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CHALLENGES OF CUSTOMER EXPERIENCE 2020

What is the most frustrating aspect of a poor customer service experience?*

Difficulty reaching or inability to The representative lacks the Having to repeat or provide my
reach a live agent knowledge or ability to resolve my information multiple times
issues

* https://info.microsoft.com/rs/157-GQE-382/images/EN-US-CNTNT-ebook-2018-State-of-Global-Customer-Service.pdf
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DIGITAL TRANSFORMATION WITHOUT DATA?

Digital transformation

. . . Telephon
progressing in every industry UC Services Net?/vorky Mobile Data
networks
"The effects of digitalization are
very or somewhat significant to
our business”
» Large enterprises: 92 %
» Midsize organizations: 84 %
Digibarometri survey 2019 BLACK BOX COM M U N ICATION

“We utilize analytics on big data
in our business”

. Zirg; enterprises in Finland: Customer Supplier

» Midsize organizations in ; ’% F ’%
Finland: 24 % R

Eurostat ICT usage in
enterprises survey 2018
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IT'S TIME TO MODERNIZE TALKING

UC Services
Microsoft >
Dynamics 365 «—

Telephony
Network

BENEVOICE FOR
DYNAMICS 365

Mobile Data
networks

BeneVoice for Dynamics 365

» Advanced customer service
features

* Switchboard tools & PBX
functionality

* Mobile telephony

* Unified availability

* IVR & notifications

* Intelligent call routing

* Call recording

* Call backs

* Number manipulations

Dynamics 365 Platform

* 360° view on customers
* Analytical capabilities

*  Workflows & automation

- Advanced CRM capabilities
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COMPLETING THE DYNAMICS 365 OMNI-CHANNEL OFFERING

Benemen completes the Dynamics 365 Omni-Channel offering by bringing in voice calls and call queue management accompanied with full
operator infrastructure for mobile and fixed line subscriptions and traffic

BB Microsoft

B Dynamics 365

N
“
*
“
*

o8
.
.
.
.

Mobile
messaging
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GLOBAL FIXED LINE AND NORDIC MOBILE
TELECOM CLOUD

Intelligent voice, call All devices, Uls and
queue mgmt & routing connectivity embedded

BB Microsoft
M Dynamics 365

E-mail [;%

‘e
‘e
o

Community
Social di
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BENEVOICE FOR DYNAMICS 365 - HIGH LEVEL FUNCTIONALITIES

N K Incoming
\ Calls

: - Click to call
\\’ Outgoing - Register activity in D365

N\, Calls - All outbound calls from all devices registered in D365

Reporting & Business - Creating / updating records in D365
Intelligence - Attach call recordings to D365 records
.II - Enrich Unified Communication reporting with D365 data

6 benemen
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BENEMEN INTELLIGENT ROUTING

SR
= P

prospects
\)
\

Employees O
n

BeneCloud
intelligent routing

Microsoft
Dynamics 365

Intelligent routing based

on contact identification

mmmmeend  Overflow to other offices

Company wide resources

VIP

High Sales Potential

Customer Service

Language

Location

Business function XYZ

Route calls to the right target based on customer
information

Utilization of existing customer data in
intelligent contact routing
» Right service pools
« Straight to the right person or
department

All existing data can be used
* Segments
*  Churn-models
» Directions
* Transaction types
» External information

Minimization of worthless contacts

IVR passing

Right resources — better quality

Lower delay — better customer experience
Accurate reporting

Amount of handled contacts within shorter
time

benemen
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BENEVOICE FOR DYNAMICS 365 - INBOUND CALLS 1/2

Incoming calls - INBOUND

Screen pop-up — Pop-up D365 customer information based on a number
Open the customer in D365

The Benemen API tells D365 which a number is dialed

Data exchange

D365 application pulls up the right account and offers the
agent ability to create a new interaction record

8 benemen
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BENEVOICE FOR
DYNAMICS 365 - ' | s I W WA
INBOUND CALLS 2/2 '@ o AT -

Tabi  Relabed

by Actose Artounti f

TIMAELIME

Tormeelrw

Agent can see the received customer data
in D365 and what previous actions have
been taken.

9 benemen
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BENEVOICE FOR DYNAMICS 365 - OUTBOUND CALLS

Click to call

Register activity
in D365

Make a call
straight from
the D365 Ul

Use embedded
softphone to
handle a call

Update D365
records based
on call results

My Actors Accounts . F

Rire & foedicom + Mew [ Peartioes B foenpg |
& i o = Pekka Test
= Contact - Contact Paw WYL e L T
» Bales Sarvice b Summary Detals Conflicts Tab  Related
Ty i G e »
3 : B LT GEMERAL INFORMATION TIMELINE
trEl Wame® Tomwlre
Pekn L Sparcn Rscords

ﬂ, w3 Murtg-post on Pekic Test
Contact Created By Dy One.




BENEVOICE FOR DYNAMIC 365 -
REPORTING & B (= — —

Mﬂ“ﬂhfﬂml\nr

Reporting & Business Intelligence .|||“||. B PO NG| e
Creating / updating records in D365 — KN KN KN N E - CHCNC - O

Attach call recordings to D365 records

-

- Which customers did we communicate with most?

Merge Business Data - Who from our company spoke with which customer?

with Telephony Data

- Where calls to customers really made successfully?

,/—s
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BENEVOICE FOR DYNAMICS 365

LATER

WAVE SPRING 2021

WAVE OCTOBER 2020

Support for Dynamics 365 frameworks Native D365 callback functionalities Enhanced availability handling
, with and without Omnichannel : : - (Presence between Dynamics
BB Microsoft functionalities SD?ggtv\r/gLrJI’gc?ogwconflgurablllty through Omnichannel and BeneVoice

W& Dynamics 365 voice channel)

Embedded browser phone

Native D365 call recording handling Omnichannel case and activity
Automatic enterprise call records O
BENEVOICE . | Pr! Native D365 Dashboards for all handling improvements
FOR Call recording control omnichannel (including voice) role- Improved Al/ Robotics

based use cases

Call records accessible through D365

DYNAMICS :
: - Improvements on real-time data
365 List based callback capability handling (details, callbacks, enterprise

calls)

Real time streaming APl VoiceStream API
enabling call content analysis/analytics

Roadmap and release plan information is subject to change without prior notice

/ﬁ
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VALUE FROM BENEVOICE FOR DYNAMICS 365

ADDING VOICE TO
DYNAMICS 365 WILL

BRING PRODUCTIVITY

AND COST SAVINGS

*  No-more silos - one platform for
all engagement in all channels
} with the customers

* Intelligence, automation and
workflows reduces manual work

* Enables to deliver world-class
customer experience

CREATING GROWTH

THROUGH
COMMUNICATION

Enterprise calls will give an in-
depth understanding to all of
the voice interactions between
the company and the
customers

Helps to recognize differences
in engagement — where is the
most potential or required
more attention

EMPOWER THE REMOTE
WORKING MODEL

Fully cloud based, no
installations or software
required

Easy and intuitive to learn
and start to use

Real-time analytics gives full
transparency to the activity
levels

/—s
benemen
&—/’



WHY NOW IS A GOOD TIME?

Other channels like email or chat are
harder to compete in

Complex and challenging situations
affects customer experience the most
and voice channel is the best channel for
handling these situations

Strategies don't mean anything for
the customer, a human interaction
does

Technologies are
«more‘advanced
‘than business

;\i\proces\ses
\
\ \

. :
\ —
—

Modern technical solutions are mature,
available for fast implementations and
powered features that will bring savings
and effiency quickly
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