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Imagine better care

“It takes 12 positive experiences to make
up for 1 unresolved negative experience”

—Ruby Newell-Legner, Understanding Customers

“70% of buying experiences are based on
how customers feel they are being treated”

—McKinsey
“Of the people you fail, you will lose 65% of
their potential revenue within the next year”
—SDL
"A 5% increase in customer retention can
increase a company’s profitability by 75%"
—Bain & Co

“76% of consumers say they view customer service as the
true test of how much a brand values them”

—Aspect




Traditional
Customer

) - L 4
= - LN

Trusts Brands

Accepts
Generic Treatment

Values Price

Was Forgiving

Modern
Customer

0@00!

Trusts Each Other

Expects Personalized
Attention

Values Experience

Demands Instant
Resolution

75% of online
customers

expect a reply
within 5 mins

MCKINSEY




Sprinkir + Microsoft
Quickly Scale Customer Experience Anywhere

Q

Sprinkir + Dynamics 365
Deepen customer
engagement with

personalized experiences




How we do it better Positive -/ sprinklr
business
outcomes

Microsoft Dynamics 365 for Care/Customer Serv.

* Case management in Dynamics 365

* Automated workflows and processes :
Reduced time to complete

* Consolidate customer view case resolution

* Leverage customer purchase history and preferences
Cost savings through reduced

. resource from automation and bots
\ -sprinklr
Mitigated risk from product and service
« Identify, respond, and resolve cases in a unified platform at issues outside of earned channels

scale :
Increased sales through service

* Auto-respond to customer inquiries outside business hours

» Real time reporting of NPS, CSAT, and case resolution Improved retention through data

: L driven personalized engagement
« Detect trending product or service issues as they emerge P 898

 Add value to customers and up-sell as part of service ..help to deliver great
interaction customer experiences

* Analyze social data from 25+ social channels,10 messaging
apps




Use-Cases

* Create and update Dynamics cases from social channels and messaging apps

Associate cases with contacts through search or new contact creation

Sync social profile data with Dynamics contacts

Automate case creation utilising the Sprinklr Al powered Intuition moderation model

Set rules to create cases in Dynamics based on keywords

Engage with your audience from Dynamics CRM

Synchronize standard and custom case fields between Sprinklr and Dynamics

Languages Supported

English, French, German, Spanish, Portuguese, Chinese, Italian, Japanese, and Korean



The Sprinklr approach
« Expand reach and provide support to customers across 25+ social channels and 10
messaging apps

* Access a unified view of the customer by integrating social and CRM data, allowing brands
to fully resolve care and support inquiries via the customers channel of choice

« The same standard objects Social Activity and Social Profile, which are used in the Social
Engagement offering of MS Dynamics, are used in this connector

Pre-requisites
« MS Dynamics 365 cloud version 9.0 and above

« Whitelisted Sprinklr IP addresses
* Modern care user seat(s) of Sprinklr for every Dynamics user who want to use this connector


https://docs.microsoft.com/en-us/dynamics365/customerengagement/on-premises/developer/entities/socialactivity
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/web-api/socialprofile?view=dynamics-ce-odata-9
https://dynamics.microsoft.com/en-in/microsoft-social-engagement-transition/
https://dynamics.microsoft.com/en-in/microsoft-social-engagement-transition/
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Flow Diagram

Na sprlnklr \ Microsoft
. ®
V Dynamics 365
- Integration
Ingestion Layer
T -
Al ' Webhooks Stapglarsl Objgcts: Soaﬂ
Sprinklr Intuition : Activity*, Social Profile
34+ Social & Messaging, Listening Moderation !
Q E y ~ i i Case creation/updation
m r@ Automation Engine -+
- . Listening
Social & Messaging
Social Conversation Tab
Publishing <---11 API2.0 Case Response

*Social Activity: https://docs.microsoft.com/en-us/dynamics365/customerengagement/on-premises/developer/entities/socialactivity

**Social Profile: https://docs.microsoft.com/en-us/dynamics365/customer-engagement/web-api/socialprofile?view=dynamics-ce-odata-9



https://docs.microsoft.com/en-us/dynamics365/customerengagement/on-premises/developer/entities/socialactivity
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/web-api/socialprofile?view=dynamics-ce-odata-9

N .sprinklr Downloading and

ooooooooooooooooo

configuring the Sprinklr App
in Dynamics 365



Reach out to your Sprinklr Success
Manager or drop an email at
support@sprinklr.com



\/-sprinklr Adding Social handles in
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Dynamics 365



22: Dynamics 365 \ Service > Dashboards 0 J Q L Y o ? Q

My apps a legacy app and might have features or customizations that aren’t supported in Unified Interface. For best results, create a model-driven app for Unified Interface. X

Home

s -+ New VvV / SetAsDefault () Refresh All
Dynamics 365 — custom

CRM Hub il Customer Service Representative S... v

| & Solution Health Hub

Select Sprinklr from the

Sprinklr Al tive Cases B - Active Cases B4
LA Statt Qu I Ck M e n u d ro p d Own Case Mix (By Priority)
ta available y
. Count:All (Case) . Count:All (Case Title)
2500 2500
2000 1,947 2000 1,945
)
< 1500 E 1500
— o
< =
€ <
3 £
O 1000 3 1000
v
500 500
0 0
(blank) Normal

71 Get more apps

Subject Priority



Dynamics 365 \~  Sprinklr  Sprinkir > Accounts

Accounts

{ Home . . ' .
® All Channels v All Active Inactive Social Messaging Q Y

(® Recen .
' t 7 Account Name Account Type =1 Status Reach 2 . CIICk Add Accou nt

5 Pinned v

@6 Fashion Store Facebook Page Active 4 0 0
Sprinklr .
- Facebook Page Active 0 0 0
|&@ Accounts 1. Select Accounts
Instagram Active 0 0 0
g
%W Sprinklr Configuratio... - -0 We.Retail D Deactivated due to invalid access token, please re-add account Re
[Ql  Social Profiles .
. @ Fa$hionStore Twitter Active 1 1 9
> Social Messages :
* wedotretail Twitter Active 1 3 4

Showing 1 - 6 of 6 Rows



Dynamics 365 \/  Sprinkir  Sprinkir > Accounts

Accounts Add Account ’
{ Home
® Recent v
Add Account ><
s Pinned v esc
Sprinki | Search for the Social Channel
l Accounts
h; Topics Management
dr  Sprinklr Configuratio... aun
G A
[Q Social Profiles
@ Social Messages
Facebook Page Google App Store Google My Business Page Instagram Line
°
In P oy & o8
LinkedIin Company Pinterest Renren Sina Weibo Tencent Weibo

AW Q "« %

aVa

-



Dynamics 365 -  Sprinklr  Sprinklr > Accounts

Accounts ‘ Add Account ’

Home

Add Account <

Pinned v esc

()
®© Recent v
ﬁ

Sprinklr twitter
l Accounts

I} Topics Management

¢ Sprinkir Configuratio... . . .
[Ql SZciaI Profilesg ’ CIICk On the Approprlate SOCIal

@ Social Messages Channel Tile

Twitter




Twitter / Authorize an application - Microsoft Edge

api.twitter.com/oauth/authorize?oauth_token=

g ‘ hionstore

Authorize Sprinkir Prod0 to use
your account?

0

nrinklr annlication for

- Read Tweets from your timeline.

Privacy Policy .
= See who you follow, and follow new people. DRSS PO p-U p Ope nS U p Wherel n yOU
= Update your profile. Terms and Conditions

I — need to authorise Sprinkir App

« Access your direct messages.

- See, create, and manage your advertising data
including:
= Campaigns
= Audiences
- Business and ad account information
= Ad account and user settings
- Creatives and media

Will not be able to:
- See your email address.
- See your Twitter password.




B <1 &g sprinklr_spr/accountMa X Fa$hionStore (@hionstore), -+ v

“— O o 4 | https://demosprinkir.crm.dynamics.com/r

Dynamics 365 Sprinklr Sprinklr > Accounts ‘ Arpit Jain je

Accounts l Add Account ‘

Home

Recent N\
Customer Service Re...
Customer Service Ma...

Customer Service Op...

Customer Service Per...

Customer Servce Re.. After authorisation, you return

Customer SeniceRe.. back to Dynamics 365 tab

Sales Activity Social ...

My Active Cases
Adding Account
Tier 1 Dashboard

#5 Twitter @hionstor...

<% Pinned N

Sprinklir
I B3 Accounts
[ Topics Management

¢ Sprinkir Configuratio...




<] Q& sprinkir_spr/accountMa X Fa$hionStore (@hionstore), -+ v

O o & https://demosprinkir.crm.dynamics.com/ma

Dynamics 365 Sprinklr Sprinklr > Accounts ‘ Arpit Jain je

Accounts l Add Account ‘

Home

Recent N\

Customer Service Re...

Customer Service Ma...

~ Account Details

Customer Service Op...

Customer Service Per...
Account Name «

Customer Service Re...

FashionStoreI

Customer Service Re...

Sales Activity Social ...
Userld »
My Active Cases

) 1000069796
Tier 1 Dashboard

#5 Twitter @hionstor...
Custom Character Count

<% Pinned N

Sprinklir

Fill in Appropriate details and
I} Topics Management CI|Ck Save

¢ Sprinkir Configuratio...

I @3 Accounts
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22: Dynamics 365 \ Service > Dashboards 0 J Q L Y o ? Q

My apps a legacy app and might have features or customizations that aren’t supported in Unified Interface. For best results, create a model-driven app for Unified Interface. X

Home

s -+ New VvV / SetAsDefault () Refresh All
Dynamics 365 — custom

CRM Hub il Customer Service Representative S... v

| & Solution Health Hub

Select Sprinklr from the

Sprinklr Al tive Cases B - Active Cases B4
LA Statt Qu I Ck M e n u d ro p d Own Case Mix (By Priority)
ta available y
. Count:All (Case) . Count:All (Case Title)
2500 2500
2000 1,947 2000 1,945
)
< 1500 E 1500
— o
< =
€ <
3 £
O 1000 3 1000
v
500 500
0 0
(blank) Normal

71 Get more apps

Subject Priority



Dynamics 365 \  Sprinkir  Sprinkir > Topics Management

— Settings > Topics

{0 Home . ‘
All Fetching Not-Fetching
®© Recent v
Fetching Name =1
5 Pinned v
Demo Topic - Fashion
Sprinklr

1. Selec:t Aécbﬁnts

Topics Management
Sprinklr Configuratio...
[Q] Social Profiles

¢ Social Messages

Showing 1 - 2 of 2 topics

Modified T...

25 0ct 19, 6:4...

210ct 19, 8:35...

Created Ti...

7 Aug 19, 11:28...

29 Aug 19, 5:1...

Add Topic

2. Click Add Topic




Dynamics 365 Sprinklr  Sprinkir > Topics Management

Topics > Create New Topic Build Query Preview

{ Home

® Recent % Topic Name =

- 9 |Give a Topic Name

Sprinklr

Include messages from Include messages till =
Accounts
| IO Topics Management
W Sprinklr Configuratio... Query -
[Q] Social Profiles Advanced Query ?

4 Social Messages , ,
ANY of these Keywords / Phrases should be present in the received messages

of these Keywords / Phrases must be present in the received messages



Dynamics 365 \/  Sprinklr  Sprinkir > Topics Management

= Topics > Create New Topic Build Query Preview
o N Select the Time range of messages

2 Pioned o — that you want to listen to

sprinr

Include messages from 7 Include messages till =

Accounts October 31, 2019

l [0} Topics Management
@ Sprinklr Configuratio... BT ¢ Sicicler 5615 x
[ Social Profiles B Query ?

¢ Social Messages , _
ANY of these Keywords / Phrases should be present in the received messages

29 30 °
of these Keywords / Phrases must be present in the received messages

nte

31 Oct, 2019 11:17 PM

Not Fetching Cancel



Dynamics 365 \/  Sprinklr  Sprinklr > Topics Management

= Topics > Create New Topic Build Query Preview
fny Home Topic Name =
O Recent i Sprinklr
s Pinned v
Include messages from Include messages till =
Sprinklr
October 31, 2019
Accounts
[} Topics Management
l J - Query -
¢~ Sprinklr Configuratio... Advanced Query ?

Social Profiles

ANY of these Keywords / Phrases should be present in the received messages

{x> Social Messages
Sprinklr|

Sprinklr

- Add the keywords you
of these Keywords / Phrases must be present in the received messages .
e or group of words want to listen to

Not Fetching Save
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Dynamics 365 v

Home

Recent Vv

Pinned N/

Sprinklr

|
w
w

Accounts

Topics Management
Sprinklr Configuratio...
Social Profiles

Social Messages

Sprinklr  Sprinklr > Topics Management

Topics > Create New Topic Build Query

Preview

October 31, 2019

Query

ANY of these Keywords / Phrases should be present in the received messages

Sprinklr

of these Keywords / Phrases must be present in the received messages

Advanced Query ?

Add the keywords that must be

present in the messages

Social|

Social

NONE of these Keywords / Phrases should be present in the received messages

Not Fetching

Cancel Save




Dynamics 365 v

Sprinklr  Sprinklr > Topics Management

{ Home

®© Recent v
5% Pinned v
Sprinklr

Accounts

l IO Topics Management
¢~ Sprinklr Configuratio...
[ Social Profiles

{ Social Messages

Topics > Create New Topic Build Query

Sprinklr

of these Keywords / Phrases must be present in the received messages

Social

NONE of these Keywords / Phrases should be present in the received messages

Preview

Add the keywords that must not
be present in the messages

Voice\

Voice

Query for the Topic "Untitled"

( Sprinklr JAND( Social )

Advanced Options

Not Fetching




3¢ Dynamics 365

Sprinklr  Sprinkir > Topics Management

{ Home

® Recent v
52 Pinned v
Sprinklir

Accounts

l IN; Topics Management
{x> Sprinklr Configuratio...
[Q  Social Profiles

¢~ Social Messages

Topics > Create New Topic Build Query Preview

Query for the Topic "Untitled"

( Sprinklr )AND( Social )NOT( Voice )

Advanced Options

Select the languages you want
o listen to

Languages

Restrict languages you want messages in

English \/

English

Include messages from these owned accounts

Locations




Dynamics 365 v  Sprinklr  Sprinkir > Topics Management

= Topics > Create New Topic Build Query Preview
H ; : :
@ Home ( Sprinklr JAND( Social )NOT( Voice)
®© Recent v
52 Pinned N
Advanced Options
Sprinklr
Accounts
Languages
l W} Topics Management
&% Sprinkir Configuratio... Restrict languages you want messages in

R Social Profies English ou can include data from the
for. Soaial Messages authenticated social handles as well

Owned Accounts

Include messages from these owned accounts

@ Fa$hionStore

@ fa$hionstorevegas2019

@ Fashion Store

T Teétpaqe

INOT Fetcning cancel “



Dynamics 365 v

Sprinklr  Sprinklr > Topics Management

{ Home

®© Recent v
< Pinned v
Sprinklr

Accounts

l I Topics Management
¢~ Sprinklr Configuratio...
Social Profiles

{x> Social Messages

Topics > Create New Topic

( SPrinKIr )AND( Soclal JNU | { voice )

Advanced Options

Languages

Restrict languages you want messages in

English

Owned Accounts

Include messages from these owned accounts

@ Fa$hionStore

Locations

Restrict countries you want messages from

E2 Include - United Kingdom

Not Fetching

Build Query

United States

You can specify the locations

Cancel Save

Preview



Dynamics 365 v  Sprinklr  Sprinkir > Topics Management

Topics > Create New Topic

4 Home ( SPriNKIr JAND( SocCial )NU | { voice )
®© Recent v

A Pinned e Advanced Options

Sprinklr

Accounts Languages

l ﬂD Topics Management . .
Restrict languages you want messages in

{x> Sprinklr Configuratio...
English

[Q] Social Profiles

{~» Social Messages
Owned Accounts

Include messages from these owned accounts

° Fa$hionStore

Locations

Restrict countries you want messages from

Toggle this to start listening to the data

() Fetching

Build Query

P g Q + Y &

2

R

Preview

Click on Preview to quickly check the

data flowing in

United States




Dynamics 365 \/  Sprinklr  Sprinklr > Topics Management

= Topics > Create New Topic Build Query & Preview
2 Home ( SPrINKIr JAND( Soclal JNU I ( voice ) ‘
Preview X
® Recent v
_ Conversation Stream  Top \Words  Estimated Volume  Estimated Distribution
Al Advanced Options
&
Sprinklr

Stacey Shulman 1
Aecount : : 9 iman

«w=Conversation stream gives you the B @shulmaniam » Photo Retweet

| I} Topics Ma TODAY @ 10 a.m. ET: Join @andrewfowkes of SAS and @shulmaniam of Intel fo

m essag e Ievel d eta | IS our #saswebinar discussion — Real-Time Analytics in Retail: Deeper Customer

Insights. Better Customer Experience. #CX https://t.co/fdc1h2Vc0O3
A Social Profiles https://t.co/9e4MLgyRXq

& Social Messages

x>  Sprinklr C

Owned Accounts

Include messages from these owned accounts

° Fa$hionStore * ! ;! ;

Locations

Restrict countries you want messages from

Include v United Kingdom * United States *

Retweet of @SASsoftware

’ ¥ Not Set 2 Not Assigned
() FetChlng C;/ e g
& No Queues ® Neutral



Dynamics 365 Sprinklr  Sprinklr > Topics Management

= Topics > Create New Topic Build Query @ Preview
2 Home ( SPrinkir JAND( Social )NU | ( voice ) .
Preview
®© Recent v
, Conversation Stre@m  Top Words stimated Volume  Estimated Distribution

2 iPlnned b Advanced Options

&
Sprinklr

| == Top Words gives you the word cloud of all
. ""the trending keywords in the messages g

¢~ Sprinklr Cd
[Q] Social Profiles deeper sas
{x> Social Messages customer
Owned Accounts -ti .
real-time intel
today analytics join
Include messages from these owned accounts .
@shulmaniam
@ rashionStore discussion STBSHGIES
@andrewfowkes retail
Locations #saswebinar
Restrict countries you want messages from #ex

= Include United Kingdom United States



Dynamics 365 Sprinklr  Sprinklr > Topics Management

= Topics > Create New Topic Build Query @ Preview
2 Home ( SPrinkir JAND( Soclal JNU I { voice ) S
®© Recent v
— Conversation Stream  Top Words§ Estimated Volume J Estimated Distribution
nne Advanced Options
&
Sprinklr
Accounts 1 1 ' 50
<= Estimated Volume gives the daily trends
I W Topics Ma C 00
- ... .jof the mentions
Sprinklr Cq
2a 450
[Q  Social Profiles
{x> Social Messages 400
Owned Accounts
350
Include messages from these owned accounts %]
Z 300
@ Fa$hionStore 8
< 250
=
Locations 200
Restrict countries you want messages from 150
=4 Include  ~ United Kingdom United States 100
50

javascript:void(0) Sep 30 Oct 07 Oct14 Oct 21 Oct 28



Dynamics 365 v  Sprinklr  Sprinkir > Topics Management

= Topics > Create New Topic Build Query & Preview
& Home ( SPrinkir JAND( Social JNU I ( voice ) _
Preview
®© Recent v
2 Binned < Conversation Stream Top Words Estimated Volume Estimated Distribution
|

Advanced Options

i Estimated Distribution gives the distribution
B3 Accounts Languages . .
= 9 lof mentions across various sources

Restrict languages you want messages in

l W} Topics Management

{x> Sprinklr Configuratio...
English

[Q] Social Profiles

{~» Social Messages
Owned Accounts

Include messages from these owned accounts

@ rashionstore 100% (2) TWITTER

Locations

Restrict countries you want messages from

=+ Include V United Kingdom United States

javascript:void(0)



Dynamics 365 v  Sprinklr  Sprinkir > Topics Management

e Topics > Create New Topic Build Query Preview
& Home ( SPrinkir JAND( Soclal JNU I voice )
®© Recent v
Pinned v .
% Advanced Options
Sprinklr
Accounts Languages

l ﬂ]j Topics Management . .
Restrict languages you want messages in

{x> Sprinklr Configuratio...
English

[Q] Social Profiles

{~» Social Messages
Owned Accounts

Include messages from these owned accounts

@ Fa$hionStore

Locations

Restrict countries you want messages from

Include v United Kingdom United States

Click Save

() Fetching




Dynamics 365 \  Sprinklr  Sprinklr > Topics Management

= Topics > Sprinkir Overview 2 Edit @ Preview
(2 Home
o o Sprinklr
52 Pinned v
Sprinklr
End Date
Accounts Oct 31, 2019

|5 Topics Management ‘Quick Overview of the Topic Created

{x> Sprinklr Configuratio...

[Q  Social Profiles Query

( Sprinklr JAND( Social )NOT( Voice )
¢~ Social Messages

Accounts

Fa$hionStore

Languages
English

Countries Included
United Kingdom | United States



\/.sprinklr Automatic Case Creation
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using Sprinklr Intuition (AI)



B < ¥ Home/Twitter X e

— Customer is @mentioning your brand on Twitter

X
© Home = , nds for you
w -
H Explore ?;\, @hi(ﬁ)ﬂSth'el Lo L
e 3 enShirtGuy
[\ Notifications
isungEvent
M Messages o level up. i
[l Bookmarks _ _ ]
il FaShlonStore +) »
E] Lists . .pleHeartDay
E!‘ Profile rending in USA
#WednesdayWisdom

More

Tucker Carlson

Tucker Carlson says concerns

about white supremacy are a ...
Morgan Stanley @ @/

T "\What is that next Neil Armstrong moment? That one small step for man
moment? There could be multiple ones.” Global Head of Auto and Shared Show more

Mobility, Adam Jonas explains the new space economy in a

4 1 ~anCtaniaul 2 de
\Noraan -1 vihiniit
Tivl ganstanieyiv uiLc




B < ¥ Home/Twitter X 4+ v

i A <5 S 1,

‘ a8 ‘https://twitter.com/compose/tweet

L

m Y 0 & % ©

® X

Home
Explore
Notifications
Messages
Bookmarks
Lists

Profile

More

Morgan Sty

i}& @hionstore | need to process a return, can you help me?l

ZECE-e > | @

Q 168 1T 346 QO 21K Ty

Morgan Stanley @ @MorganStanley

“What is that next Neil Armstrong moment? That one small step for man
moment? There could be multiple ones.” Global Head of Auto and Shared
Mobility, Adam Jonas explains the new space economy in a
#MorganStanleyMinute.

~

Q  Search Twitter

nds for you {E

ng in USA
enShirtGuy
Tweets

isungEvent

to level up. Tune into Galaxy Unpacked today
m EST.

ymoted by Samsung Mobile US

- ng in USA

.pleHeartDay
Trending with: Dayton

Trending in USA
#WednesdayWisdom
70.7K Tweets

Trending in USA

Tucker Carison

Trending with: #FireTuckerCarlson,
#BoycottTuckerCarlson

US news

Tucker Carlson says concerns
about white supremacy are a ...

Show more



= Dynamics 365 + | Sprinklr P TG 9@ + Y & 7 Arpit Jain R

[2] Show Chart {~ New Case @ Delete WV Q) Refresh Run Report v 3] Email a Link W o® Flow WV B3 Excel Templates

{2 Home

T a All Cacac v Search for records L0
Case gets auto-created in MS Dynamics.
CIICk On Case to VIeW detalls Priority Ori... Customer Owner Status Ci :

Feo IWILLET TTOTISLOITT 1T TICCU WO

Tier 1 Dashboard

#942 Twitter @hionstore | need to CAS-01014-D7VS5... Jay-Ready () application user

Sales Activity Social ...

Customer Service Re... test case3 CAS-01013-N1T3...  Normal --- Kartik ) application user Active 8/

All Entitlements

test case2 CAS-01012-S5G6...  Normal e Kartik D application user Active 8/
Account Entitlements
#3 Facebook still frus... test case2 CAS-01011-Z6J1P0  Normal -—- Kartik ) application user Active 8/
#6 Twitter @hionstor...
test case?2 CAS-01010-Z6V2... Normal --- Kartik D application user Active 8/
#4 Twitter @hionstor...
52 Pinned vV test case1l CAS-01007-Q1G8... Normal Phone Kartik ) application user Active 8/
Sprinkir #5 Twitter @hionstore Can you p CAS-01003-J874... Normal -—- Jay-Ready ) application user Active 7/
E Accounts TV ol o “aa 1 2 ~ CAC NANNND Do Al e o ) ) n 1 AL [ 1 1" 2 A b o v 1
[} Topics Management M +# A~ B8 ¢ D E F G H J K L M N O P Q R S T U V W X Y Z

¢ Sprinkir Configuratio...
1-10 of 10 (0 selected)




Dynamics 365 ~ | Sprinklr | #942 Twitter @hionstore I need to

(® I Save & Route New

"E+ Create Child Case [ Resolve Case

=+ ¥ & 7

P2 g @

Arpit Jain jo

D, Cancel Case B Add to Queue F‘/ Queue Item Details 9_, Assign

{ Home
Case: Case for Interactive experience v/ Priority 8 Created On
©  Recent 2 #942 Twitter @hionstore | need to Normal 8/7/2019 e
#942 Twitter @hions...
All Cases Phone to Case Process < @ 5
Active for 1 minute Identify (1 Min) Research Resolve
test casel
_ Summary Social Converations Details Case Relationships SLA  Related
Tier 1 Dashboard ——
Sales Activity Social ...
GENERAL INFORMATION TIMELINE RELATED
Customer Service Re...
sk iEs Summary tab has contact details of the
_ Jay-Ready . . .
Account Entiiements social profile and case details
#3 Facebook still frus... ’
TODAY v ©®
#6 Twitter @hionstor...
G hatier hion=tor #942 Twitter @hionstore | need to
’ Auto-post on wall #942 Twitter @hionstore | Acti
57 Pinned A need to - Just now e
Case: Created by application user for Contact Jay-
Sprinklr Ready: ° #5 Twitter @hionstore Can you p
. Active
85 Accounts © Like © Reply
= ; Case Title *  #942 Twitter @hionstore
[} Topics Management ENTITLEMENTS
¢r Sprinkir Configuratio... B Case Mumber CAS-01014-D7V5M1
EA Active Save




Dynamics 365 v | Sprinklr | #942 Twitter @hionstore I need to 2 G ¢ + ¥ &
= ® I? Save & Route = New "il Create Child Case [ Resolve Case Dl Cancel Case EY Add to Queue F‘/ Queue Item Details .Q_, Assign
{3 Home

Case: Case for Interactive experience Vv Priority B Created On
©  Recent A #942 Twitter @hionstore | need to Normal 8/7/2019

#942 Twitter @hions...

=2\
Il Cases Phone to Case Process . .
- B¢ [Social Conversations Tab has the

o st summan - social converations | oicONVersation view of the message

Sales Activity Social ...
Customer Service Re... % Jay-Ready

All Entitlements

Account Entitlements @ @hionstore | need to process a return, can you help me?
#3 Facebook still frus... @JayReady7 * Mention « 3mins

#6 Twitter @hionstor...

s# Pinned N

Sprinkir

@5 Accounts

} Topics Management

==

¢ Sprinkir Configuratio...

EA Active

?

Resolve

Arpit Jain jo

Save




Dynamics 365 ~ | Sprinklr | #942 Twitter @hionstore I need to 2 @ @ F ¥ &9 Arpit Jain R

= I? Save & Route - New 4, Create Child Case [ Resolve Case D Cancel Case EY Add to Queue [__:/1 Queue ltem Details 2, Assign H? Do Not Decrement En...
{3 Home
Case: Case for Interactive experience Vv Priority B Created On
L . .
O Recent e #942 Twitter @hionstore | need to Normal 8/7/2019 e
<2 Pinned N
Phone to Case Process < @ S
Active for 5 minutes Identify (5 Min) Research Resolve
Sprinkir

& A Summary Social Converations Details Case Relationships SLA  Related
8=  Accounts

= i .
) oo e oot @hionstore | need to process a return, can you help me?

St Sprinkle ConNiguratio.. @JayReady7 * Mention = 6mins

You can respond to your fan on Social directly
from the Social Conversations Tab

[ Write a reply ]

Active Save
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= I Save & Route = New ~i+ Create Child Case [ Resolve Case D‘ Cancel Case B Add to Queue F]/ Queue ltem Details 9_, Assign ? Do Not Decrement En...
{3 Home
Case: Case for Interactive experience Vv Priority B Created On
© Recent 4 #942 Twitter @hionstore | need to Normal 8/7/2019 h
<2 Pinned .
Phone to Case Process < @ S
Active for 5 minutes Identify (5 Min) Research Resolve
Sprinklir
& A Summary Social Converations Details Case Relationships SLA Related
s ccounts

= . .
£l ops e et @hionstore | need to process a return, can you help me?

Serl(Sprinkle Configuratio.. @JayReady7 » Mention * 7mins

@ rashionstore -~ Reply You can add text, insert emojis, media,
links etc when you respond

Replying to @JayReady7 v
|

E]

.~ Enable Private Messaqing

Active Save
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= I Save & Route = New ﬂ; Create Child Case [} Resolve Case D Cancel Case B Add to Queue [_E]/ Queue ltem Details rQ_> Assign :—: Do Not Decrement En...
(X Home
Case: Case for Interactive experience Vv Priority B Created On
) ; 3
ChilBecens 4 #942 Twitter @hionstore | need to Norma 8/7/2019 M
<2 Pinned v
Phone to Case Process < @ 5
Active for 5 minutes Identify (5 Min) Research Resolve
Sprinkir

& A Summary Social Converations Details Case Relationships SLA  Related
@  Accounts

[} Topics Management & 1 Message Selected /¢ Macro (& Assign <J Archive

¢ Sprinkir Configuratio...

@hionstore | need to process a return, can you help me?
@JayReady7 = Mention = 9mins
Brand (Agent) typing in the response to
the customer
@ Fa$hionStore Reply

Replying to @JayReady7 v
Absolutely! Please let me know if you purchased in store, or online? Also include your order number (or receipt ID). If you like, DM us and we can wrap this up

asap. ®

sk [ iy By IR, WY WS W Pt gy

Active Save
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Dynamics 365 ~ | Sprinklr | #942 Twitter @hionstore I need to ArpitJain R

I Save & Route = New ‘}L Create Child Case [} Resolve Case E} Cancel Case B Add to Queue F‘/ Queue Item Details rQ_, Assign ? Do Not Decrement En...

Home
Case: Case for Interactive experience Vv

1]
®O Recent #942 Twitter @hionstore | need to
<

Pinned

Phone to Case Process < @
Active for 5 minutes Identify (5 Min) Research Resolve
Sprinklir

A Summary Social Converations Details Case Relationships SLA Related
ccounts

Priority & Created On

Normal 8/7/2019

Topics Management

Sprinkir Configuratio...

@hionstore | need to process a return, can you help me?

@JayReady7 * Mention = 12mins

Absolutely! Please let me know if you purchased in
store, or online? Also include your order number (or

YOUF reSponseS allgn tO the rlght Slde Of receipt ID). If you like, DM us and we can wrap this up
- . asap.
the Social Conversations Tab

* Reply = Arpit Jain » just now

i Message scheduled by ArpitJain - Today at 11:24 AM

Active Save
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, & Tweet Q. Search Twitter
9 Home =, Jay-Ready \ Relevant people
w @JayReady7
H Explore _ o & Jay-Ready
F T A laviDaa T
@hionstore | need to process a return, can you help me? & @ayReady
[U? Notifications 11:12 AM - Aug 7, 2019 - Twitter Web App ) 3
ik Iia’S‘hIOI:St?re (_ Follow )
™ Messages I View Tweet activity The world's best online fashion store
Bookmarks 1 Like
A Trends for you &3
y O | ! ™
E] Lists ¥ &= 2 ' Trending in USA
#GreenShirtGuy
h _ Fa$hionStore @hionstore - 535 15.4K Tweets
@ Profile m Replying to @JayReady7
Absolutely! Please let me know if you purchased in store, or online? Also #SamsungEvent
More include your order number (or receipt ID). If you like, DM us and we can wrap Time to level up. Tune into Galaxy Unpacked today

this up asap. e

- 5/ b \ i Promoted by Samsung Maobile US

rending in USA

Tucker Carlson
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H Explore e __ Fa$hionStore - 1m } Jay-Ready
@hio Absolutely! Please let me know if you purchased in store, or online? Also @JayReady/
) . i « include your order number (or receipt ID). If you like, DM us and we can wrap
X Notifications 1:12 Al this up asap. @
' Fa$hionStore Follow
h \sia Replying to @hionstore Alsdaatis |
™M Messages ! The world’s best online fashion store
& , I'll DM you now. Thank you for the FAST service!
“oy £ . H
[l Bookmarks L - y y
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[Z] Lists ng i USE
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&’ Profile itk e
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Dynamics 365 ~ | Sprinklr | #942 Twitter @hionstore I need to LpL g Q : Arpit Jain R

I Save & Route = New ‘L Create Child Case [} Resolve Case C} Cancel Case B Add to Queue [__:/1 Queue Item Details rQ_, Assign ? Do Not Decrement En...

Home

° #942 Twitter @hionstore | need to

)
@ Recent v @
Phone to Case Process <
7 Pinned v Active for 23 minutes Identify (23 Min) Research Resolve

Summary Social Converations Details Case Relationships SLA Related

Sprinklir

Accounts

Topics Management

Sprinkir Configuratio... % Jay-Ready

@JayReady7 = Mention = 24mins

@)JayReady7 Absolutely! Please let me know if you
purchased in store, or online? Also include your order
number (or receipt ID). If you like, DM us and we can
wrap this up asap. &

@hionstore * Reply » Arpit Jain » 12mins
@ O vewrmentros> Customer response is automatically

@hionstore I1l DM you now. Thank you for the FAST captured and associated to the same
- case in Dynamics

@JayReady7 = Reply « 10mins

Active
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< - 0O @ @ | https://twitter.com/messages/1149768006160932864-11497849968627630082text= O 7. =

» 8
o Messages £ FashlonStore ®
@ Home m Fa$hionStore @hionstore
H  Explore
[c,? Notifications
B4 Messages
[,_\] Bookmarks
E \Lists
&/ Profile
More

Customer sends a direct message on —
Twitter in reply to the Tweet

I ‘ IStart a new message @'




E S Case: Case for Interactiv. X 4+ v
s O m () https://demosprinkir.crm.dynamics.com/main.
Dynamics 365 ~ | Sprinklr | #942 Twitter @hionstore I need to ‘ ArpitJain R

I Save & Route = New ‘}L Create Child Case [} Resolve Case C} Cancel Case B Add to Queue [_E/] Queue ltem Details rQ_, Assign ? Do Not Decrement En...

Eloms ° #942 Twitter @hionstore | need to

)
@ Recent v @
Phone to Case Process <
7 Pinned v Active for 23 minutes Identify (23 Min) Research Resolve

Summary Social Converations Details Case Relationships SLA Related

g Jay-Ready

Accounts wrap this up asap. &

Sprinklir

Topics Management @hionstore « Reply = Arpit Jain » 12mins

@ () VIEW PARENT POST >
5,

@hionstore I'll DM you now. Thank you for the FAST
service!

Sprinkir Configuratio...

@JayReady7 * Reply » 10mins

Customer’s DM is automatically
Hi! I'm following up on my request for a return. | did .
buy it online, and my confirmation # is FS252p75. Will Captured and aSSOC|ated to the same

you please provide me with an RMA so | can return it? It

was the wrong size. case |n DynamICS

@JayReady7 » Direct Message * 1mins

( Write a reply ]
Active Save
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= I? Save & Route i~ New ‘L Create Child Case [@ Resolve Case D, Cancel Case EY Add to Queue F‘/ Queue ltem Details 2, Assign H? Do Not Decrement En...

f Home ° #942 Twitter @hionstore | need to

@ Recent v @
Phone to Case Process <
» Pinned NVl  Active for 23 minutes Identify (23 Min) Research Resolve

Summary Social Converations Details Case Relationships SLA Related

g Jay-Ready

Sprinklir

Accounts

@JayReady7 Absolutely! Please let me know it you
Tobi purchased in store, or online? Also include your order
opics Management : g
number (or receipt ID). If you like, DM us and we can
Sprinkir Configuratio... wrap this up asap. &

@hionstore * Reply = Arpit Jain » 14mins

% ) VIEW PARENT POST >

@ Fa$hionStore Direct Message

Brand (Agent) typing a response to
No problem at all. | see you purchased the jeans just last week. We're sorry they cth e C u Sto m e r’S D M

Here is your RMA # - FSS48RMA645|

e |

Active Save
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Dynamics 365 ~ | Sprinklr | #942 Twitter @hionstore I need to ArpitJain R

I Save & Route = New ‘}L Create Child Case [} Resolve Case E} Cancel Case B Add to Queue F‘/ Queue Item Details rQ_, Assign ? Do Not Decrement En...

Eloms 0 #942 Twitter @hionstore | need to

Recent N/ @
Phone to Case Process <
Pennad v Active for 23 minutes Identify (23 Min) Research Resolve

Summary Social Converations Details Case Relationships SLA Related

g Jay-Ready

@JayReady7 * Reply » 13mins

Accounts

Topics Management

Sprinkir Configuratio... Hi! I'm following up on my request for a return. | did
buy it online, and my confirmation # is FS252p75. Will
you please provide me with an RMA so | can return it? It

was the wrong size.

@JayReady7 » Direct Message + 4mins

B ra nd ’S response se nt tO the No problem at all. | see you purchased the jeans just last @
week. We're sorry they didn't work out. Be sure you try "

our newest collection just launched today.

customer as a DM

Here is your RMA # - FS548RMA645

@hionstore « Direct Message = Arpit Jain » just now

( Write a reply

Active Save
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I Save & Route = New ‘L Create Child Case [} Resolve Case C} Cancel Case B Add to Queue [__:/1 Queue Item Details rQ_, Assign ? Do Not Decrement En...

Home

° #942 Twitter @hionstore | need to

1]
(® Recent v @
Phone to Case Process <
2 Pinned v Active for 23 minutes Identify (23 Min) Research Resolve

Summary Social Converations Details Case Relationships SLA Related

g Jay-Ready

Sprinklir

Accounts

@hionstore I'll DM you now. Thank you for the FAST

Topics Management :
service!

Sprinkir Configuratio...

@JayReady7 * Reply * 13mins

A follow-up is being sent by Brand
buy it online, and my confirmation # is FS252p75. Will (Agent) to make sure everythlng IS flne

voll blease nrovide me with an RMA so | can return it? It

Hi! I'm following up on my request for a return. | did

@ Fa$hionStore Direct Message

Is there anything else we can assist with today? It's been my pleasure to assist you. & - A_,r_p_i_t_l

o

Active

Save
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https://demosprinkir.crm.dynamics.com/main.

Dynamics 365 ~ | Sprinklr | #942 Twitter @hionstore I need to

I? Save & Route New ‘}L Create Child Case [} Resolve Case E} Cancel Case

Home

0 #942 Twitter @hionstore | need to

Recent N/
Phone to Case Process <
Pinned Vv Active for 23 minutes

Social Converations

©

Identify (23 Min)

Summary Details Case Relationships SLA  Related

Wy Jay-Ready

was the wrong size.

Accounts

Topics Management @JayReady7 » Direct Message * 5mins

Sprinkir Configuratio...

Brand’s response sent to the
customer as a DM

Arpit Jain jo

B Add to Queue F‘/ Queue Item Details rQ_, Assign ? Do Not Decrement En...

Research Resolve

No problem at all. | see you purchased the jeans just last
week. We're sorry they didn't work out. Be sure you try
our newest collection just launched today.

Here is your RMA # - FS548RMA645

@hionstore « Direct Message = Arpit Jain * Tmins

Is there anything else we can assist with today? It's been
my pleasure to assist you. & - Arpit

+ Direct Message + Arpit Jain » just now

i Message scheduled by ArpitJain + Today at 11:40 AM

( Write a reply

Active

]

Save
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& > 0O M0 (@ | https://twitter.com/messages/1149768006160932864-11497849968627630082text= pre /A

& Fa$h|opStore ®

L N
@hnhionstore

&

H  Explore

[U? Notifications
&= Messages

[l Bookmarks
F Lists

%? Profile

More No problem at all. | see you purchased the jeans just last
week. We're sorry they didn’'t work out. Be sure you try our
newest collection just launched today.

Here is your RMA # - FS548RMA645

as well instantly g

The same is reflected on the native

Is there anything else we can assist with today? It's been my
il pleasure to assist you. & - Arpit

R Start a new message @),
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i Messages & Fa$ShionStore 0)
@ Home _ Fa$hionStore @hionstore 265

ﬁi“' Is there anything else we can assist with t...
H  Explore
[c,? Notifications
&= Messages
[l Bookmarks
[F] Lists
No problem at all. | see you purchased the jeans just last
P . week. We're sorry they didn't work out. Be sure you try our
g Profile newest collection just launched today.
More #iths  Here is your RMA # - FS548RMA645

Customer responds back with a

Is there anything else we can assist with today? It's been my

CO nf| rm atl O n ._ ; pleasure to assist you. @ - Arpit

.40 ANV

K ‘ vIStart a new message @'
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Dynamics 365 ~ | Sprinklr | #942 Twitter @hionstore I need to

I Save & Route New ‘}L Create Child Case [} Resolve Case

Home

0 #942 Twitter @hionstore | need to

Recent N/
Phone to Case Process <
Pinned Vv Active for 30 minutes

Social Converations

©

Identify (30 Min)

Summary Details Case Relationships

Accounts
Topics Management

Sprinkir Configuratio...

Arpit Jain jo

E} Cancel Case B Add to Queue F‘/ Queue Item Details rQ_, Assign ? Do Not Decrement En...

Research Resolve

SLA Related

Here is your RMA # - FS548RMA645

@hionstore « Direct Message « Arpit Jain » 4mins

Is there anything else we can assist with today? It's been
my pleasure to assist you. & - Arpit

@hionstore « Direct Message = Arpit Jain » 2mins

% No, this has been awesome. Thank you very much. &

@JayReady7 -+ Direct Message « just now

[ Write a reply

he same gets associated to the

p—(

Active

case

Save
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Dynamics 365 ~ | Sprinklr | #942 Twitter @hionstore | paadsia ArpitJain R

I? Save & Route = New ‘}L Create ChildfCase [} Resolve Case Cancel Case EY Add to Queue [_E/] Queue ltem Details rQ_, Assign ? Do Not Decrement En...

Home
Case: Case for Interactive experience v/ Priority

1]
®O Recent #942 Twitter @hionstore | need to
<

Pinned

& Created On
Normal 8/7/2019

Phone to Case Procass B (Agent now decides to resolve the
Active for 30 minutes Identify]
case

Resolve
Sprinklir

Summary Social Converations Details Case Rela
Accounts

Topics Management

Sprinkir Configuratio... % Jay-Ready

@ @hionstore | need to process a return, can you help me?

@JayReady7 * Mention = 32mins

@)JayReady7 Absolutely! Please let me know if you
purchased in store, or online? Also include your order
number (or receipt ID). If you like, DM us and we can
wrap this up asap. &

@hionstore » Reply » Arpit Jain » 19mins

@ {") VIEW PARENT POST >

mhionstare I'll DM vorl now  Thank vorn for the FAST
Active

Save
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m Case: Case for Interactiv X
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+ v

demosprinkir.crm.dynamics.com

Resolve Case
Resolution Type
Resolution

& Total Time
Billable Time

Remarks

*

*

Information Provided
RMA

0 minutes

1 minute
15 minutes
30 minutes
45 minutes
1 hour

1.5 hours

Resolve ‘ !

Fills in the details and clicks Resolve
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& (D) ) & | ht /demosprinklr.crm.dynamics.com/n

Dynamics 365 ~ | Sprinklr : AmpitJain R

[2] Show Chart {~ New Case @] Delete O Refresh Run Report Vv 3] Email a Link Y o® Flow WV B3 Excel Templates

Home
A 6 A” CaSeS e Search for records

Recent

All Cases

Account Entitlements Case Title Case Numb... Priority Ori... Customer Owner

All Entitlements

#942 Twitter @hionstore | need to plicatio Resolved

#942 Twitter @hions... The same gets updated on the case
test case3 aS We” in DynamiCS

test case2 — — < = e —epplication user Active

plication user Active

Tier 1 Dashboard

Sales Activity Social ...
Customer Service Re... test case2 CAS-01011-Z6J1P0  Normal @ application user  Active
#3 Facebook still frus...

test case2 CAS-01010-Z6V2... Normal 9 application user Active

#6 Twitter @hionstor...

52 Pinned N test case1l CAS-01007-Q1G8... Normal © application user Active

Sprinkir #5 Twitter @hionstore Can you p CAS-01003-J874... Normal Jay-Ready D application user  Active

Accounts
Topics Management All : A

Sprinkir Configuratio...
1-10 of 10 (0 selected)
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created in Dynamics



22: Dynamics 365 \ Service > Dashboards 0 J Q L Y o ? Q

My apps a legacy app and might have features or customizations that aren’t supported in Unified Interface. For best results, create a model-driven app for Unified Interface. X

Home

s -+ New VvV / SetAsDefault () Refresh All
Dynamics 365 — custom

CRM Hub il Customer Service Representative S... v

| & Solution Health Hub

Select Sprinklr from the

Sprinklr Al tive Cases B - Active Cases B4
LA Statt Qu I Ck M e n u d ro p d Own Case Mix (By Priority)
ta available y
. Count:All (Case) . Count:All (Case Title)
2500 2500
2000 1,947 2000 1,945
)
< 1500 E 1500
— o
< =
€ <
3 £
O 1000 3 1000
v
500 500
0 0
(blank) Normal

71 Get more apps

Subject Priority



Sprinkir

Dynamics 365 Sprinklr > Social Profiles

= [z Show Chart () Refresh  [i] Delete = ~ [ Emailalink | v o Flow Run Report Vv B Excel Templates ~ {3 Export to Excel |
H " " .
el Active Social Profiles Search for records je
® Recent
v/ | Social Channel ) Profile Name Customer Blocked Y Influence Score Y
< Pinned )
FACEBOOK Bryan Clagett Bryan Clagett No ---
Sprinklr
FACEBOOK FOX Baltimore FOX Baltimore No -
Accounts
FACEBOOK KCTV5 News KCTV5 News No -—-
@E Topics Management
FACEBOOK Derek Derek No -—-
| [Q Social Profiles SeleCt SOCIaI PrOfI Ies MortgageMarketGuide No ---
ACEBUOK Emma O Neil Emma O'Neill No
FACEBOOK W Bradford Wilcox W Bradford Wilcox No -
FACEBOOK Robert Frick Robert Frick No -—-
FACEBOOK Robert Frick Robert Frick No -
FACEBOOK Cleveland Police UK Cleveland Police UK No ---
FACEBOOK Cleveland Police UK Cleveland Police UK No -—-
FACEBOOK Hasani Hunter Hasani Hunter No ---
You should be able to view all the Social profiles created by Sprinklr in Dynamics along with the
details like Social Channel, Blocked status and Sprinkir Influence Score for that profile
1- 50 of 1179 (0 selected) & < Page1 -



Dynamics 365 v  Sprinklr  Sprinkir > Social Profiles > Nayan Teja

®  [@ Deactivate  [i] Delete R, Assign () Refresh [Z] Emailalink | Share o Flow Vv @B Word Templates Run Report ™/

I

Home .
o e Nayan Teja FACEBOOK  --- application user
® Recent N Social Profile - Social Profile for Interactive experience v Social Channel  Influence Score |~ Owner
X7 Pinned R SOCIAL PROFILE Related
Sprinkir GENERAL INFORMATION SOCIAL PROFILE
RELATED SOCIAL PROFILES

Accounts Contact £ Customer *  []] Nayan Teja NG Téa
I} Topics Management Nayan Te_ja , = . @ Nayan Teja

E] Profile Name Nayan TeJa FACEBOOK
¢~ Sprinklr Configuratio... Q] ---

B Profile Link sz

l [Q]  Social Profiles =

{ Social Messages Q. Blocked No

Once you click on any social profile, you’ll get the
associated contact object in Dynamics along with
social profile details

B2 Active Save



Any Questions?

Please feel free to drop an email at support@sprinklr.com
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