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Executive summary

Customer Insights brings together your customer data in a single place so that you can better understand your customers and how they interact with you.

Data Addiction will conduct a Proof-of-Concept (PoC) that will show the value of Customer Insights and determine the next steps for a production solution.

Day 1: Discover the customer data you have available and how to access it
Day 2: Discuss the value that can be derived

Day 3: Explore your data sets in Microsoft Dynamics Customer Insights

Day 4: Report on the insights and evangelise how this will make a difference

Day 5: Present the insights to your stakeholders and determine next steps

There are 3 options available:

We will work with you and Microsoft to choose the right option and we look forward to working with you.
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Our approac

Having a single, or 360 degree, view of customer data at your finger tips has always been the challenge.

Discover Intelligent Customer Insights makes this real, and allows you to use other Microsoft functionality, like

Teams, to collaborate on the findings.

Omnichannel for Customer Service

D i S C u S S EL?;; ng m Qverview KB Article X Contoso Bank X | |

) Contoso bot, 9:46 AM -+ New v~ (O Refresh @ Close as Resolved 2, Assign
& Thanks! Just give me a
moment. Increase cash withdrawal limit for credit card In Progress You
|® @ Ron, 9:46 AM CONVERSATION OVERVIEW Status Owner
I'd like to have my cash withdraw
-+ limit increased to make a large
purchase today. Search record Roni Gold Search case # Increase cash withdraw limi... Customer activities + ¥
E X I O re Enter a note... 1]
Contoso bot, %:46 AM ‘ Contact Case
No problem, that requires . Roni Gold Increase cash withd... Chat with Virtual agent 947 AM 2/
agent approval, let me Increase cash withdrawal limit for
transfer you to a live age 5 Customer Concern with cash withdraw limit credit card
to complete your request.
Contoso Corp i= High @ Jeff Miller modified a note  9/4/18 =
@ Roni, 9:46 AM 7 Eligible for upgrade
. Roni is eligible for FD interest rate
Perfect, thank you! =) Roni.Gold@outlook.com LI In Progress
!@ Kate Jordan called 93118 @,
R e p O rt = Chat esclated to Credit card queue, 9:47 AM Interested in Upgrade
& You joined the chat, 9:47 AM . SHe is interested in upgrade and wants
Conversation Summary Recent Cases
Contoso Bot escalation summary, 9:48 AM o Gern created a post 9/3/18 P?
. N 3 Timeline item with a description and
Hey Lisa! Escalating Roni's request Bot escalation Pre-chat Visitor info @ Issue with online product purchase no subject
f;ﬂ to you. Ple e her cash Waiting
withdraw limit for credit card. Trigger phrase  cash withdraw limit @ Jeff Miller created a case 9/2/18 S
" Fixed deposit closure
Issue CX Sentiment (Z)slightly positive o Return request for recent purchase Customer wants to close his FD before
Resolved X -
) Gern madified a note 9/2/18 =
re S e n Type your public message... > Case ID CAS-01000-W7K2B9 . )
Fixed deposit closure request
Hi Roni, This is kind attention that
5 B - A internal Escalated at  2/04/2018 9:46 AM @ Christmas Offer -
7 B R =  public | Christm: _

m Malcom modified a note 9/2/18 =
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Why choose Data Addiction?

We believe that you can’t be experts in everything MicrOSOft Partner

: Gold Data Analytics
We know data and we know Dynamics Gold Data Platforms

Microsoft Data and Al

specialisation _
We are born in the cloud

We will prove the value of Customer Insights quickly ‘ databriCkS

Speed of deliver
> i We can extend the value of Customer Insights with our specialised Data & Al capability
0 Kepion

Focus on business value, not just the technology

Experience ,
Great client results

We collaborate with Microsoft closely during delivery and support; validating architecture,

Microsoft partnership understanding product direction and drawing on their expertise wherever needed
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The benefits

Intelligent Customer Insights can help bring all your customer data together and present it in a way that is intuitive. We can show you how this can unlock value in your

business.

Personalise service: Deliver the tailored service customers expect across channels with Al-enabled
experiences and insights to proactively resolve problems and provide a positive experience.

Empower teams: Give your teams the right tools to intelligently handle routine requests and resolve more
complex issues.

Unify technology: Simplify agent and customer experiences through one complete source of customer data
using a single, extensible platform.

B Microsoft Dynamics 365
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The Options

Depending on the scope of the engagement, the number and complexity of your data sources and the number of stakeholders for your organisation, we’ll shape an

engagement that suits you. Below are the details for the 3 PoC options; QuickStart, FastStart and DeepDive.

1. QuickStart PoC 28 hours, delivered over 3 days 2 data sources or low complexity for No more than 5 stakeholders from 1 or 2
unified customer records business functions

2. FastStart PoC 52 hours, delivered over 5 days 3 data sources or medium Between 5 and 8 stakeholders from 1 or 2
complexity for unified customer business functions
records

3. DeepDive PoC 130 hours, delivered over 2 weeks 3 data sources or medium Between 5 and 8 stakeholders from 1 or 2
complexity for unified customer business functions

records. Extra time will be spent on
finding the Insights that will make a
difference to your business

The major benefit of option 3, the “DeepDive PoC”, is that a significant amount of time is spent on generating the Insights. This may come through additional dashboarding

and Machine Learning.
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