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Key Features of Avanade AWS Connect Accelerator

Inbound / Outbound Call

Built on D365 CIF, it links every
Communication channel to build a
seamless customer journey.
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+1 415-975-4409
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Jason Marovsky

AWS Capabilities

AWS contact center capabilities
allows IVR configuration, queue-
based routing, call recordings, chat
transcripts and many more features
to customize and configure.
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Customer Ildentification

Detection scripts automatically
identify incoming callers and
surfaces all relevant data for that
customer in the CSA's dashboard.
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£ Welcome - Jenie Kim

Jennie Kim
Contact

Contact for Multisession e

What's New Summary Details  Related

GENERAL INFORMATION

18652804159

P from:
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Channel Integration Framework

Microsoft
Dynamics 365

5 —

D365 Model Driven Apps

Channel Integration
Framework Adapter

Cloud

3 Channel
Channel Provider APIs

Providers

Cloud to Cloud
Extensible Framework
to integrate third
party channel
providers with D365
Model Driven apps

Set of APIs (methods,
events, and protocols)
that enable developers
and partners to build
immersive
communication
experiences

Configure the
channel in the
model-driven app so
that agents can
access and serve
customers
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CIF Version 1

For single-session Dynamics 365
model-driven apps, such as:

* Dynamics 365 Customer Service
* Dynamics 365 Sales

* Dynamics 365 Project Service

* Dynamics 365 Field Service

CIF Version 2

* For multi-session Dynamics 365
apps, such as Omnichannel for
Customer Service and Customer
Service workspace.

» Enables agents to simultaneously
work on multiple sessions catering
to different customers on different
channels, where each session can
belong to different channel provider.
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Personas

CUSTOMER AGENT
4 N 4 N
* Is a Registered Customer. * Gets a call from Jennie and accepts it.
 Is facing issues with installing new updates * Is able to view Jennie's information as soon
for Axis Smart Oven App. as he accepts the request and see how

many times, she has connected with

« Connects via chat and Provides Unique ID service center in past 7 days.

for verification.
e Jason shares an email with Jennie with

details to help her with installation.

——
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Inbound call user journey

CUSTOMER AGENT

IVR is triggered IVR guides the Agent provides the Call recordings
Customer automatically and customer through Call is diverted to product information are stored in
initiates a call identifies the customer the available options the available agent to customer S3 Bucket

¢) (®) [« " L
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Call gets Customer hears a Customer selects Agent accepts For tracking purpose, call
connected via AWS welcome message ‘connect with agent' the call details are stored as
phone call activity in CRM
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Outbound call user journey

CUSTOMER AGENT

Agent navigates to customer Customer answers System notes that this is an
page and clicks on the ‘Dial the call and provide outbound call and stores this
on mobile phone’ option relevant information data as Phone call Activity
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AWS connect Agent helps customer for
triggers call to resolution of their issue
customer and call is disconnected
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Chat User Journey

Customer sees a new

product and connects with Customer identification
customer service centre is performed using
via chat bot from Website Client Unique ID

\4 £

Agent resolves

customer issue

|

Customer provides the Customer is directed

Client ID for verification
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to an agent

CUSTOMER

AGENT

Chat Transcripts are
stored in AWS - S3 Bucket

For tracking purpose,
chat details are stored
as phone call activity

000

&

Recent chat transcripts
and call or chat count for
past 7 days will be
displayed on contact form
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CSA Dashboard

 Easy Accessibility tools

e Customized screens for
each CSAs

e Auto identification of
customers and cases that
needs attention

# Customer Service Agent Dash...

B saveAs -+ New Vv

+

X Clear Default () Refresh All

Customer Service Agent Dashboard v

Members With High Risk

v Member v
Jennie Kim
Amit Shah
Amit Shah
Jennie Kim
Nishant Srivastava

Nishant Srivastava

Case Title ™ Case Num...

Microwave Issu CAS-0101...
Case for Jennie CAS-0101...
High risk interv CAS-0100...
Demo case 1 CAS-0100...
Demo Case CAS-0100...

Issue with mon CAS-0100...

| Origin v

Chat

&5 avanade

Risk Level
Normal
Normal
High
High
High

High

-+ New Case

Filter by keyword

Created On | v
12/21/2022 5:05 P...
12/15/2022 443 P...
8/4/2022 8:03 PM
12/2/2021 6:16 PM
12/2/2021 6:01 PM

9/8/2021 2:28 PM
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Inbound and Outb

+ System automatically
identifies the customers for
incoming calls and presents

all relevant information in
the dashboard

* All outbound calls are
auto recorded as phone
call activities

ound Calls

4L
+ New

A Welcome - Jennie Kim

Save @ Save & Close

Jennie Kim - saved

Contact ~ Contact for Multisession experience -

What's New  Summary Details Related v

GENERAL INFORMATION

First Name*

Jennie
Last Name*
Kim

Account Name

Mobile Phone

14152367555

Fax

14159754409
Avanade AWS Connect

[® Deactivate

“{z Connect ‘ W

TIMELINE

Timeline

0 Search timeline

& Enteranote

@ Modified on: 4:10 PM

8 phone Call from: Fl Jennie Kim A,
Active
Default Subject. Please update it.

View more

@ Modified on: 11/8/2022 6:00 PM

% Phone Call from: & Jennie Kim

8,
Active
Default Subject. Please update it.

Jiew more

&5 avanade

= Add to Marketing List

R, Assign [l Delete

B 00055 @ recorting  © posive

4 Transcript

upgrade.
@ Absolutely, let me connect you to our
membership team to discuss your options.

@ Jeff is a Gold tier customer looking to-
discuss membership options.

Hi Jeff, good to hear from you. My name is
Adi. Thank you for being a gold subscriber
for the past two years. Were you interested
in learning more about the other tiers?

o I've loved my contoso coffee subscription.
So far. | have a couple of family members
that also want to join and | wanted to see if
upgrading to a family plan would save me
money

() Refresh

Absolutely, let me look at your current plan.

Q Check Access 1 Share

© Customer Summary
@ Copy URL

New Conversation
Conversation * Customer summary

Details

[ Jeff Comstock

Jeff Comstock

Seattle
5 jeff.comstock@outiook.com

£ Phone

Conversation summary

Phone call details ~ Skills

+14854892910

Number

Conversation details
Engagement channel  Voice call
Waiting time 1 secs

Queue Gold membership help
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Multitasking

» Agent can connect with
multiple users at the
same time

» Seamlessly switch
between calls, chats and
customer profiles

Avanade AWS Connect —_

I @ Customer Customer
® 0053 @ 00:48 ®© 0014 @ 0014
‘lb Tt 3 Trates:,

You are now being placed
in queue to chat with an 9:02 PM
agent.

Read

Type a message and press enter to send

o] & o

° Visitor
2 v
.

Conversations [ ] L 0O

Yesterday

§ @ Rene Valdes

I hi

Queue: Persistent Chat Pick

Susan Burk
(2 vou: hi
Queue: Communal Teams Queue

Nancy Anderson
@ You: MSFTCapture PNG
Queue: Persistent Chat Pick

Susan Burk

(3 can you transfer it back to Jessie?
Que ommunal Persistent Chat Queue
& Live chat « Active « Tue 9)

Patrick Sands
(3 You: hi Patrick

Queue: Persistent Chat Pick
® Live chat « Active * Tue 5,

This month

ou: live chat

Last updated at 9:47 PM

ﬂ PATICK SAnas
00:09:35

@ from Patrick

&5 avanade
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Interaction History

« Recent chat transcripts and
call/chat details displayed
on contact form

» Customized reports for all
calls, chats and interactions

Timeline

[ Search timeline
je

& nteranote.

@ Modified on: 9:03 PM

% Phone Call from: & v B
[ Jennie Kim  Active

Default Subject. Please update it.

View more

@Mnd\ﬂed on: §:57 PM

% Phane Call from: & v B
£ Jason Marovsky

Active

Default Subject. Please update it.

View more

& Auto-post:

Case Microwave Issue for contact Jennie Kim

@ Modified on: 8:40 PM
= =

Call Count: 11
Chat Count : 4

SYSTEM_MESSAGE: Hi, Welcome to Oltiva.

BOT: Please provide your Client ID.
Customer: 54321

BOT: Please provide OTP for further
verification.

Customer... read more

SYSTEM_MESSAGE: Hi, Welcome to Oltiva.

BOT: Please provide your Client ID.
Customer: 54321

BOT: Please provide OTP for further
verification.

Customer... read more

Phone cal rom:

SYSTEM_MESSAGE: Hi, Welcome to Oltiva.

BOT: Please provide your Client ID.
Customer: 54321

™

&5 avanade

Linked records  Contact

Timeline
£ search timeline
Enter a note..

'3 Auto-post on Incorrect order delivery
Case: Created by Contoso Coffee’s Phil f

9/14/20

= Note modified by Matias Leal
Order delivery notification (Order ID: AQR..
Mae has received an order of Contoso Da...

P oo

Note modified by Matias Leal
Mew order for Cantoso Light Blend (Order...
Mae has requested an order of Contoso L.
9/2/2020 8:31 AM
%2 Phone Call from Alex Allman
Congratulations call on Gold status

Closed 4/21/2020 1:19 PM

[£] Task completed by Alex Allman
Follow-up for Gold status
Closed

'3 Auto-post on Gold status upgrade
Case: Created by Drew Ferch for Contact

4420, M

= Auto-post on Inquiry for coffee deliver...
Case: Created by Drew Ferch for Contact

4/20/2020
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Thank you
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