Dynamics 365 Omnichannel Capabilities

aboutthesolution

Virtual Agents

Dynamics 365 Virtual Agent | Azure Bot Service
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Supervisor Management Queue Management Operational Performance Insights

Dashboards

Routing/Assignment

Customer Service Insights | Omnichannel Dashboard | Virtual Agent Analytics

TECHNOLOGY
UNIFICATION %iO

Systems, Data
& Interfaces

User Management

Azure Active Directory

Addi

tional Intelligence

Azure ML | Cognitive Services

Integration

Automation

Microsoft Power Automate

(Siebel, Finacle etc.)
SDK | Power Automate

Application

Channels
(Avaya, SMS)
SDK | Channel
Integration Framework

Data and Visualizations

Omnichannel Dashboard | Power Bl | Customer Service Insights




