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=' Microsoft Dynamics 365

Contact Center
Modernization

Transform the way you connect
with customers and deliver
service across channels

Speaker name




Poor service experiences impact everyone

Your customers

Lack of effective

8
self-service

o Disconnected
experiences

a Long wait times
and repetition

Microsoft internal analysis of deflection rates for non-LLM powered chatbots vs. generative answers with Copilot Studio. 2023.
2SQM Group. Call Center Attrition Rate—It is Now the Most Important KPI. March 30, 2023.

3Qualtrics. Bad Customer Service Could Cost More Than $3.7 Trillion. 2024.

Your business

self-service
deflection’

annual call
center attrition
rate?

annual cost of
poor service
worldwide3


https://www.sqmgroup.com/resources/library/blog/call-center-attrition-rate
https://www.forbes.com/sites/shephyken/2024/03/17/bad-customer-service-could-cost-more-than-37-trillion/?sh=34b1ca8e5289

Why are poor service experiences so common?

Typical contact center infrastructure creates friction

Channels Self-service Routing
. Live chat Chatbots Chat session routing Supervisors and
service leaders
.0 . . . : .
®g® Social Social bots Social session routing
Customers /
S UB GG Exchange Mul.tiEIe tools/ Multiple systems
INDOXES No integrated data or
No 360° end-to-end view
customer view
SMS bots SMS session routing Brittle integrations
Human "“Swivel
Chair” middleware
IVR ACD

Siloed data | Fragmented systems



Imagine a contact center where...

=N Customers get consistent,
personalized service
across all channels

il Self service is intelligent,
contextualized, and
effective

Agents are more
productive and waste less
time on repetitive tasks

Supervisors have the
tools they need to
improve performance

Contact center
operations are efficient
and cost-effective

Oo
<



Modernize your contact center with a complete solution

/—___------——--——_--——_--—___-—___-\

€ Self-service
- Live chat
@%% Social Intelligent
L .
Customers assistance
a Email
%
. SMS
) Chatbots
& Voice
IVR
ﬁ Voice bots
Teams

Assisted service —-I— Operations

Unified Supervisors and
service leaders

routing

>
<€
Skills identification Copilot Integrated
Sentiment analysis Customer 360 data and'|n5|ghts
across disparate
Intent determination Escalation and systems

collaboration

- o e o e e = = = = = = = = = = = = = = - - - - - - - = = = = = = = = = = = = = T



» Copilot

Generative Al enables us to

reimagine the contact center




How generative Al accelerates transformation

Continuous Al
learning loop

Assisted service
with human agents

G Data
to capture digital signals across service

Al
e to connect and synthesize data

Operations
for leaders

Self-service

Action for customers

to drive efficient service




Dynamics 365
ontact Center

Transform service experiences with a
Copilot-first contact center solution that
brings intelligence, automation, and
efficiency to every engagement channel.

Dynamics 365 Contact Center is built to work
with your existing CRM, or with Dynamics 365
Customer Service

ess .
122 Service Console

B9 Roger Lee

Diane Prescott

Q Search Salesforce

il - N
Case Details Feed Details Related
Casa Numer Ownar
00001016 rt Sliverstein
. - Post RN Attachments (0)
St sarity
New Low
Maintenance guidelines for generator unclear
Descriptian Or dro
Most Recent Activity v Search this feed r ¢
Activity History (1
— [Posts  Status Changes
6 Sessions v ) S T 9. o
: Open Activities (
Communication panel p —
| . Ty copilot = Filters
Dianne Prescott Custorme = A, Get Al-powered help with solving customer issues.
@) positive @) 0504 Transfe Consult
Ask a question  Write an email
 Clear chat
K
Transeript What can | offer to a customer who 4
wants to cancel their Northwind
Call started at 9:45 AM credit card?
Recording and transcription started at 9:45 AM
When a customer tells us that they want
00:00:07
ooa0er 1o cancel their Northwind Rewards Credit
Hello Diane, this is Camille with Nerthwind Card
.
Traders. | see that you need help with
«canceling your card, Can you verify your name 1. Say, you are sormy to hear that.
and date of birth? 2. Validate the customer's identity. Ask for
their full name and birth date.
3. Ask for the reason for which they are
o c ion summary Tminago X interested in canceling the card.
The customer needs help with canceling their credit card Tansate « aleQ
Prior to that, he spoke with the IVR agent to regjuest for an
expedited shipment for his order - the shipment was Al-generated content may be incorrect
expedited and the order will now be delivered in 2 days.
- Describe what you need B
0 ] [amstte ~ 69 | y
Al ntent m; ect, Make sure Al-generated Ve content is accurate and sppreprate
0 ate and spp before using. See terms
%, CCaaS = Notes ¢ History 4 CCaasAgent 4 CCaasSupervisor
4 ’ ’ ’ ’ X X X \
7 ’ ’ y y r L] A !
r y r y L] L L] . .
y y y y ¥ L] ]
y y y / ¥

The image above is intended solely to showcase the capabilities of in-product experience of Dynamics 365 Contact Center. Any references
to Salesforce are purely illustrative and do not imply any form of partnership or endorsement between Salesforce and Microsoft.






Engage customers in their channel of choice with support for
voice and digital engagements.

Customer

Improve containment and reduce call volume with engaging,
context-aware digital chatbots, powered by generative Al

Provide a frictionless conversational IVR experience in real time
through natural, human-like interactions.

o
De I |Ve r effo rtl ess Easily connect self-service to trusted knowledge sources,

websites, and business applications for improved accuracy and

Se I f- Se rVi Ce outcomes.

Reduce contact center volume through
rich experiences powered by generative Al

Great news, Jen! We can expedite
your TrailMaster X4 tent with 2-day
shipping for $12.99. Would you like
me to go ahead with that?

Purchase capacity for digital messaging with Microsoft Copilot Studio.



Engage customers in their channel of choice

Provide the choice and convenience they expect

_y Self-service . _ N

Give customers the choice and convenience to
connect across voice, SMS, web, mobile, and social
media apps.

Scale native calling for any size enterprise, with carrier-
grade telephony from Microsoft, or keep your existing
carrier and calling plans.’

= ————
-~ —

Personalize conversations across channels using
customer data from your existing CRM.

Easily add custom messaging channels, video
conferencing, co-browsing, or remote assist capability. . Agent-assisted A"
service

Fa®
@6&" Voice ¢« Mobile « Web ¢« SMS « Social media

Customer

Dynamics 365 Contact Center voice capabilities are powered by Azure Communication Services and priced separately. Existing carriers and calling plans are supported by Azure Direct Routing.



https://learn.microsoft.com/en-us/azure/communication-services/overview

Deliver effortless digital self-service

Through intelligent, customer-facing copilots’

Improve containment and reduce call volume with
engaging, context-aware self-service chatbots,
powered by generative Al.

Go beyond simple rules-based responses and deliver
natural, engaging, and personalized conversations.

Easily connect self-service to trusted knowledge
sources, websites, and business applications.

Automate conversations to provide consistency and
accuracy for predictable scenarios like order status,
policy questions, or account balance.

Customer

&) Northwind

Embrace Adventu

Choose from a variet
best prices.

Tents

Unfold adventure with
canopies, our tents ar

‘ Northwind Virtual Assistant

s~ | Q| Signin

Hi there. I'm wondering if it's possible to
expedite my order from yesterday.

11:29 AM - Sent

Let me check that for you! To help
locate your order, can you please
provide your order number?

Northwind Virtual Assistant - 11:30 AM

Absolutely, it's #X120E.

Hlters to family-sized

11:29 AM - Sent

Great news, Joe! We can expedite
your TrailMaster X4 tent with 2-day

shipping for $12.99. Would you like
me to go ahead with that?

Northwind Virtual Assistant - 11:30 AM

1] That would be great! B

Purchase capacity for digital messaging with Microsoft Copilot Studio.



Deliver effortless voice self-service

Through frictionless, conversational IVR

Provide a frictior STAMFORD, Conn. July 9, 2024

real time throug

v ot Gartner Survey Finds 64% of Customers Would
it refeence s Prefer That Companies Didn’t Use Al For

and business ap. Customer Service

)

Make customers Customers’ Top Concerns Include Difficulty Reaching an Agent and

speech instructi . .
Nuance. Al Displacing Jobs

I'd be happy to help you with that.
To verify your order, please say or
enter the last four digits of the

tracking number.

Customer




Ensure customers connect with the right agent in any channel,
every time, through Al-powered unified routing.

Help agents work smarter and improve outcomes with
Copilot’s generative Al capabilities embedded into their
everyday experience

Empower agents with a holistic 360-degree view of customer
data including interaction history, support topics, and

Accelerate agent- customer profiles.
a SS i Sted Se rVi Ce E;’glztlerliirnvéssc_)(r)\r/]iztbg;cgrigto ongoing sessions and provide

Reimagine agent and supervisor
productivity with Copilot

™ Conversation summary Summarized 1 min ago

The customer needs help with a return authorization for

their Smart Brew 3000 coffee machine which arrived
damaged. The order number is #1235243543

() | | Translate v |

Al-gei
conte!




Accelerate agent-assisted service

Connect with the right agent every time

Ensure customers connect with the right agent in any
channel through Al-powered unified routing.

. . Li hat
Assign requests based on Al analysis of customer B Liecno intelligent
sentiment, estimated effort, intent, agent skills, and &S cocin unified
availability. ® routing
. ) ) a Email
Improve resolution rates by routing service requests
L —
based on data from your existing CRM. B osvs
‘ Voice Sentiment analysis
Intent determination
o Skills identification
%j Teams

Agent availability

Customer




Accelerate agent-assisted service

Help agents work smarter with Copilot

Save time and improve outcomes with Copilot’s
generative Al capabilities embedded into the agent
experience.

Use a conversational interface to ask questions of
organizational knowledge sources and quickly find
answers.

Expedite activities like ramp-ups, handoffs, and wrap-
ups with automatic conversation summaries.

Use Copilot to create personalized email and chat
responses based on the context of each conversation.

nversations A & & = o Diane Prescott B Customer details %
s | @ Very positive

s Customer details

Details  Timeline

ue urns
Active Negative - 811 AM
[(B) Diane Prescon
Carla Yates Your tum Contact
rematureWear. pn
Account
Fabrikam, Inc

S
5 Email
diane*****@outlook.com

& Phone number

+1-425-555-0154

v wn
@ :‘;”“ "'v Conversation summary Summarized 1 minago X
Que
Activ

O

The customer needs help with a return authorization for
naney  their Smart Brew 3000 coffee machine which arrived
damaged. The order number is #1235243543.

it (:) Translate Vv H Q9

Al-generated content may be incorrect. Make sure Al-generated

content is accurate and appropriate before using. See terms

7‘ Copilot = Filters

Get Al-powered help with solving customer issues

Ask a question  Write an email

Hi Camille, what do you need?

Describe it and get an answer generated by Al.

The more specific you are, the better
ponses you'll get from Copilot

% Or, use Al to identify the most recent
= customer problem and get a re

_ Algen
(D) Make sure Al-genera
and appropriate befos




Accelerate agent-assisted service
Get a 360-degree view of the customer

Gain better control over conversations with built-in Al b o oo
capabilities like sentiment analysis, multi-lingual —

82 My work items Q = Communication Panel B Customer details X

translation, and transcription. . Y | =
(o] o Diane Prescott | B 3 Customer details

0544 (@ Positive

Diane
Queut

Active *

. e Carla Vates
Queue: Warra
At

Handle voice engagements and multi-session @ e e
ur turn i g

Details

H % U B =2 & &

messaging across channels from a single, unified agent @ e

Queue: Shipment management

desktop. =

Account : 654-ADU-753
Hi, | need help with a return authorization

Q, +1-425-555-0154

Diane** @outlook.com
Timeline

Empower agents With a ho“StiC 36O_deg ree VieW Of ::E | ) Search Timeline | 3891 Ranchview Dr. Richardson California 62639
customer data including interaction history, support e
topics, and customer profiles.

@ Heutral v Recent ¥ Timeline highlights

& Enter a note. Recent

 Jamie Reding assured the cus
the issue will be resolved in a
them updated on the progress

Bob Norries

Queue: Warranty - . o R

ctive + @ sSlightly # Timeline highlights Enrico Cattaneo promptly escalated the issue to the

technical team for further investigation and resalution,

= Jamie Reding assured the customer through emails that SCustomarieparied issuawith the Smart Brew 2000 valve
the issue will be resolved in a timely manner and kept

them updated on the progress.

& Describe what you need

« Enrico Cattaneo promptly escalated the issue to the
technical team for further investigation and resolution.

= Customer reported issue with the Smart Brew 3000 valve
on the portside of their machine, causing a malfunction in
the brewing process.




Accelerate agent-assisted service

Empower supervisors to provide hands-on support

Give supervisors visibility into ongoing sessions and © opmsts o
tools to provide hands-on support through monitoring S o e

. 7 Edit report Checkout default report | = Bockmarks /_ Update bookmark
and barging.

. ‘ B BoD Last updated
Summary  Ongoing conversation  Agents  Voice A T/14/2024 5:08:15 PM

Time Agent

Last 24 hrs ~ | ‘ All ~ |

Ongoing Conversations @ Assig Sentiment

Monitor key operational metrics like AHT, hold time,
and agent ratings, to make course corrections and keep

. . ©) Positive
service levels high.

Northwind Returns Phone 01212 00:32:12 2) Positive @ Very negative
rthwind Shipping hane 00:28:10

© Positive

orthwind Prod Support Live Chat 00:11 00:17:15

Improve outcomes for complex requests by connecting S S e —
agents with supervisors and experts across the e e Lo e
organization while sharing conversation and case data. S i

00:29:16 @ slightly positive 4{27/2021 2:36:10 AM

) Positive 4/27/2021 2:36:09 AM

Supervisor




s et
Service
leader

Supervisor

Drive efficiency
and reduce costs

Gain a single view of truth across
disparate data and support channels

Visualize key metrics, detect emerging trends, and make data-
driven decisions with real-time dashboards and historical
reporting.

Measure Copilot’s impact with a detailed view into usage by
agent groups, and how it's impacting key support metrics.

Leverage advanced forecasting and scheduling capabilities to
ensure optimal staffing levels and reduce operational costs.

Integrate with existing workforce engagement management
(WEM) solutions.




Drive efficiency and reduce costs

Get a unified view of contact center operati

Visualize key support metrics and make data-driven
decisions with real-time dashboards and historical
reporting.

Detect emerging trends and identify opportunities for
improvement, with visibility into support conversations
and topics.

Extend Dynamics 365 Contact Center data models with
your business data to create custom dashboards and B e
visualizations. "

Insights

&) Customer Service h

ons

Inbax &) Omnichannel Real-ti *®

£ Edit report *\—_) Checkout default repart | = Baokmarks 45 Update baokmark

Time

s GMT -08:00 ~

Longest Avg. speed to Abandoned rate
answer

wait time w

35 01:03:29 00:14:19 22.711%

Ongoing conversations by status

W Open M Active - Awaiting agent accepiance
tion W Waiting Il Vrap-up

oo W Active - In conversal
200 9 7.2
CREE
=3 o0
o I 7 (1425
seMm 11PM saM
how

his. "
je search an.. S| mare

Service
leader

Ongoing
Conversation

118 00:41:00

First response time by queue
Queue T
Cancellation/Refund
Sales
Replacement
Shipment

Damaged goads

Last updated
7/08/2024 5:08:15 PM

89%

First response time i
00:00:31

00:01:20




Drive efficiency and reduce costs

Monitor generative Al usage to improve performance

Support managers have a detailed view into Copilot
usage by agent groups, and how it's impacting key
support metrics.

Review how often agents use Copilot, as well as
Copilot-generated responses, summaries, or emails.

Coach agents to improve how efficiently they handle — 1 -------

customer interactions using generative Al. r

Adoption and Productivity

| ¥ of engaged conversations ©

Service
leader




Drive efficiency and reduce costs

Optimize workforce management

Leverage advanced forecasting and scheduling
capabilities to ensure optimal staffing levels and reduce
operational costs.

Review agent skill sets and capacity, then assign or
transfer ongoing conversations to provide top-notch
support.

Boost workforce effectiveness with tools for
performance tracking, training, and integration into
existing workforce engagement management (WEM)
solutions.

Supervisor

i1 Dynamics 365 | Contact Center

= @Home & Inbox

H Save (2 Sav

New shift plan

Plan details

Shift plan name *

e & close

T Shift plan

Weekend Mornings

Need 100 people available for work or
cycle throughout spring 2024,

@ Active

04/01/2024

04/30/2024

100

Us holidays ~

06:00 AM

- 00000 -~
©

Y Release for bids [ Schedule agents () Refresh

04/01/2024 04/30/2024 © Draft
Start date End date B s

01h Voice

Cambined activilies for vaice calls and...
15m Break

01h Direct chats

30m Meal

01h Cases

15m Break
30m Admin tasks

01h Training
1AM

Brooke Gray
o




Microsoft’s support and service transformation

Contact center modernization journey—powered by Copilot

lees 1 ilot2
— Impact broadly from core capabilities ~N Impact from Copilot ~N
20% 31% 12 16% 9 12% 13%
| |
reduction in increase in first- reduction in average increase in cases and decrease in agents
misroutes call resolution handle time for chat chats managed by requiring peer assistance
cases support agents to resolve a case

"Microsoft empowers support engineers to shine brighter with Dynamics 365 Customer Service
2Office of Chief Economist, Wave 2.5 Study results of internal use of Copilot in Dynamics 365 Customer Service among Microsoft commercial business support engineers. Outcomes
reflect results from 9,900 agents from a specific five-month period (April-September 2023). Findings were evaluated at the business unit level, not across the entire CSS organization.

The scale of 120 countries

. >1B customers G s,
Microsoft Customer 10,0005 of agents contact centers
' 46 languages

Service and Support

>145M interactions annually
>73Mcalls + >61M emails + >11M chats


https://customers.microsoft.com/en-us/story/1678501262113237102-microsoft-partner-professional-services-dynamics-365-customer-service

B8 Microsoft Dynamics 365

== Microsoft

Customer:
- Microsoft

Industry:
- Technology

Size:
- 100,000+ employees

Country:
- United States

Products and services:

- Copilot in Dynamics 365
Customer Service

"What Copilot helps me do is get through the administrative tasks faster so | can
move on to the next call. Now the whole process is taking 15 minutes or less, where

it used to take 30 or 40.”

— Michael Simons, Support Engineer Azure Chat Team, Microsoft

Situation:

The Customer Service and Support (CSS)
team at Microsoft is one of the largest
customer service organizations in the
world, operating in 120 countries and
helping more than one billion end
consumers annually. When Copilot was
first launched, CSS quickly adopted
Copilot in Dynamics 365 Customer Service
to streamline agent work. The generative
Al features in Copilot in Customer Service
are similar to those in Copilot for Service.

Solution:

Copilot in Customer Service supported the

CSS team through four main features:

+ Conversation Summary to
automatically generate customer chat
summaries

« Case Summary to recap long-running
cases and quickly understand key details

« Ask a Question to surface knowledge
using natural language questions

« Draft an Email to quickly create baseline
email drafts

Impact:

9% faster First Response rate

13% increase in cases resolved without the need
for assistance from peers

9-12% increase in number of cases and chats
support agents manage

12-16% decrease in Average Handle Time for
chat cases

Note, numbers reflect results from 9,900 agents from a specific
five-month period (April-September 2023). Findings were
evaluated at the business unit level, not across the entire CSS
organization.



B8 Microsoft Dynamics 365

“MSC has always been known for the personal service that we give to our
customers, [and] with Microsoft Dynamics 365 we are adding new tools to that

Customer: . ”
- MSC Mediterranean Shipping experience.
Company
— Fabio Catassi, Chief Information Officer, MSC Mediterranean Shipping Company
Industry:
- Travel and Transportation
Size: Situation: Solution: Impact:
* 1,000-9,999 employees Family-owned MSC is known for MSC chose Dynamics 365 Customer + Enhanced case routing ensures that
Country: its personal touch and customer- Service to further enhance its emails reach the most knowledgeable
. Switzerland centric approach. Leadership saw customer care processes based team, thus accelerating response times.
Products and services: the potential of using technolpgy on standardization,'aut'om.ation, - With automated tasks, agents are even
. Dynamics 365 Custon;er Service to elevate that customer service shared data, reporting insights, more efficient and customer focused.
without compromising thg , and documen.tatlon. The company - The categorization of cases in a shared
Read full story here personal-touch approach it’s found Dynamics 365 to be flexible, environment assists agents in sharing
known for. scalable, and easy to integrate with

best practices, sustaining the highest

the many other apps MSC uses. standard of customer service.


https://customers.microsoft.com/en-us/story/1752067713364605088-mediterranean-shipping-dynamics-365-customer-service-travel-and-transportation-en-switzerland

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.



Trusted Business Applications leader

97% S00k+ 16 1

Fortune 500 . . Analyst reports where Common data model
. Microsoft business . h " .
companies use o Microsoft is positioned across all business
. . . application customers .
Business Applications as a Leader applications

* The world'’s first copilot in both CRM and ERP
» Collaboration and productivity infused in business processes
» Low-code platform embedded in Dynamics 365




Microsoft Copilot Principles

Decades Committed to Secure Reliability & Trusted by
of research & advancing from performance at Al leaders
development Responsible Al the start scale for large like OpenAl

Al models

Runs on trust

Your data is your data

Learn more about responsible Al
Deliver enterprise Al built for security and privacy and Putting principles into practice at Microsoft



https://cloudblogs.microsoft.com/dynamics365/bdm/2023/05/12/how-copilot-in-microsoft-dynamics-365-and-power-platform-delivers-enterprise-ready-ai-built-for-security-and-privacy/
https://www.microsoft.com/en-us/ai/our-approach?activetab=pivot1%3aprimaryr5

Let’s get started

- Define your business and
technical needs with support
from Microsoft or our
Partners.

« Explore how Dynamics 365
Contact Center could improve
your service experience with an
Envisioning Workshop.

 Quantify the value of your
contact center transformation
with a customized Business
Value Assessment.




Flexibility to work with your CRM

Seamless experience, however your service team works

Embedded into your CRM Standalone experience
Engage with customers across channels Work directly from Dynamics 365 Contact
while working seamlessly within your Center for a full-screen view of conversations,
existing CRM system. customer details, and Copilot.

Activity History (0)

autlokam

Open Activities (0)

3891 Rarchview Dr. Richardsen California 52630

This image (left) is intended solely to showcase the capabilities of in-product experience of Dynamics 365 Contact Center. Any references to Salesforce are purely illustrative and do not imply any form of partnership or endorsement between
Salesforce and Microsoft.



Wide variety of digital, voice, and social channels

Apple Messages Communication Business Microsoft

for Business Services Facebook Messages Line Teams Skype

..l. o @telesion () twilio )

Slack Telegram TeleSign Twilio WeChat WhatsApp

/8 Q) E B 0 P w)

Custom Directive speech Email Mobile app Phone SMS Website




Dynamics 365 is built on Dataverse

Single source of truth for the contact center

Reduce silos and work from a single source of truth for all
interactions across the contact center, with Microsoft
Dataverse.

Automate repetitive, time-consuming processes.

Deploy custom entities, business logic, and connectors to
meet your specific business needs.

Easily connect to and manage third-party apps from one,
centralized solution.

Meet more than 90 different compliance certifications,
including GDPR.

s
>

Dynamics 365 Contact Center

Self-service Agent assist Operations
©)

A TR
©

Microsoft Dataverse
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Dynamics 365 Administration Center | Omnichannel Thomas Sandsgr

Omnichannel set up X
Manage environments <~
C
Environment Chat Voice SMS Social Microsoft Teams Confirmation

() Before you start, make sure you've completed the configurations he

Select an environment

Omnichannel solutions for each digital messaging channel you add will be installed on the selected environment. After installing, you'll need to set up each
channel through the Omnichannel Administration app. Learn m

MNCG Sandbox




> Close

() Refresh

Manage NCG Sandbox

Summary

@- Omnichannel is being set up. It may take a few hours. You can continue your work in Microsoft Dynamics 365. Closing this page will not impact the setup.

Setup
Environment
Chat

Voice

SMS

Social

Microsoft Teams

NCG Sandbox

Setup in progress

Setup in progress

Setup in progress

Setup in progress

Setup in progress
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| 2 Search
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Dynamics 365

Customer support

+ ¢ b & ®B % B

= B

Overview

User management
Bots

Channels

Queues

Routing
Workstreams

Case settings

Customer settings

Agent experience

@ ® @ »

)
p

Overview
Workspaces
Productivity

Knowledge

Eo R

9] https;//negtest.crmd.dynamics.com/main.aspx?appid =48ced3c9-9
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(D You have 60 calling minutes left for your trial phone numbers. End trial and connect te Azure Communication Services to enjoy unlimited voice calling and SMS.

Customer Service admin center

New number () Refresh

Channels

Phone numbers
Manage phene numbers for voice and SMS channels. To use the phone number, assign it to a workstream. Learn more

Number 1 Carrier Country/Regi...  Type Calling SMS

+19295065152 Microsoft United States Geographic Receive calls

Powe X Powe X Confl X Point X |

\dmin.PhoneNumbersControl A5y ) 3 n {3

B9 Dynamics 385 Partn...

SANDBOX  newos @ 9

[ DevOps

Ready for setup

o
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= @
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=
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o
=
3
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a

End trial

Once a number is ready for setup, connect it to a voice workstream, outbound profile or

assign it to an agent.

Setup

Profile

Workstreams

Phone - BOT

Status

Connected
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m Microsoft

Browse apps
Get Started

Al + Machine Learning
Analytics

Blockchain

Compute

Containers

Databases

Developer Tools
DevOps

Identity

Integration

Internet of Things

IT & Management Tools
Media

Microsoft Entra ID
Migration

Mixed Reality
Monitoring & Diagnostics
Networking

Security

Storage

web

Azure Marketplace More

Search Marketplace

Ctelo Autodial Bot
By CTELO

Automatically call meeting
participants

Srarts ar

Free

Free trial 1\

ctelo

Ctelo Voice for Microsoft
Dynamics
By CTELO

Add telephony to Microsoft
Dynamics 365 Customer Service

Srarts at

£14.90/user/one-time pay...

Get it now 7

Ctelo Voice for Microsoft
Teams
By CTELD

Add telephony to the Microsoft
Teams experience to make it the
corparate business phone
solution,

1. 8.6.8 .8 (U

Starts at

$3.95/user/one-time pay...

Get it now o7

ctelo

Ctelo Office Connect for
Microsoft Teams

By CTELO

Adding business telephony to
Teams in countries with strict

telecom regulations (Direct
Routing).

Starts at

$3,420.00/one-time paym...

Get it now <

Trials Operating System Publisher Pricing M
All Ay All R All Y All
Product Type
All e
All results
a ctelo v
= §

Findit — calendar, status &
contact info in Teams
By CTELD

Find colleagues and groups free
calendar slots, Micrasoft Teams
ctatus and contact information.

Srarts ar

£55.00/one-time payment ...

Get it now 7



& Omnichannel-AzureCommunicationsService =

Communication Service

@

L

O search
|,J earc —> Move ~ [i] Delete 2 Give feedback

| B Overview

~ Essentials
ﬁ Activity log Resource group (move) : rg-Dynamics-Omnichannel
Ao, Access control (IAM) Status . Active
¢ Tags Location : Global
# Diagnose and solve problems Subscription (move) . Point Taken CSP
il Sample applications Subscription 1D : 73914e1d-1851-449d-8d5%e-ddi
Events Tags (adif) : Add tags

> Settings Channels Capabilities Quickstarts
~ Telephony and SMS

' Try SMS

' Try Phone Calling

# Phone numbers

€. Regulatory Documents

= Alphanumeric Sender ID

= short Codes 'J

L+ Direct routing e

> Email Chat

_ Enrich app experiences with chai
2 Advanced Messaging strengthen real-time connection

» Monitoring Add chat to your app

2 Automation View Group chat hero sample



Home » Event Grid | System topics >

== Create Event Grid System Topic

Event Grid

Basics  Tags Review + create

Topic Details

System topic resource is associated with an existing azure resource which allows customer to subscribe events emitted
by that rescurce. System topic resource is created in the same subscription and rescurce group as the source.

Topic Types | Azure Communication Services e ‘
Subseription * | Point Taken CsP v |
Resource Group * | rg-Dynamics-Omnichannel N ‘
Resource * | Omnichannel-ACS R ‘

System Topic Details

Enter required settings for this system topic.

Mame * | Omnichannel-ACS-Systemtopics vy |
Location | Global D ‘
Identity

Managed identities are used to authenticate an Event Grid topic to Azure service instances when delivering events. Learn
more about Managed |dentities

System assigned identity ©

Enable system assigned identity @ Disabled
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et @8 DADYAAD report [ Business Applicatio.. §5 Partner Metwork res..  #% Power Platfiorm Do.. B8 Product Roadmap .. BE Micosoft Release p. [ ldeas [7) DevOps  B¥ Dynamics 365 Partn.. [ Caher favorites
reis acdmin centes . . .
ISR Connect to Azure Communication Services X
T Refrash
art Phone numbers are provided by Azure Communication Services. Create a new resounce or connect an existing one to get started with voice and 5M5 Learn more

Phone numbers

@ Create new resource O Use existing resource

gement Manage phone numbers for®
Event grid app id * (0
[ T225T855-6TF4-4chl
Event grid app tenant id * 0]
MNumbser 7 Carrier
Azure subscription *
ms
| Point Taken CSF w |
Igs
Azure resource group *
saitings | rg-Cynamics-Ornichannel w |
= Create mew resource group
Resource name *
[ Omnichannel-ACS
5
L «  Respurce: Omnichannel-ACS is available
ion
ms

i Bl -
s
B Qseo L &(@u 0 ® e ~eocffus con Line
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Congratulations! You have connected to Azure Communication Services

Omnichannel-ACS

Azure subscription
73914e1d-1851-449d-8d%-dd6673d0df5f
Azure resource group

rg-Dynamics-Omnichannel

Add number Cancel




Add your own phone number

Connect existing numbers from any carrier via Azure Direct Routing. Learn maore

Phone number *

+ 4769006342

Carrier *

‘ Ctelo ~ ‘
Create new carrier

Country/Region *

‘ Norway

- ‘

Number type *

() Toll-free (1-800)

Calling plans *
Receive calls

Make calls

@ Geographic (Uses local area codes)

Add number Close

— i

e

13:28
8B




al-AzureCommunicationsservice

Add a custom domain

{.- Omnichannel-AzureCommunicationsService | Direct routing  * - Please enter the name of your custom domain.

Communication Service

L+]

| L Search | &

Domains Session Border Controllers

B Overview
B Activity log
'op\ Access control (LAM)
‘ Tags
74 Diagnose and solve problems
& Sample applications
 Events
> Settings
~ Telephony and SMS
 Try SMs
' Try Phone Calling
# Phone numbers
€, Regulatory Documents
= alphanumeric Sender 1D
= sShort Codes
.° Direct routing

» Email

s L B e L

Voice Routes

& Add domain X Remove O Refresh Guidelines F? Give feedback

€ Domain name

- Enter your domain name *

“w Try Phone Calling
| E.g. confosa.com

Re-enter your domain name *

| E.g. confosa.com

Confirm

Setup a custom dom

Add your domain here in an easy 3-step process to start confi
to your telephony provider.

Learn more



1annel-AzureCommunicationsService

Omnichannel-AzureCommunicationsService | Direct routing

Communication Service

L]
P

AL Search |

Domains Session Border Controllers Voice Routes
] B Overview
ﬁ Activity log & Add domain > Remove C_;' Refresh Guidelines }1? Give feedback :\'i» Try Phone Calling
N pR Access control (JAM)
|:| Domain name Domain type Domain status
i € Tags
% Diagnose and solve problems |:| pointtakenacs.wel.routeams.cloud Custom domain @ verified

== Sample applications
Events
» Settings
~ Telephony and SMS
¥ Try sSMs
¥ Try Phone Calling
4 Phone numbers

€. Regulatory Documents

. . .
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