[ ~ :—I = CALL FORWARDIMG OFF




Costumer service flow
scenario

I. Inbound call scenario
II. Outbound call scenario

lll. Post call wrap-up



Inbound Call- Appel Entrant

Al Unified Service Desk DASHBOARD MY WORK  SEARCH REMINDER  APPLICATIONS wr - ?
’ Dashboard (Global) X My Work (Global) Complete overhaul required (sample) Paul Cannon (sample) Bing search Articles Search (Giobal)

Customer Service Representativ...  ~

3 l l ) N"‘ |
5/31/2014  6/4/2014  6/5/2014  6/6/2014  §/7/2014  6/8/2014  6/9/2014 014 &/11/2014 6/25/2014 6/26/2014
Day Created On
My Activities v + B
Search for records o)
Activity Type Subyect Regarding Priority Start Date Due Date N
Task Send Contract Renewals ) Testing A Normal
Email Reconnect k [#) 3Month..  Normal SFB incoming call w
Email We haven't heard from you.. [8) 3Month..  Normal
Email We haven't heard from you.. [® 3Month..  Normal
Task Get a new mobile battery J Needan.. Normal W@
Email A case has been opened for your request / Newmob.. Normal Gym G Iyn n Calllng
Tosk t : stoe L . - High /7/2 U : . . - -
a8 Schedule an appointment with customer (sample) /& Maintena 9 6/7/2014 1000 AM 6/7/2014 1000 D G ~ Decline

Task Evaluation Plan agreed upon (sample) Normal 6/8/2014 10:00 AM 6/8/2014 10:00 55wy



Reconnaissance de I'appel entrant

DASHBOARD MY WORK

Ak Unified Service Desk

SEARCH

New session

REMINDER :
Manage multiple

Dashboard (Global) My Work (Global)

- -

Recent Cases

A4 Microsoft Dynamics CRM « SALES v

4+ New (S DEACTIVATE SR CONNECT - [SeADDTO
H CONTACT

Jim Glynn (sample)
Summary

CONTACT INFORMATION

Full Name * Jim Glynn (sample)
job Title Owner
Company Name & Coho Winery (sample)
Email someone_j@example.com
Business Phone 555-0109
Mobde Phone -
Fa
Preferred Method ¢ Any
Address 7165 Brock Lane
Renton, WA 61795
Us.

— e MRS

customer simultaneously

CRM Contact information
Show the contact information

of the caller in your MS
Dynamices CRM

POSTS

@ touchpad jumpy
Case: Closed by crm install for Contact Jim Glynn (sample),
On touchpad jumpy's wall

Yesterday

o~ ‘touchpad jumpy

On touchpad jumpy's wall

Yesterday

@ USB Port Doesn't work

an Case: Closed by crm install for Contact Jim Giynn (sample).
On USB Port Doesn't work's wall
Vasthaada. .

Case: Created by crm install for Contact Jim Glynn (sample).

Telephone call
manager

ONO Yyinen

POSY

Recent Cases

Case Title

CRM inbound caller
recognition
The automatic recognition
of inbound callers in your

MS Dynamics CRM

' Jim Glynn |
asing ager)

[Fnbnknm Inc. (sampie))]

mmf" DO

z;j Inbound Call

Find Search Create
Caller I Resolts Caller
Select Caller
3' JimG Iv nn ¥
Fabrik amy | I




Créer un cas

Paul Cannon (sample)

Dashbaard (Glo My Wark (Glob,
Contact: im Glynn (sample) Vashboard (Global) My Work (Globa
% Emal: someone_@examplecom : am install
- Y | SERVICE v  Cases New Cas @ B
¢ Phone: 555.0108

B save <= New # EDITPROCESS [ FORM EDITOR
CALL SCRIPT

Weicome to Contact Session
CASE
Welcome Jim Glynn (sample). Thank you for contacting Woodgrove

Bank. My name s crm. How can | help you today? I \]ew C a Se

Instructions

N A eyl accomplished Status Owner" Business Process

Norm stage In Progress Qrm install Business rules from contact

Create the case AR . .
o inistialisation to resolution

Search for a solution

Send ema

Upcate the notes Case capture
Close the sesson Sl“"”]ary

CASE DETAILS ACTIVITIES

Al « | Add Phone Call  Add Task

Case Title *
Calling notes D
Default Subject

Type Query

- v Service

Ongin @
Follow Up By

Re'm vable CO"




Chercher une solution

Cominct lew S uampiel
B s ey @neor i

[ T

CALL SCREFT

ey i Corict o

Patnaiom

WOrewe v cow

e S e
Temd e

dehe oy roh,

s T e

Pl Canren [umpds)

Dashboard [Giobal)

Article : Information

v

frvesnmor b (G gl Thami o Bor 4 etan g Woimisdegr or
fracis. My v oo Mo o | B o todig

pnin [, Avticle
Nl KBA-01004-V4P9V4
= q s Fibptsl [T S U — TR — i mark T prosay = Fou nd
+ Published Articlas « wl, -_T-=u_ e Lo — . luti
- « Common solution
g ) Documents Key Words Language
— = = 2 Audit History
AR ST T iy W B e il aps . .
& Background Proces. Keybord is not working
e — s & Real-time Processes KBA-01004-V4POV4
[ A, -~ i ] T T e | problam
ST e [ T Bewa e e e e Keyboard stopped functioning
Solution
e . g ph— If your keyboard stopped working, did it happen while you were typing, or did you notice it
right after starting the computer up?

Search in
published
articles

Contact: im Glynn (sample)
= Imai: someone j@exampiecom

¢ Phone: 555.0109

CALL SCRIPT
Wekome to Contact Session v

Wekome Sim Glynn (sample). Thank you for contacting Woodgrove
Bank. My name is crm. How can | help you today?

Instructions

Nec Acvon

OCrutc the case

@ search tor a sokavon
Send ema
Upcate the notes

Close the session

Notes

$ped on keydoard

Dashboard (Global

b bing

Bing
search

My Work (Global) Jum Glynn (sample) Keyboard won't work

Bing search
wes

jo

Keyboard won't work Service

100.000 RESULTS Any time ~

rd won't work on'{gptop - Microsoft Community
answers.microsoft.com/en-us’ /keyboard-wont-work-on-laplop/  ~

Last updated Mar 08, 2014 - 6 posts - First post Feb 27, 2011

Keyboard won't work on laptop | just woke my laptop up and the keyboard didn't work
every key that | hit typed 5 So | restarted my laptop and now

Vista will not BOOT, keyboard won't work . Jul 24 2010 Resolved

MIDI Piano/Keyboard won't work. PLEASE RESPOND . Oct 06, 2011

My Mouse & Keyboard Won't Work | eHow - eHow | How to ...
www.ehow.com » Computers » Computer Hardware » Mice & Keyboards ~

My Mouse & Keyboard Won't Work. The mouse and keyboard are integral parts of your
computer, 50 when they stop working it is a big problem Without keyboard and

My Keyboard Won't Respond When Reinstalling the XP
Service ...

www.chow.com > . . » Computer Troubleshooting » PC Troubleshooting ~
My Keyboard Won't Respond When Reinstalling the XP Service Pack CD Most of the
time, reinstalling the Windows XP Service Pack won't cause any problems with
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Envoyer un email

EMAIL ~

New Email

Priority Due Status Reason Owner”*
Normal -- & Draft crm instal!
S B@RA B Iy EE==E iz =

Contact: im Glynn (sample)
% Emak someore @examplecom

{ Phone: 555-0109

CALL SCRIPT
Weicome to Contact Session v

Welcome Jim Glynn (sample). Thank you for contacting Woodgrove
Bank My name s crm. How can | help you today?

Instructions

Open email tab
linked to the case

Next Acvon

by default

occe*c the case
OC-ca'cr for 3 solution
0'3("6 ema

Update the notes

Close the session

Notes HNotes
|| spited on kbeyboard

spilled on keyboard send emai

Dashboard (Clobal)

MSEND | save

EMAL ¥

New Email

Prionty
Normal

Ce
Updates
notes

Attachments

Fde Name N

My Work (Global)

Jum Clynn (sample)

(3 INSERT TEMPLATE [} INSERT ARTICLE
Add article
Due Status Reason
-- 8 Draft
- cm install
Jim Glynn (sample)

Attach
documents

Fie Size (Bytes)

Keyboard

B FORM

Dear Jim Glynn (sampie),

4- A- A- 4 2

]

According to our records, your request has been fulfilled and the case Keyboard won't work is

now closed. Should you encounter the same issue again, please send

in a timely and professional manner.

see below:
Thank you.

e-mail to crm install and
use CAS-01045-K1C7V4 as the case reference. We hope that we have responded to your request

Choose email
template

Owner"




Notes mises a jours

Contact: im Glynn (sample)
= Emak somecne @examplesom

{ Prone 555-010%

CALL SCRIPT
Welcome to Contact Session

Welcome Jim Glynn (sample). Thank you for contacting Woodgrove
Bank My name s crm. How can | help you today?

Instructions
Next Acoon
@ Create the case

O'xrcr for 3 solution

O’xrc ema
@ uocate the notes

Close the session

Notes

solied on keyboard
send ema

Das

+

hboard (Global) My Work (Clobal) him Giynn (cample) Keyboard won't work

h SERVICE v

NEw ) OeLeTe [ RESOLVE CASE [ CANCELCASE L, ADD TO QUEUE  ee»

CASE

Keyboard won't work

Prionty
Normal

Created On

8 6/26/2014 10:15 AM

Status Owner®

In Progress crm instal

Bing search Articies

@ om install
Emteclat

> s s

: o
I YL N . I

Resolve Case Mork resolved.
el
CASE DETAILS
L it @ \ Al
Case Title Keyboard won't work
1D B CAS-01045-K1C7V4
- ) crm install
Subject Service Voia has b
Customer * R Jim Ghyno (sample) Today
Type Problem

Email sent

ACTIVITIES

All . | Add Phone Call Add Task  ««

[N

crm install
Your case has been closed CRM:0001072

To Jim Glynn (sample) ;

Dear Jim Glynn (sample),

According to our records, your request has been fulfilled and the case
mtwwkismmstmudmmmﬂnmmm

e e w———




Outbound Call-Appel Sortant

Numérotation a partir du CRM (liste de contact)

Cette approche assure la facilité de la numérotation depuis n'importe quel endroit de votre CRM

CRM Contact

List Dialing

Selecting a CRM entity
(e.g. CRM Contact) from
a list within Dynamics
CRM will place the
selected entity into the
Dynamics CRM Dialer,
whereby this entity can
then be dialed.

<+ NEW ZEDIT  / ACTIVATE

+ Active Contacts ~

v Full Name N
Cingy Doce
Connie Coffman

Comnor Feaner

Darrius Stasevicious
Qavic Campbe!
Davio Jonnson
Davic Jones

Qavie Ly

Davic Martinez
Edwarg Kye

Jack Morrls

1.220022 (1 seiected)

[S DEACTIVATE

l DELETE ~  B= MERGE

Seorch for records

Emal

someore@examplecom
SomecneGexamplecom
Someone@examplecom
Caniel.trompion $oikeDOVt Que£om
SomecnePexamplecom
CstaseviCOusPamazingdices.com
someorePexampiecom
someore@exampiecom
omeoreGeramp ecom
someorePerympiecom
someore@exampiecom
Someore@exampiecom

SomeonePexampiecom

&3 DETECT DUPLICATES =  ose

Company |

‘DynamicsCRM. 8

Dialer

5y Home Phone
&Y Mobie Phone

»° Business Mone (555) 321
(558) 3218788
(555) 1126852

24 |

——

CuvsiceSoo™  The Dynamics CRM
Dscount 8es | Dialer providesa list of |
ratiog Bhes CRM entities based upon

the context of what is
."mi currently selected in .
. :
Creso n Best 84 Dynamics CRM. '
4
AmazngBues | Select the CRM entity )
SoeecyBxestg  YOUWishto dial along  }]
. m with the telephone
Soeeoy Bwe v
number to be dialed. ‘
Littie Bicycie Sy !
Warm Bies (355) 3216412
Fast 9r Fun Bies (555) 3210009
Real Estate Glamts (555) 435.2785
Tre Cracker Box 01742876298




Composition a partir d’'un contact CRM

Lorsque vous opérez a partir d'une interface d’'un contact CRM, le systeme téléphonie intégré présentera

cette entité a l'intérieur du composeur

CRM+. #H

A4 Microsoft Dynamics SALES v

+ New [ DEACTIVATE S CONNECT ~ [ ADD TO MARKETING LIST

CONTACT ~

H Daniel Thompson

Summary DR
CONTACT INFORMATION Entity Dialing

me " Daniel Thom A K é
Full ::al ¢ o; = P Displaying a CRM entity
Job Title s ol (e.g. CRM Contact)
Company Name - Bike Boutique within Dynamics CRM
Email daniel.thompson@bikebouttique.com

will place the displayed

Business Phone (555) 321-1234 |

25 ASSIGN €= EMAIL A UNK

entity into the Dynamics |

Mobile Phone (555) 112-6652 ' CRM Dialer, whereby this
Fax - entity can then be
Preferred Method o Any dialed.
Address 2601 Cambridge Drive
Snohomish, WA 26367
us.
Active

X DELETE

Dlaler

The Dynamics CRM
Dialer provides a list of
CRM entities based upon
the context of what is
currently selected in
Dynamics CRM.

Select the CRM entity

you wish to dial along
with the telephone

l number to be dialed.

1l
]

ei for Contact Daniel Thompst

Kye:,

Diak Daniel Thompson ’

&Y Home Phone
&Y Mobie Phone

(555) 3218789
(555) 1126652

—




Composer des contacts a partir d'un cas CRM

Tous les appels lies aux cas ou opportunités CRM seront automatiqguement enregistrés

A4 Microsoft Dynamics CRM v # | SERVICE v

+ new  [Dresowvecase [Rcancercase @) oetete D, ADDTOQUEUE [ QUEUE ITEM DETAILS SS ASSIGN  =oe

CAZE ~
Brake lever damaged Dialer e
Priorty Crested On The Dynamics CRM R
Normal 8 9/25/2014 857 AM In Prog Itis possible to make Dialer provides a list of
telephone calls from related CRM entities based upon
. . Diak: Daniel Thom
NCTTTID W ' cviiesuchos T ecoreoras |||y
CRM Cases and CRM currently selected in £ HomePhone  (555) 321.6789
Find Cus ¢ Daniel Thompso . el
: Find C.v.::wnef I;-akc lever dam:v Opportunities, by calling Dynamlcs CRM. @ NolilsPaane. | (95) 120002
from the entity’s respective Select the CRM entity
detail dlsplay within you wish to dial a'ong Dial
Summary Microsoft Dynamics CRM. with the telephone
CASE DETAILS The CRM Account/Contact number to be dialed. Automatic Call
relating to the entity will  USTOMER DETAILS W ok
Case Title * Brake lever damaged POSTS ACT Ppaar ingthe Dynamti\cls CRM Association
’0 8 CAS-01041-M3M585 Al - 1A nialer, ready to be dialed. niel Thompson
Subject - . ) o Zompany B Bike When dialing froma
Customer " ER Daniel Thompson We didnt find This approach apphes %0 Email danielt Q related CRM entity
Type Problem técl;th: %RM ()Cre:si?t?er;d B e (555) 11 | (e.g. CRM Case:'), the
Ovigin s pportu - B e (555) 32 related entity
Fotiow Up By 9/29/2014 automatically becomes
= = associated to the
telephone call.




lll. Post Telephone Call Wrap-up
Call activity management

Récapitulatif en temps réel des appels entrants et sortants et de leur gestion. Les rapports peuvent inclure des
informations completes sur les files et les temps d‘attente, le nombre d'appels et la performance des agents. lls
peuvent étre affichés par exemple sur un écran mural dans le centre d'assistance.

soft Dynamics CRM « g WORKPLACE ~  Activities | +

FTasy  meman [ apeoiNTMENT  » o pHONEcalL [P ueTTer R pax (Bl SERVICE ACTIVITY

B A" PthE Ca"S - Setrch for recongs
Duez Al ]
| Subjecd Call From CalTo Regarding & Direction Activity Status &
Call T Caniel Thompsan Etward Kyei Darel Thomason J" Brake ven.  Oupong ' Completed

s

L Fassaizassd il

- Cl Te: Danial Thom paon Eward Kysi Dariel TReergsen - Drake ever..  Duigeing 1
a0l Te: Danlel Thompsan Edward Kyel Dariiel Thomgson A Broke ver.  Onipoing Phone Call List
ME nagement Call Tz Caniel Thompson Ectwvard Kiyel Daniel Thompsen A Draie lever..  Ouipoing H

Here shows a

Each tele phﬂne call Fodlow-up call 1o Dardel Thompson to confirm delivery Ectevand Kye Damiel Thempson ’F' Brake lever...  Oulpoing 1
. L . complete list of
achieved using intelli-CTi Catl Tex: Mare Coling Trading Steve Blerkham Mare Collins Trading A casetest Ouigoing telephone calls made
is ;utnmauta]lv_retm ded il From: Fesnor Conaor Painar Steve Berknar ER Connor Fea  Incoming i | and received to a CRM
in the Dynamics CRM ’
Caitl From: Feanar Steve Blerkham Ciannor Feancr [ Connor Fea..  Outpoing i entity (Contact).

Activity/History, against . L 1|
each of the CRM entities Cail Froen: Faanor Connce Faanor Steve Biankham [Ey ConrorFea_  Ircaming i This activity list is

automatically achieved
the telephone call Ca0l Te: Mare Celing Traging Soeve Blénkham Wan Collires Trading A& Customer S Oulpeing L

relates to through the call
(e.g. CRM User, Call Ten Marg Coling Trading Steve Blenkham barg Colling Trading A Customer 5.  Cuigoing 1 management of
ﬂ'.CCDl.IFII, Cuntact, LEEId, Caill Tex: Mare Coldins Trading Steve Slerkham Mane Collies Trading A CustomerS_.  Oulpoing 1 intelli-CTi.
Opportunity, Ticket etc.). Call From: Daniel Thompsan Danisl Thomipson Edward Ky ER Caniel Tha..  Incoming ! Open Wi
< : >

1 - 50of 120 (0 selected) 4 4 Pagel b




Call Activity Follow-up

CRM Activity Phone %

Call Follow-up

intelli-CTi provides the
easy ability to create
(from a single click)
a follow-up CRM
Phone Call Activity within
Microsoft Dynamics CRM.

nics CRM + 4 WORKPLACE v

v MARKCOMPLETE X CLOSEPHONECALL 5 CONVERTTO~ X DELETE e EMAILAUNK EMFORM  $8 ASSIGN

PHONE CALL ¥

Call From: Daniel Thompson |rems |2 |émn

Subject * Call From: Daniel Thompson

CallTo* » Edward Kyei

Call From* Daniel Thompson

Phone Number 5553211234 Direction

Description

Schedule a follow-up call 10 Daniel to ensure he has received and s happy with the replacement part that we shipped him.
Notes from previous Call:

Received a call from Daniel to say that the brake lever on the new bike we shipped him was damaged on arrival.

I have offered to ship him a replacement lever immediately for which he was happy.

After the call I contacted shipping and arranged for the replacement part to be shipped as soon as possible...

Regarding /~ Brake lever damaged

Duration

Open

Owner'
& Edward }

* Carry Forward|

3

Previous Content

When scheduling a
follow-up Phone Call
Activity using intelli-CTi,
this will automatically
bring forward into the
follow-up Activity all
previous content
from the currentor
previous telephone call

(e.g. Subject, Notes,
Regarding,
Categorization, plus all
previous CRM entity
relationships).




Call History Tracking

A4 Microsoft Dynamics CRM v Y | SALES v

Contacts | v Daniel Thompson

Common

CALL HIS

TORY

Related Call
History

Call History Associated View ~

< ADD NEW CALL HISTORY  [Z} ADD EXISTING CALL HIST..

v End Time 4 Subject
9/25/2014 5:58 AM  Call To: Daniel Thompson
9/25/2014 5:48 AM  Call To: Daniel Thompson
0/25/2014 5:33 AM  Call To: Daniel Thompson
9/25/2014 5:30 AM  Call To: Daniel Thompson
9/25/2014 5:29 AM  Call To: Daniel Thompson
9/25/2014 5:28 AM  Call To: Daniel Thompson
9/25/2014 5:23 AM  Call From Daniel Thompson
9/25/2014 5:21 AM  Call To: Daniel Thompson
9/25/2014 5:20 AM  Call To: Daniel Thompson

9/25/2014 5:15 AM  Call To: Daniel Thompson

Active

Call Duri

00:00:07

00:00:11

00:01:23

00:00:06

00:00:29

0004:14

00:00:33

00:00:38

00:00:34

00:15:24

A complete list of

intelli-CTi Call History Direction
for a CRM Contact. ™
TTTTTTRSSIIIIE T Outbound
5553211234 Ousthond
5553211234 Outbound
5553211234 Outboond
5553211234 Oubsind
5553211234 Inbound
5553211234 Outbound
5553211234 Oiabass
5553211234 Outboind

Call Resuit

Established

Established

Established

Established

Established

Established

Established

Established

Establishad

Established

@ £XPORT CALL HISTOR)

Case

Brake lever da,

Brake lever da...

Brake lever da...

Brake lever da...

Brake lever da...

Brake lever da...

Brake lever da...

Brake lever da...

Brake laver da...

Brake laver da...

A link to intelli-CTi
“Call History” is shown
for each CRM entity that o)
has related call history
(e.g. Accounts, Contacts,
Leads, Opportunities, o
Cases, etc.)

Edward Kyei

Edward Kyei

”Call Hlstory"

For each CRM entity that
relates to telephone activity
(e.g. CRM Accounts, Contacts,
Leads, Cases, Opportunities),
intelli-CTi provides a detailed
log of each telephone call
interaction.




Call Dashboards

Toutes les données concernant les appels entrants pour le centre d'assistance sont collectées. Ces
informations peuvent étre exploitées pour compiler différents rapports, visant a faciliter le suivi de la qualité du
centre d'assistance et celui de la performance des agents

Average Call Duration (Secs) by User Top 10 Contacts Call Results
Inbound Calls Achive Call History Acthee Call History
B0
= 701
£ 60| intelli-CTi
£ 504
E a0 Dashboard
[=] .
3 ig Reporting
E 104 . - -
. ] intelli-CTi for
' ermuser User ' Microsoft Dynamics
B (oian) B nobby Tighe B Established [ Moo Argwer CRM provides a set of
reports based upon
dverage Call Duration (Secs) by User Most calls by User Top 15 - Longest call times the rich E_"nte nt of
Ot Call Aechies Call H Active Call Hi ¥ Ea" tra:klngdata
Dound Lalls Chred LAl AEStory ACTrE Ly 1500y wi_thin D?namiti
60 . 250,000 CRN_I, capturd_ad by
= 5pl E 200,000 IﬁtEllI-ETI.
, = .
= 404 £ 150,000
— S 100,000
= > T 50000
= - £ ' M oMe om g
g — R Y I I
£ 10 . ; : £ %3
= 1
04 _— 2 F 2§ =
crmuser Liser E 5 E
i
B crmser User [ Marc Cortact




