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Adoption

enabled by training that’s tailored
foryourpeople - in theirreallife roles -
drives sustained real return onyour
A technology investment
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Microsoft Dynamics 365 Contact Centre as a Service
End User Training Service

Craftedto supportreal business outcomes
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Why Fusionb for Microsoft CCaaS end user training?

Well, second in the world isn’t too bad

Fusion5 hasis along-time Microsoft partner. We're leading the packin helping
organisations benefit from the Microsoft Dynamics 365 Contact Centre as a
Service (CCaa¥).

Infact, Microsoft recognised our high-quality work implementing CCaaS by

awarding us 2" placein the entire world in their 2025 Partner of the Year awards.

While Microsoft rates our work with our customers, our customers also rate our
tailored end user training we deliver for the Microsoft CCaasS.

What our Trainees say

“I’'m looking forward to more practice and very
excited for the go live.”

4.7 %

average rating
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Overall satisfaction with
end-user training

“Really great session, thank you so much
Rebeccallll”

“Great session. Great trainer.”

BY Microsoft

2025 Microsoft
Partner of the Year

Finalist

Microsoft is proud to recognize

FUSIONS5 LIMITED
Dynamics 365 Service Award

With gratitude,

Nicole Dezen

Chief Partner Officer and Corporate Vice President
Global Channel Partner Sales

Microsoft Corporation
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What'sin the box?

-

Customer Service Agent Training Team Lead & Manager Training Your own custom Case types

This brings your core customer service people up to We train your people managersin the use of core contact Most companies have unique customer service case
speed with the contact centre interface, telephony and centre functionality as well as capabilities specific to types or processes they deal with, and Dynamics 365 is
chat,andhowto manage cases. team leads, such as whisper, interrupt and more. often configured and extended to suit.
We also encompass staff use of Workforce Management, We’ll help your managers maximise what they can doin This ease of extending is a benefit of Dynamics 365, but it
and help your people take advantage of inbuild Workforce Management including shift planning, hours alsomeans your people need to be trained on how to

. productivity and Al capabilities. and calendarmanagement, and team management. manage your special cases.

We can encompass your unique service Case types in our
training plan, training material, and delivery.
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Transformation Partners

Public

“With Dynamics 365, we spend less time trying to find information
and more time focused on the interactions that need a human
touch. It has been game changing for improving the quality of the
customer experience interactions and outcomes.”

Chris East, Chief Information Officer at Public Trust

Business Challenge

Public Trust, New Zealand's largest provider
of trust and estate management services,
faced the challenge of replacing an aging call
center system that was soon to be end-of-
life. As a self-funding autonomous crown
entity, Public Trust needed to operate in a
commercially viable manner and wanted to
explore new cloud-based technologies that
would allow them to provide high-quality
service to all New Zealanders.

Partner-led Solution

Fusion5, an Australasian business transformation

partner, implemented Dynamics 365 Contact
Center and Dynamics 365 Customer Service.
This unified, cloud-based platform offered a
single view of all customer interactions along
with Al-driven call transcription and search.

Working in partnership, Fusion5 and Public Trust

teams completed the implementation in just
three months — providing significant business
impact on a very short timeline.

Results

Dynamics 365 Contact Center has been game
changing for improving the quality of the
customer experience and outcomes at Public
Trust. The solution has driven a significant
reduction in average call-handling times and
an uptick in customer sentiment now that call
center staff have the right information at their
fingertips. Supervisors can find specific call
recordings in seconds, and the time to make
interactive voice response (IVR) system
changes has been reduced from weeks to less
than a day.

& Microsoft


https://nam06.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.forrester.com%2Fabout-us%2Fobjectivity%2F&data=05%7C02%7Cangelachang%40microsoft.com%7C8e51ae49d7b049827bd108dd6bcf6f33%7C72f988bf86f141af91ab2d7cd011db47%7C1%7C0%7C638785260856522552%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=46xyNtOH7i8eTSVoCauFGka6zakQVgGRj6pws9Y1s2s%3D&reserved=0
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Microsoft CCaaS Training

We provide targetedtraining for your people who will be using the
Microsoft contact centre, e.g. Customer Service Agents and Managers.

Eachhas a differentrole, and Microsoft CCaaS providestools
specifically forthese. Our training covers the common ground first,
before equipping your differentusers for theirown specific roles.

Successfultraining requires:
+ Aligningtoyourprojectand the business outcomes you're targeting
+ Identifyingthe training needs all your different people will have

» Creatingtheright materialto develop the skills they need towork
differently with new tools

+ Deliveringtrainingin anengaging fashion.

Gettingthisrightis not easy. However, itis critical to give your people the
capability and confidence they need to use the new software. This
increaseslasting adoption, and thus sustainedreturn oninvestment.

Fusion5’s prepackagedMicrosoft CCaaS trainingis proven. We have the
right approach, the right material, and the specialist training skills our
customers swear by.
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