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1. SOLUTION OBIJECTIVE

The retail solution is based on Microsoft Dynamics CRM to empower the relationship between retailer
and their customers during pre-sales, sales, after-sales-service interactions.

2. CORE COMPONENTS

Retail Solution provides the below list of features:

I2.1. CASE MANAGEMENT SYSTEM

The solution provides retailer team with an easy-to-use and user-friendly interface for capturing
customer’s complaints, requests and inquiries through different channels such as:

e Call Center
e Showrooms

The solution optimizes retailer business process for managing user requests, queries, complaints and
after-sale service requests by adding the following features:

e Pop-up the calling customer’s profile upon receiving an inbound call and providing a 360 view of
the customer

e Routing the case to the handling team according to the subject tree

o Notifying the customers through multiple channels with updates

e SLA rules and escalation mechanism

e Reports/dashboards on the call center’s performance, agents’ performance, teams’ performance,
etc.

I2.2. DELIVERY AND INSTALLATION

The Dynamics CRM solution integrated with the backend systems to manage resources allocation, time
and capacity for the customer delivery and installation process.

The solution optimizing the shipping process through following:

e Automatic booking and scheduling deliveries based on multiple parameters
e (Capacity planning management

e Return/Rescheduling management

e Field service mobile app. providing the following:

Tracking assigned deliveries

Logging the delivery status

Capturing customer’s signature

Capturing installation photos

Long on-site upselling requests
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I 2.3. SERVICE CENTER

After-sales-service module, providing the retailer with an effective mechanism for requests tracking and
team allocation according to different qualifications.

e The requests received through the call center or walk-in customers in the service centers

Optimized process of resolving the different requests through different features:

e Routing different requests for different teams according to the request nature and team
gualifications
e Schedule/reschedule customer visits considering the current allocation of the technicians
e Technicians bonus management module
e SLA rules and escalation mechanism
e Field service mobile app. providing the following:
o Tracking assigned service requests
o Update request status
o Capturing customer’s signature
o Capturing fix photos
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| 3. SCREENSHOTS

The below section contains actual screenshots from the current existing system.

Service v | Cases > Complaint/ Staff B

[/SAVE&CLOSE [ SAVE&ROUTE + NEW [JSAVE 4, CREATECHILDCASE [ RESOLVECASE [} CANCELCASE [ QUEUE ITEM DETAILS DO NOT DECREMENT EN...  *e T ¥ w X
CASE Created On Status® Case Sub Status Owner*
8 12/12/2018 9:03 P1 Active 8 in Progress & Avenues Customer

Complaint/ Staff Behavior =

V' Ticket Initiation Action (Active for 1 minute) < Case Closure

4 General

Case Receiving Additional Information Customer Details

e’ Department 8 showrooms Customer *

NAWAF AL OTAIBY

Case Re:

First Response Time @ 12/12/2018 8:04 PM

Staff ID/Name 8 0000P4926-Abduirshman Murtadha-

RN Narvie AHMED NAWAF AL OTAIBY
Sy Responsible Team & Show Room

Title Ms
Case Reference Id 8 CC000000000164 Showroom Users* 8 Avenues Customer Service

B emai
D 8 CAS-01665-D7F9M0

CAS-01665-D7FIM i . .

{ Mobile Phone 23836025

Case Title 8 Compiaint/ Staff Behavior a .
The customer was complaining on the attitude of the showroom P— T

Kbt B atior cashier, Please take an action
el B RECENT CASES
Case Type 8 Compiaint
Cace Title
Case Category* 8 Compiaint - Genera Staws | CaseTie | .

Figure 1: Case Initiation

Service v stomers > Abdullah Nawaf
[ SAVE [J'SAVERCLOSE < NEW [5] PURCHASEHISTORY &3 CONNECT ~  [S4ADDTOMARKETINGLST S5 ASSIGN @ EMAILAUNK X DELETE  »s» r» ¥ F X
,' CUSTOMER * Customer Number SAP Reference Number Owner®
8 cus-s5238365 & 1000050433 & Link Developmen*
Abdullah Nawaf +
4 General e
Basic Information Contact Details POSTS ASSISTANT ACTIVITIES NOTES
Language English/d jel=ll 42Ul
Titie Mr.
Landiine 6090182
Full Name 8 Apduliah Nawat
Mobile Phone 69627919
Abduliah
. All posts  Autoposts  User posts
gowris@alghanim.com Rt ARn S
Second Name Mohamed Abdullah Nawaf
Contact Prefel  phone Call a Account: Created By Link Development.
~ On Abdullah Nawaf's wall
Nawaf 12/2/2018 5:19 PM
Arabic Name gy s Glg
Givil ID 109201 Creation Date
Gender 8 Male Marital Status Single
Kuwait Date of birth 10/2/1969

Figure 2: Customer 360 Profile
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[ SAVE [ SAVE & CLOSE

DELIVERY NOTE : WORK ORDER ~

2010407582 =

4 Details
Details
SAP Delivery N
Customer *

Sales Order

Responsible Team

Created Date

Distribution Channel

Active

Delivery Notes > 2010407582
+ New —§ DEACTIVATE 8 SCHEDULE DELIVERY NOTE \?(RETURN [% RELEASE SHIPMENT \‘( PARTIAL RESCHEDULE/RE... iill DELETE === ¥ F X
Responsible Team SAP Delivery Note Number | Delivery Note Stat
& Brown Goods 2010407582 8 Booked
a
Route Delivery Note Statuses
te Nut @ 2010407582 shipping Customer Addres: @ & Venugopal Srinivasan - Delivery Note Status Booked
8 Venugopal Srinivasan - Shipping Point 8 Jahra Shipping Point 2 Reason for Failed Deliv
8 1011017986 Route 8 Wh Jahra - Abasseya/duulisl - eyl §= 8 Not yet processed
8 Brown Goods Site/Pickup Location ] PGl Status 8 Not yet processed
8 1211212018 Starage location a Status (POD} * Not yet processed
,,,,, Remarks a- =
v ACTIVITIES NOTES
L] tail 7 =
GCC Reta 8 shipping Customer Address Al v | AddPhoneCall  Add Task vy g
[ i .
{, Mobile Phone 92207214 » | Shipment Update history ompETE | 1 ¥
8 Reta Moified by Delegated Admin Today
& Country Kuwait o A AR AR R oL e
Owner g £ 0%
Cl

Figure 3: Delivery Note Details

Service

Dashboards

EPSAVEAS  B% NEW

= SETASDEFAULT & REFRESH ALL

Delivery & Installation Managers Dash... v

Shipment by Responsible Team O 3 Shipments by Status OB A
All Shipments All Shipments
400 - a1
350
- 300
250
I Srown Gooas
I Non Retail Chanels 200
B Ovlire. 150
White Goods
100
o “ &
- ApproveClo..  Closure (B Deatt Loaded /PG.. OpenforBo.  Sentto
Fr——
Today's Shipments v + @ | Tomorows Shipments v + &
o o
Shipment CRM Co... | Shift | DeliveryInCh... | Vehicle Available CBM | Available Num_.| CreatedBy | Shipment CRM Co... | Shift | Delivery inCh... | Vehicle & | Available CBM | Available Num..| CreatedBy |
SH.0000005551  5PM-TPM  5463-Mohd-.. 43434 3570 7 Venugopal S.. SH-0000005552  9AM-12PM  5463-Mohd-.. 43434 3970 7 Venugopal S..
-
Figure 4: Delivery Installation Dashboard
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