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CRM FOR CONTACT CENTER
Unified, Al-powered Contact Center on

Dynamics 365 Customer Service

At Awara IT, we empower support teams to deliver seamless, intelligent
customer care across voice, chat, SMS, web, and social channels —

all from a single Dynamics 365 agent desktop. Live transcription,
sentiment analysis, and Smart Assist cut resolution times and boost
satisfaction.

WE OFFER

Omnichannel agent interface with live transcription and real-time sentiment scoring.

Al-driven Smart Assist for suggested replies, case matching, and KB article
recommendations.

Multilingual translation and Al-drafted knowledge-base content.

e ©©

Predictive staffing via workload forecasts and interactive supervisor dashboards.

BEST FOR

Mid-to-large enterprises
modernizing their contact
centers

Support and operations
leaders focused on efficiency
and CSAT

Global organizations
requiring multilingual, Al-
driven service
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46% 1+

Customer
satisfaction score
(CSAT)

40%

Average Handle
Time

50% 1+

Agent Productivity

CRM FOR CONTACT CENTER
Unified, Al-powered Contact Center on

Dynamics 365 Customer Service

At Awara IT, we empower support teams to deliver seamless, intelligent
customer care across voice, chat, SMS, web, and social channels —

all from a single Dynamics 365 agent desktop. Live transcription,
sentiment analysis, and Smart Assist cut resolution times and boost
satisfaction.

KEY BUSINESS OUTCOMES & BENEFITS

Faster Resolutions: Reduce average handle time by up to 40% with Al-
assisted workflows.

Boosted Productivity: Increase agent throughput by 50% with unified
@ tools and automation.

Lower Costs: Cut support TCO by up to 40% using out-of-the-box
capabilities and Al.
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To Diane Plank m -powered hel
oday 3 = Get Al-powered help with solving customer issues.
0 . E3 Customer details

Ask a question  Write an email

My work items Communication Panel B Customer details X ~ Copilot = Filters

Diane Plank m _
Details

Queue: Shipment management

(),nun“ [‘)‘“'\)
What is the return authorization

Dawn Carlson ur turn :
process for damaged products?
Queue: Warranty sk Account : 654-ADU-753

DP Hi, | need help with a return authorization i _— To report a damaged product and initiate
a return authorization, please follow these

Jim Glynn
steps:

Queue: Shipment management E Doutlook.com
DP My Smart Brew 3000 coffee machine arrived
damaged.

1. Go to the support portal
3891 Ranchview Dr. Richardson California 62639 2. Click on "Support” and then select
o b "Return Authorization
9:46 AM 3. Fill in your name, contact information,

Sidney Hyga Can you share your order number? product name, and order number
Queue: Warranty Timeline 4. In the details section, include the
following information
M

’ Q Se Timeline - How the functionality of the product is

Pail Caniion DP'  Order #1235243543 affected
- Whether the retail package of the

Queue: Shipment management 46 AM ® Enter a note / product is damaged

Thank you, please wait as | connect Whether the shipping package of the

you to an agent. product is damaged

® Robert Lyon
~onversation with D as started mn Translate v 0 &9

Queue: Shipment management
 Timeline highlights

#» Conversation summary Summarized 1 minago X

Nancy Anderson The customer needs help with a return authorization for [Sort Date Labell: 9/16/20

Queue: Warranty their Smart Brew 3000 coffee machine which arrived o . 010f 15
damaged. The order number is #1235243543 & Email * Actve

) ) From % Diane Plank

(.') ol 2 °\e Coffee machine failure
Hello, the coffee machine you delivered is failing agai.

08/23/2024 at 9:08 AM

Last updated 12:34 PM
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Dynamics 365 Customer Service workspace

Customer Summary

Smart assist
New Conversation

wersation 15101

Details

F Mae Gibbs

Bellevue

incorrect order defivery Contact

3ibbs @fabrikam com

98 12002
Conversation details

Voice call

Coffee Order Exchange

9/14/2020 9:30 AM
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Omnichannel Age... Omnichannel historical an... X =+

Conversation Queue  Agent Bot  Topics

)T Hannah Jarvis

Duration Channel Conversation status Timezone
All

All

GMT

Engaged sessions Transfer rate Avg. session handle time

83 2.1% 6.4 3.0 51.2%

0.0%

Avg. CSAT Avg. session sentiment

Engaged sessions Avg. session handle time (min) Avg. CSAT Sentiment zones
20 @By day = = = Avg. over duration By day Avg. over duration

®riegative @ Neutral @ Positiv

Associated conversations by topic

Topic Engaged

Avg. conversation handle
conversations
-

Avg. CSAT Avg. conversation Conversation title
time (min) sentiment

Created on
& Get the information about the protect plan

Buy extended the manufacturer's warranty
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Your trusted global partner

ABOUT AWARAIT

We automate key business processes and implement the most innovative solutions, use world-class technologies,
manage IT assets, help companies switch to cloud technologies and work in a secure information environment. We work
with a wide range of software, from classic office products to large-scale international solutions. We have in-depth

knowledge of local implementation specifics, helping clients to optimize their global business.

17+ 200+ 250+ 10+

years on the IT certified experts on support and industries
consulting market our team Implementation projects proficiency

@
'...' Our Team # Microsoft Awards o Geography

* Microsoft Solutions partner

* Certified consulténts, . PROJECTS
developers, architects, trainers * Member of Microsoft Inner Circle
B R Cllis (s ¢ Microsoft Partner Awards Winner ) Elurc;ﬁz(s th
* Microsoft Most Valued . * INor ou
* Microsoft Managed Partner i
Professionals (MVP) g America .
Mi & Certified Trai ¢ Custom Solutions for Microsoft  CIS countries
icrosoft Certified Trainers Teams . Australia
* Asia

OFFICES

Spain

USA
Bulgaria
Finland
Italy
Qazagstan
Cyprus
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