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- MS Power Platform
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- ERP (Microsoft Dynamics 365)
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ae Ve
\\\J/// : ‘\\\ ’//I
I
tX*alVF4VYVUa—>ay Lot I3k Va—-3>
- Next-Gen Security / _TI_;_IT_ | Private Cloud by Clavis
- Threat Defense Lifecycle (TDL) B I - Microsoft 365
R - Azure
DATLATIL—23Yy - AWS
- Network
- Server/Storage
- VolP ,
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Microsoft Dynamics 365
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Amazon Web Services gy [ ] Dracle
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Clear Software (+) 2
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current current &
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Weaker strategy = Stronger strategy Weaker strategy »- Stronger strategy COMPLETENESS OF VISION  ———» As of February 2021 © Gartner, Inc
Gartner
Market presence Market presence
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Source: Forrester Research, Inc. / Gartner,
Inc.
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What is CRM?
What are
Customer
Engagement?




CRMZBRATCEEIVT—I X2k

BEEEFREIR BEE
(CRM) 2 IF—IADb

"EIFTHOTVW IV EEZRD "ESBINBZ I EEZRD
REFLTHES=0IC. BEECDODRVEREZELS OHIC.
BEBEHRYHETENZ 2 L. IIWFFvURILTDT—RDEZTH L.
Rz TCTCr7O—F = LTV, BEEEEOD-_—XICBELIEY—EXEZBIET,

©2022 SYSCOM GLOBAL SOLUTIONS INC. All Rights Reserved. 16



BAEI =AY MDHFEN

T —R%ETTIC RN
A EEEDIETE BARNER DE % 1B Ff BEED-_—I% IN—VF S5 AR
BOl+3

« VILFFvRIDSDBHRONE. EIE. 2
- fERLTOEEEDORLE



Dynamics 365
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Coffee B2C Webinar Invite ® tive ) Sendnow () Refresh

Design  Insights

Spencer Low
to <{{ contact.emailaddress1 j>

Subject: 5 Ways to Make Your Coffec Habit More Sustainable

Contodo

United by our
love for Coffee

Hello Brew Master,
Please join us online to learn how you can

adopt sustainable coffee habits that support.
positive, social, and environmental impact.

KNOW MORE ABOUT WEBINAR >

5 ways to make your coffee habi
more sustainable, you'll be doing




Customer Yoice

far Hi g . . & H
o Deeper insights. Better experiences. Stronger relationships.

i Al projects

Cregi= a meew project o get sharted
Good morning, Benjamin
- Haw project

! 5 Ways fo Make Your Coffee Habit More Sustainable Reduce costs with loT in Coffes Machines

On a scale of 1 to 10, 10 beirg the hi

CSAT Sentiment
34 & 31
Continue working Sren 5l projects
[E Fepors H Feports E Curvey ‘ Survey
e 1 Wik Your Cooiees Hisbil Rdcas Sundmroabie Pt e, Ty et reveiiibom nix
5 Ways to Make Your Coffes Habit More Sustainable Prsd Sabes Survey Suppart
B Last sccsssad 19 minuies aoe & Last accessed: 1 days ago I Last accadssd B days oo
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5 Ways to Make Your Coffee Habit More Sustainable

5 Ways to Make Your Coffee Habit More
Sustainable

ence at the event, how likely are you to recommend our future
rst Namel} {{Last Namel}

1. Considering your complete ex|
events fa your friends or colleagues
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Neither likeh
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Very unilikely

2.0n a scabe of 1 ta 10, 10 being the highest, how would you rate the event?

1 2 3 4 5 6 7 8 a 10

fome

5 Ways to Make Your Coff

Tatal responaes 48

1. Considering your complete experience at the event, how likely are you to recommend our future events to your friends or colleagues?{{First Name}} {{Last Name]}

2. On a scale of 1 1o 10, 10 being the highest, how would you rate the event?

LB B & & & & St

3. On a scale of 1 to 10, 10 being the highest, how would you rate the event?
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Dynamics 365 Sales Hub
= L search work items Y T
~
(x Home
“ Leads—Grade A
(® Recent b4
Alex Baker
57 Pinned e @, First customer call
3/9/2022 5:58 AM « Lead
My Work

Halle Griffiths

= Follow up mail
3/9/2022 6:07 AM + Lead

I & sales accelerator

WlE

¢~ Dashboards

B Activities Gabriela Christiansen
Q. First customer call

3/9/2022 6:02 AM « Lead

Customers
Ivan Cashin
8 Accounts Q. First customer call
,O\ Enntacts 3/9/2022 6:05 AM « Lead
Jermaine Berrett
Sales Q. First customer call
3/9/2022 5:59 AM + Lead
& Leads

~ Leads—Grade B
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& = (D Refresh @ Check Access &J Collaborate F Add to Marketing List . £
~ EI Read-only: You don't have access to edit this record.
)
™\ Alex Baker - saved =
. #  Lead - Sales Insights -
External Referral Warm  New Jeremy Johnson
Lead source Rating Status Owner
Lead to Opportunity Sal... @
Active for 5 days Qualify (5 D) £ Develop & Propose B Close
Summary Relationship Analytics  Details LinkedIn Sales Navigator ~ Related
~
&1 Follow up mail
Step 2
Send an email with a request to schedule an appointment AV
™ Send call summary and the link to product one-pager to the customer N
Step 3 &l o
£
c
S
28
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yi
“cause I"m late for another meeting.

P gUALE LU L

Call summaries

& o () Refresh € Check Access B Collaborate 7§ Add to Marketing List .

Jeremy Johnson

7 el Read-only: You don't have access to edit this record.

0200  No problem, |"ll send you the invite
and you can forward it to her.

Customer
07/01/2021 « 7:13 AM + 1m 30s

Halle Griffiths - saved

Lead - Sales Insights

Jeremy Johnson

| appreciate your time. Have a great
day.

Trade Show Warm  New  Jeremy Johnson

Lead source Rating Status Owner

Closing
Customer

Summary Relationship Analytics  Details Linkedin Sales Navigator ~ Related fye:

|4 <4 > Bl

Up next (0 {J: Tip: Catgh up on last analyzed calls ()

Il
$ —(O)- 00:00/ 02:10

J

Sequence: Contoso Intelligent Coffee Machine launch

call . Overview Summary Action items
) s all summaries
£ Follow up mail S
Highlights
Step 2 = Due by 3/9/2022 6:07 AM ° Costormer
Send an email with a request to schedule an appointment N 07/01/2021 = 7:13 AM = 1m 30s
=] Fmawleuggmtmmh
?
= Email @ Mark i Jeremy Johnson to send email.
mai ark compilete e
Transcript R search
v
< > 01:21.83 * 5 Customer
00:05  Hello.

©2022 SYSCOM GLOBAL SOLUTIONS INC. All Rights Reserved. 29



Dynamics 365D EEE 1% = pA1E $ SYSSOM

N—=TT74>7
e NRRZ—H—E 2

N=TT127 BEHIE (A-Ltera-) EATHE—F | o= RH—EZ
DRV SSTEE | mainmE EA— 5L Ly Uit . {EiETE
CUTEER |- mwes FL=F v >R ILRS ML ah e .Y —zEE
COATR=TTAY L e WEDHEBA Fyvy bRy b . RHTa-—-Uvy
L s sy ||t RELDERE FLy OB EHEERY . ENALTTY

g - BE/FHEE R EIE . HECRIEED

= — s ENAILEZHE BEj—FTa>7 - EEEIRE

X |
C AR FRAEE
éj N—RIIBEEI T —I X2k r>

| ]| Il I1 Il |

Dynamics 365 777 —> 3> BHREE (Power Platform)

kit e LEX SazZT—>3v TIE=X—T v hXE



YEEZR—-2)0EERALEA

e C O 8 hty ontosocoffeecss powerappsportals.com i = =

A | Forums Sign in

Celebrating 25 Years!

Since 1995, we've been dedicating ourselves to brewing
perfection with the highest in-industry customer care
team for our at home and commercial customers.

Search Knowledge Base

Watch tutorials on how to troubleshoot issues
with your Contoso machines, and get tips and
tricks from our technicians.

For Customers who want to update an open
Contoso case, please have your case number
available.

Create a case> Contoso Tutorials >

You can view the status of
in your Orders by selecti
Return/Refund Status.

Loyalist members may redeem points as a
statement of credit through the members
portal.

Let's Chat!

We're Online
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Dynamics 365

Customer Service Hub

mr Home

@ Recent N
% Pinned g
My Work

I Y& Dashboards

@ Activities

Customers

Accounts
R Contacts

Social Profiles

Service

ﬁ Cases
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Il Show Visual Filter

Tier 1 Dashboard ~

Active Cases

oo

1016 - Modified On

No display on coffee maker LEI
The wiring connecting the LE...

n Progress W
High Problem Phone

renzo Russo

oreE o

@ Loose Brew Valve in Smart Grin

Sara Perez

A Airpot has tainted Loose Brew '

ONS INC. All Rights Reserved.

N’ Show Global Filter &8 Switch to Tile View

Filtered

My Resolved Cases Filtered
5 v Modified On - 8=

High

Lamille Cartier

@ Loose Brew Valve in Smart Grin

Problem Solved SN

Phone

High :—:;‘:]ll.-t‘-\! Web

Camille C;

@ Loose Brew Valve in Brew 300

Problem Solved N

High Question Phone

Camille Cartier

a Cafe 5-200 Semiautomatic has

-+ New ./ Set As Default

My Activities

3\

Emai

Emai

() Refresh Al

This Quarter 01/01/2022 To 31/03/2022

Unfiltered
Last Updated =
MNormal
Open b
MNormal

How To Replace Contoso LED ¢
Mo display on coffee maker LEC

Open T

Norma

FW: Coffee machine led panel «
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Customer Service Hub

Wk, Hide Visual Filter

Tier 1 Dashboard v

Cases by Priority

S Show Global Filter 58 Switch to Tile View - New + SetAsDefault () Refresh All

This Quarter 01/01/2022 To 31/03/2022

Case Mix (By Origin)

' . ® Email @ loT ’hone @ Web
3 b - e -. . _"a
204 68 |
. 744
High Low Normal
’ Customer Service Hub /D Search
Active Cases Filtered My Resolved Cases
& B ET () Refresh [ Add to Queue B Queue Item Details B2 Emailalink &5 Collaborate £ Convert To .
1016 v Modified On ~ i 5 \_1/ Modified On -~ Ao IEI Read-only: You don't have access to edit this record
High Problem loT High Phone No display on coffee maker LED panel - saved High  18/03/2022 05:48  InProgress  Camille Cartier
Camille Cartier Camille Cartier ’ Case - Case v Priority Created On Status Owner
) ) & O,
loT Alert to Case :
Active for 20 hours < Identify Research Resolve (19 Hrs)
Summary Knowledge Articles  Enhanced SLA Dé'tails  Related
(=] Resolve in v | Na Statt I Tim Warr il |
59d 9h Om 22s Resolve By KPI In Progress 17/05/20220...  19/03/20220.. 1
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ustomer Service workspace 2 search 90%

¥ Omnichannel Agen... ¥ Omnichannel Ongo... Omnichannel Intraday... I Customer Service historic... X +

Summary Agent Topics Last updated
11/1/2021 317 4
Key insights discovered

KPI insights [_'l:opics to watch

3 There was a 14.2% decrease in CSAT for Low priority cases Coffee machine doesn't work

; . : #1 Volume Driver, #3 Negative CSAT impact, 32 Mew cases
3 There was a 87.5% volume drop in the Email channel.
= ; - 5 ETeiia Customer cannot sign in on Mobile
A Average open case age in Contoso Coffee Support is 21.2% more than all other queues.
- *#3 Violume Driver. #2 Negative CSAT impact. 23 New cases

Customer's membership suspended

#2 Violume Driver, #1 Negative CSAT impact, 24 New cases

Duration Channel Queue Agent Tim
Last e Days ’ All All g All S G
B2 2/18/2022 - 3/19/2022
Incoming cases Active cases Escalated rate Avg. resolve time (hrs) Avg. CSAT

168 e 115 80.7 4.3

-442% W -409% ¥

e}
L
n
f
»

16% A 00% W
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Customer Service workspace L Search
¥ Omnichannel Agen... & Omnichannel Ongo... Omnichannel Intraday... 0 Customer Service historic... X = -
Summary ,E.'genf Tﬂp;{s Last updated
—_— 11/1/2021 317 AM
®Resolved @ Active ® Cancelled ® Phone ®Web ® Facebook @ Twitter b
1.9% 3.0%
B
g 10 el
o
E J33%
B 7
= 31.0% 57 1%
v}
Fely 12 Feb 20 Feb 22 Fek 24 Feb 26 Feb 28 Mar 02 Mar 04 Mar 05
Open cases by priority Open cases by case age Avg. CSAT trend Avg. survey sentiment trend
® Normal ®High ®Low - 100%
] . 77.7%
11.5% ﬁ 0 3 4.3 E i E— r '-_[
o - Ry = . \
2 A 1.8 - o \
17.3% E g 313 g 50% 57 0%
-
. &
, . __ 3
E
71.2% <1Day 1-3 4-7 1 Week
-1 Kk 0%
Dﬁ}fs Da"ﬁ P M., Feb 20 Feb 27 Mar 06 Fab 20 Feb 27 Mar 0
Caze age desonption
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