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The Business Problem

No Accountability & 
Traceability

Participation & Collaboration of 
Internal Teams & Partners

Duplication of Efforts

Ineffective 
Communication

Unable to TrackDisconnected
Systems & Complex 
Integrations

Inception of Digital & Social
Communication Channels

Agent Skills & 
Productivity

Lack of Visibility
Dynamic Business Operations

Difficult to Measure

Long Resolution 
Time & Lost 
Issues
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Collaboration by providing a 
common thread for tracking 
communications and 
workflow to get everyone on the 
same page

Visibility by providing the 
Stakeholders a common view 
to understand the 
context of their participation

The Solution – UNFYD® LINK

03

01 Streamline business 
process & reduce duplication 

of efforts

Accountability and 
tracking for people and 

groups involved

04

02
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UNFYD® LINK - Snapshot
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§ Bring the power of collaboration to business process
§ Build relationships with customers, not messages
§ Involve the right person at the right time
§ Bring everyone together – Teams, Customers, Partners, Suppliers…
§ Track the processes and interactions in a common dialogue
§ Ensure Service Levels across business attributes
§ Workflow based, business rule driven interaction management system
§ Communicate through various digital channels
§ Build a strong knowledge base to improve agent skills & productivity
§ Customize the business processes at any time through configurations

Snapshot
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Features

01

Platform Case Management Process Automation

+ Client Management –
Accounts & Contacts

+ Partner/Vendor 
Management

+ Product Management
+ Agents & Teams
+ Multi-Channel
+ Process Customization
+ Multi-Tenancy
+ History & Audit Tracking

+ Case ID Management
+ Case Classification
+ Interaction Management
+ Interaction Templates
+ Attachments
+ Configurable Business 

Attributes
+ Service Contracts
+ Multi-Channel 

Notifications
+ Business Hours
+ Case Search Engine & 

Filters

Collaboration

02 0503 04

+ Configurable Business 
Rules

+ Business Rules Based 
Workflows

+ Auto Case Assignments
+ Auto Case Updates
+ SLA Reminders 

/Escalations
+ Email Incorporation
+ Email Commands
+ Customer Feedback

+ Agent & Customer Web 
Portals

+ Mobile/Tablet Apps
+ Knowledge Base
+ Categories & Article 

Management
+ KB Search Engine
+ KB Article Views, Likes & 

Dislikes

Analytics

+ Standard Reports
+ Business Configurable 

Reports
+ Real-Time  Web/Mobile 

Dashboards
+ Business Insight Reports
+ Reports Scheduler
+ Print & Export
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Key Capabilities

Case ID Management
Case Auto Response 
Interaction Management
Configurable Business 
Attributes
Multi-Channel 
Notifications
Dynamic Case 
Management
Customer & Case Mgmt. 
with complete history

Integrated Social Media 
Channels
Case resolution through 
Social Channels 
Social Profiles for 
Accounts & Contacts
Social Media 
Conversations related to 
Case 
Channel includes Social 
Media options 

Agent & Customer Web 
Portals

Single Agent desktop 
unifying 
communications
Mobile/Tablet Apps

Collaborate with CRM 
Applications
Collaboration with 
extremal parties 
CTI Integration

Client Management –
Accounts, Contacts & 
Requestors

Partner/Vendor 
Management
Full view of Customer 
with Multi Channel 
strategy
Agents & Teams

Process Customization
Multi-Tenancy

Case life-cycle 
Management

Multi Channel 
Platform CollaborationSocial Ticketing 
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Key Capabilities

Effective role 
engineering 

Role hierarchy that 
matches corporate 
structure 

Role based access 
management 

Map Roles to Modules 
and Features 
Multiple Roles to Agents

Facilitate Omni Channel 
customer service with 
Case Routing Engine 

Insight from real time 
customer data & 
analytics 
Orchestrate 
Agent/Customer/Partner 
journey integrating 
communication 
Channels 

Consistency & Agility 
with Knowledge 
Management 

Self Service KB System

Categories & Article 
Management

KB Search Engine 
KB Reviews & Ratings 

Involve participants in 
design of knowledge 
base

Business rules to 
determine process 
routing 

Rules designer 
Business rule based on 
Case type 
Business rule based on 
Service Contracts
Ability to Mapping 
custom parameters to 
external sources

Security & Roles 
based  Control Rules Management Knowledge 

Management
Agent/Customer/Part

ner Engagement 
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Why UNFYD® LINK

Rapid & efficient problem resolution
Better accountability and tracking
Visibility to all parties involved
Service level adherence
Reduce cost of resolving multi-step interactions
Avoid duplication of efforts
Sophisticated process automation
Service quality & consistency
Scalability & reliability
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Functional Flow

Collaborate with other 
departments or internal 

resources

Bring in partners or 
external resources

Bring in Customers at 
anytime to view updates or 

to work on the request
Agent completes the 

request

Assign a tracking 
number

Automatically  classify 
and route the request

Traditional Channels

Customer submits a 
Complaint/Request/Feedback/Query

Resolution of the 
Case

Social Media
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Roles & User Interfaces

Agents

Collaborators

Partners

Admin

Employee
s

Contacts

Customers

Custom Role

External Support Portal

Email

Internal Support Portal

User Interface

Create/Update Cases
Create/Update Cases

Create/Update Cases

Create/Update Cases
Email

User Interface
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Deployment Architecture



©UNFYD®COMPASS. All Rights Reserved.

Use Cases
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Case Management – Agent Case Creation

Notification Engine

Customer Login to Internal 
Portal/App

Creates a 
Query/Incident/Problem/F
eature Request

Workflow Engine 
Routes The Case

Agent Requests for Clarifications/More Info

Customer  Provides Clarification/Information

Auto-AcknowledgementCase Update Notification

Agent Provides Solution
Agent Picks Up The 
Case

Customer Accepts Solution

Feedback Agent Closes The Case

Agent Notifies About 
Query/Incident/Problem 
(Phone/Chat/Message)
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Enriched 
UI/UX
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Dashboard
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Active Cases
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Past Cases



©UNFYD®COMPASS. All Rights Reserved.

Assign To
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New Case
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Contact - Cases
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Contacts
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Merge Cases



©UNFYD®COMPASS. All Rights Reserved.

Respond to Case
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Reports
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Solution 
Snapshots
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New Case Created By Agent 
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Case Creation Notification to the Customer
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Business Rules Configuration for Routing
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Case Routed to Respective Team - Business Rules
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Agent Assigned Request 
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Case Assigned Notification to the Agent
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Agent – Picks Up The Case
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Case Attributes
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Agent Adds Interaction
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Agent Interaction Notification to Customer
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Agent Adds Interaction
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Agent Updates the Case Status
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Agent Updated Status Notification to Customer
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Administration 
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Send Notifications Based on Business Rules
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Service Contract Rules
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Reminders and Escalations
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Administration – Roles & Permissions 
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Administration – Email Notifications
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Case Created by Customer Via Web Portal
Customer facing a 

problem with 
product

Raises a Case through 
portal

Captures:
q Product type
q Problem with product
q SLA 

Generates a Unique ID 
to a request for future 

tracking

Workflow Engine & 
Rule Engine analyses 
the parameters from 

web form

Resource Allocation
q Skills
q Product Mapped

One of the resource 
will accept the request

Customer receives an 
alert mail that states 

resource was allocated 
on task
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Email Use 
Cases
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Case 1 - Existing Contact & New Email

Contact
santosh@tcs.com

Support Email
smartserve@smartnapp.com

Existing Contact sends an email to 
the common support email ID

1. Contact exists?
2. Subject has an existing Case ID?

Create a new Case and associate 
it with this Contact

1. Yes; 2. No

If Contact’s Account = TCS Then 
route the case to TCS Workgroup

TCS 
Workgroup

HDFC Life 
Workgroup

TBSS 
Workgroup

Workgroup 
N

mailto:smartserve@smartnapp.com
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Case 2 - Existing Contact & Existing Case

Contact
santosh@tcs.com

Support Email
smartserve@smartnapp.com

Existing Contact sends a follow-up 
email to the common support 
email ID with Case ID in Subject

1. Contact exists?
2. Subject has an existing Case ID? Add an Interaction to the Case

1. Yes; 2. Yes

Notifications on Portal & Email to 
Case owner & collaborators

TCS 
Workgroup

HDFC Life 
Workgroup

TBSS 
Workgroup

Workgroup 
N

mailto:smartserve@smartnapp.com
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Case 3 - New Contact & New Email

Contact
apurva@hdfclife.com

Support Email
smartserve@smartnapp.com

New Contact sends an email to the 
common support email ID

1. Contact exists?
2. Subject has an existing Case ID?

Create a new Case and 
associate it with this contact

1. No; 2. No

If Contact’s Email ID Domain = 
hdfclife.com Then route the case to 
HDFC Life Workgroup

TCS 
Workgroup

HDFC Life 
Workgroup

TBSS 
Workgroup

Workgroup 
N

Create a new Contact 
without mapping any 
Account (to be mapped 
manually)

mailto:smartserve@smartnapp.com
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Case 4 - New Contact & Existing Case

Contact
apurva@hdfclife.com

Support Email
smartserve@smartnapp.com

New Contact sends a follow-up 
email to the common support 
email ID with Case ID in Subject

1. Contact exists?
2. Subject has an existing Case ID?

1. No; 2. Yes

TCS 
Workgroup

HDFC Life 
Workgroup

TBSS 
Workgroup

Workgroup 
N

Create a new Contact 
without mapping any 
Account (to be mapped 
manually)

Add an Interaction to the Case

Notifications on Portal & Email to 
Case owner & collaborators

mailto:smartserve@smartnapp.com
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Case 5 – Agent & New Email

Agent
sreenathv@smartnapp.com

Support Email
smartserve@smartnapp.com

Agent sends a new email to the 
common support email ID

1. Agent exists?
2. Subject has an existing Case ID?

Create a new Case mapping to a 
dummy Contact

1. Yes; 2. No

Notifications on Portal & Email to 
Case owner & collaborators

TCS 
Workgroup

HDFC Life 
Workgroup

TBSS 
Workgroup

Workgroup 
N

mailto:smartserve@smartnapp.com
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Case 6 – Agent & Existing Case

Agent
sreenathv@smartnapp.com

Support Email
smartserve@smartnapp.com

Agent sends a follow-up email to 
the common support email ID with 
Case ID in Subject

1. Agent exists?
2. Subject has an existing Case ID? Add an Interaction to the Case

1. Yes; 2. Yes

Notifications on Portal & Email to 
Case owner & collaborators

TCS 
Workgroup

HDFC Life 
Workgroup

TBSS 
Workgroup

Workgroup 
N

mailto:smartserve@smartnapp.com
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Case 9 – Collaborator & New Email

Collaborator
senthil@smartconnectt.com

Support Email
smartserve@smartnapp.com

Collaborator sends a new email to 
the common support email ID

1. Collaborator exists?
2. Subject has an existing Case ID?

Create a new Case mapping to a 
dummy Contact

1. Yes; 2. No

Notifications on Portal & Email to 
Case owner & collaborators

TCS 
Workgroup

HDFC Life 
Workgroup

TBSS 
Workgroup

Workgroup 
N

mailto:smartserve@smartnapp.com
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Case 10 – Collaborator & Existing Case

Collaborator
senthil@smartconnectt.com

Support Email
smartserve@smartnapp.com

Collaborator sends a follow-up 
email to the common support 
email ID with Case ID in Subject

1. Collaborator exists?
2. Subject has an existing Case ID? Add an Interaction to the Case

1. Yes; 2. Yes

Notifications on Portal & Email to 
Case owner & collaborators

TCS 
Workgroup

HDFC Life 
Workgroup

TBSS 
Workgroup

Workgroup 
N

mailto:smartserve@smartnapp.com
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Business 
Intelligence
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Case Summary Dashboard
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Case Volume Trend
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Case Volume Trend
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Agent Interaction Summary
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© 2020-2022 SmartConnect Technologies. All Rights Reserved

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of SmartConnect Technologies & its affiliated company.
The information contained herein may be changed without prior notice. Some software products marketed by SmartConnect and its Partners contain proprietary software components of other
software vendors. National product specifications may vary.
These materials are provided by SmartConnect and its affiliated company for informational purposes only. Without representation or warranty of any kind, and SmartConnect or its affiliated
companies shall not be liable for errors or omissions with respect to the materials. The only warranties for SmartConnect or its affiliated company products are services are those that are set forth in
the express warranty statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional warranty.
In particular, SmartConnect or its affiliated companies have no obligation to pursue any course of business outlined in this document or any related presentation, or to develop or release any
functionality mentioned therein. This document, or any related presentation, and SmartConnect or its affiliated companies’ strategy and possible future developments, products, and/or platforms,
directions, and functionality are all subject to change and may be changed by SmartConnect. or its affiliated companies at any time for any reason without notice. The information in this document
is not a commitment, promise, or legal obligation to deliver any material, code, or functionality. All forward-looking statements are subject to various risks and uncertainties that could cause actual
results to differ materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, and they should not be relied upon in making purchasing
decisions.
SmartConnect & its products and services mentioned herein as well as their respective logos are trademarks or registered trademarks of SmartConnect (or its affiliated company) in Singapore, India
and other countries. All other product and service names mentioned are the trademarks of their respective companies.

SmartConnect
Innovate | Transform | Enterprise
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Srikanth	SESH
Talk:		+91	9819712091
sriksesh@unfyd.com

in/sriksesh
sriksesh

mailto:sriksesh@smartconnectt.com

