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The Business Problem
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Traceability Duplication of Efforts ¢ 0
Wl [ " Disconnected % :; Unable to Track
Participation & Collaboration of  Systems & Complex 7 \%
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Dynamic Business Operations
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The Solution — UNFYDe LINK

O 1 Streamline business Visibility by providing the
process & reduce duplication Q Stakeholders a common view 02
of efforts to understand the

context of their participation

@ QQ o

Collaboration by providing a 04

common thread for tracking
communications and

workflow to get everyone on the
same page

0 3 Accountability and

tracking for people and
groups involved
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UNFYDe LINK - Snapshot
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Snapshot

Bring the power of collaboration to business process

Build relationships with customers, not messages

Involve the right person at the right time

Bring everyone together — Teams, Customers, Partners, Suppliers...

Track the processes and interactions in a common dialogue
Ensure Service Levels across business attributes

= Workflow based, business rule driven interaction management system
« Communicate through various digital channels

= Build a strong knowledge base to improve agent skills & productivity

= Customize the business processes at any time through configurations

©UNFYD®COMPASS. All Rights Reserve
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Platform

01

Client Management —
Accounts & Contacts
Partner/Vendor
Management

Product Management
Agents & Teams
Multi-Channel

Process Customization
Multi-Tenancy

History & Audit Tracking

©UNFYD®COMPASS. All Rights Reserved.

Case Management

02

Case ID Management
Case Classification
Interaction Management
Interaction Templates
Attachments
Configurable Business
Attributes

Service Contracts
Multi-Channel
Notifications

Business Hours

Case Search Engine &
Filters

Features

Process Automation

A

03

+ Configurable Business

Rules

+ Business Rules Based

Workflows

+ Auto Case Assignments
+ Auto Case Updates
+ SLA Reminders

/Escalations

+ Email Incorporation
+ Email Commands
+ Customer Feedback

Collaboration

A
) 4

Agent & Customer Web
Portals

Mobile/Tablet Apps
Knowledge Base
Categories & Article
Management

KB Search Engine

KB Article Views, Likes &
Dislikes

U

Analytics

05

Standard Reports
Business Configurable
Reports

Real-Time Web/Mobile
Dashboards

Business Insight Reports
Reports Scheduler

Print & Export
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Case life-cycle
Management

Key Capabilities

' PATUEN

Py

Social Ticketing

Multi Channel
Platform

o,
HQ:— ,z.
e

N
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(0]

Case ID Management
Case Auto Response
Interaction Management

Configurable Business
Attributes

Multi-Channel
Notifications

Dynamic Case
Management

Customer & Case Mgmt.
with complete history

Collaboration
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Integrated Social Media
Channels

Case resolution through
Social Channels

Social Profiles for
Accounts & Contacts

Social Media
Conversations related to
Case

Channel includes Social
Media options

Client Management —
Accounts, Contacts &
Requestors

Partner/Vendor
Management

Full view of Customer
with Multi Channel
strategy

Agents & Teams
Process Customization

Multi-Tenancy

© Agent & Customer Web
Portals

©® Single Agent desktop
unifying
communications

© Mobile/Tablet Apps

® Collaborate with CRM
Applications

© Collaboration with
extremal parties

® CTI Integration
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Key Capabilities

XM

N

Security & Roles
based Control

Agent/Customer/Part
ner Engagement

Rules Management

Knowledge
Management

© Effective role
engineering

© Role hierarchy that
matches corporate
structure

® Role based access
management

© Map Roles to Modules
and Features

© Multiple Roles to Agents

® Facilitate Omni Channel
customer service with
Case Routing Engine

@ Insight from real time
customer data &
analytics

© Orchestrate
Agent/Customer/Partner
journey integrating
communication
Channels

® Business rules to
determine process
routing

© Rules designer

® Business rule based on
Case type

® Business rule based on
Service Contracts

© Ability to Mapping
custom parameters to
external sources

Consistency & Agility
with Knowledge
Management

Self Service KB System

Categories & Article
Management

KB Search Engine
KB Reviews & Ratings

Involve participants in
design of knowledge
base
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Why UNFYDe LINK

©Rapid & efficient problem resolution

©Better accountability and tracking

©Visibility to all parties involved

©Service level adherence

©®Reduce cost of resolving multi-step interactions
®Avoid duplication of efforts

©Sophisticated process automation

®Service quality & consistency

®Scalability & reliability

©UNFYD®COMPASS. All Rights Reserve




Functional Flow U

% S—

22

E Automatically classify Collaborate with other

"* and route the request departments or internal (@) g
i

resources
% > Social Media > n > f

. ‘ Customer submits a Assign a tracking UNFYD Bring in partners or
' ' Complaint/Request/Feedback/Query ' number LI N K external resources

> Traditional Channels > ®@ > @ R
Resolution of the
Case

Bring in Customers at
Q Agent completes the anyttme to view updates or QQ‘

request , to work on the request ' '

OO
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Roles & User Interfaces
r Contacts j ( User Interface \

External Support Portal
A Crea’ce/Update Cases
Customers

. ,

( Employee \
s

Agents
2
Collaborators 'ﬂ
b8
ads
. e Create/Update Cases

Partners W

Admin ‘?‘

~ @
Cstom Role ) \ w J
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Deployment Architecture

=

Web Portal =
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Case Management — Agent Case Creation

Agent Notifies About Creates a
Query/Incident/Problem . Query/Incident/Problem/F Workflow Engine
Customer (Phone/Chat/Message) Login to Internal eature Request

Portal/App

@ Routes The Case

N s 9 = ’%"‘F /C;\\
W | 7 | = —_— / .. > O \
& B2 78 e @

u...

B

A

Agent Picks Up The l

4

Agent Provides Solution Agent Requests for Clarifications/More Info Case

a <
[ | s /
:7 1>

- Feedback Agent Closes The Case

Case Update Notification Auto-Acknowledgement

Notification Engine

A\

Customer Provides Clarification/Information

Customer Accepts Solution
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Dashboard

Todays Cases Stats More Details > Top Performer
Total Open Closed Overdue Weekly Monthly
B Rank Employee Cases
g M A M
Yesterday 480 cases Yesterday 220 cases are open Yesterday198 cases are closed Yesterday 50 cases are overdue 1 . Jerry Reyes 458
2 . Louis Baker 458
Cases Reports P 0s week  vonth €3 Catego
% p - g ry 3 . Philip Wallace 458
250 Other 4 . Ethan Gordon 458
(1) 20%
g Report
200 = 30% 5 “ Carmen Fuller 458
- 150
6 g Jessica Marshall 458
100
@ SI.A 7 e Diana Barrett 458
50
8 . Tom Hoffman 458
0o
10 11 12 01 02 03 04 05 06 07 o8
9 . Bruce Gilbert 458
Open @ Close @ 26thMayl0am-8pm & i
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Active Cases

All Projects v Search Q (+)

40
»
©
S

CB Open Pending Closed  Unassigned Case ID : 2405454 Case ID : 2405454 Case ID : 2405454 Case ID : 2405454 Casi
" = =y New F o @) 5
¢ ‘ Y & ol AW RO Case Info #
Website is not working
Case ID : 2405454 Created On : 20/05/2021 2:30PM  Last Updated On : 21/05/2021 4:48
Status Open
2405454 New 2:30PM E
Website not working
= | Carol Re d 20 mi 20/05/2021 2:30PM 3 Priority tigh
ro! yes . create mllle ago A Carlos Reyes d . H
—_ Assign to : Credit Card - Amit Patil & Reported in issue ~
Open Hgh Type Support Team
Hi,
(b ® 2405454 ‘New 2:30PM 3 With dummy text you can view your website as it's Assiggn to Amit Patil
Website not working supposed to look
Carol Reyes . created 20 mins ago 4
2. Assign to : Credit Card - Amit Patil CaselD 2405454
0P jooe] =a Created On 05/01/2021 19:27
(5)) 2405454 e 230em 3 filz Name File Name File Name
Website not working Due Date 10/01/2021 19:27
= =1 Carol Reyes . created 20 mins ago Regards,
Assign to : Credit Card - Amit Patil - Caril Reyes
Open M :+91- 89742 37872
o 2405454 New ) 2:30PM ¢ & Reply toall 8 Add Notes Customer Info /’
Website not working
1 Carol Reyes . created 20 mins ago
Assign to : Credit Card - Amit Panl side conversaﬁon (1) [+ ]
Open
= 2405454 N 2:30PM §
& P ew $ Logs

Website not working
Carol Reyes . created 20 mins ago

©UNFYD®COMPASS. All Rights Reserved.
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All Projects v

Past Cases

Carol Reyes Past Cases

Total 25 Cases

Case ID

14541231

14541231

14541231

14541231

14541231

Showing 1 to 10 of 80 entries

Subject

Address Change

Website is not working

Address Change

Address Change

Address Change

Created On

12/30/2020 2:24:36 PM

12/30/2020 2:24:36 PM

12/30/2020 2:24:36 PM

12/30/2020 2:24:36 PM

12/30/2020 2:24:36 PM

Search

Owner

Rajan Sharma
Rajan Sharma
Rajan Sharma
Rajan Sharma

Rajan Sharma

Status

Open

Open

Open

Open

X

B Export

Priority

High

High




Assign To

All Projects v Search Qa @& & N ‘Eé

Assign to me

©UNFYD®COMPASS. All Rights Reserved.



New Case

All Projects v Search a @ £ N ﬂ:

Create New Case

@ Existing Requestor for O New Requestor

cc

roger.cook

il.com , roger.cook il.com , roger.cook@mail.com

Subject
Website not working

Description

Lorem Ipsum is simply dummy text of the printing and typesetting industry.

Lorem Ipsum has been the industry's standard dummy text ever since the 1500s, when
an unknown printer took a galley of type and scrambled it to make a type specimen

== Hr & @ @ &

Priority Status = Request Type
High Pending Complaint

Team Agent ==
Service Sagar Patil Assign To Me

Channel Reminder

Email 2021-06-01 12:30:00 o

NFYD®COMPASS. All Rights Reserved.



Contact - Cases

- o\ A\
Clients Search Q ° o N
o
e Debra Lucas PV A |
v Debra Lucas (]
B R, (129)240-2788
& debra.lucas@mail.com Total 25 Cases & Export
E ‘ Walter Cook i Select Case ID Subject Created On Owner Status Priority
© . (606)087-7528 o 14541231 Address Change 12/30/2020 2:24:36 PM Rajan Sharma Open High
1 kevin.joerdan@mail.com
% a 14541231 Website is not working 12/30/2020 2:24:36 PM Rajan Sharma Open High
¢ Keanu Wagner [ ]
R, (656)880-1739 a 14541231 Address Change 12/30/2020 2:24:36 PM Rajan Sharma Open
£ frank.matthews@mail.com
m O 14541231 Address Change 12/30/2020 2:24:36 PM Rajan Sharma Open
Natasha Porter [ 1 )
O 14541231 Address Change 12/30/2020 2:24:36 PM Rajan Sharma Open High
R, (365)044-8265
@ = chad.garrett@mail.com
(] 14541231 Address Change 12/30/2020 2:24:36 PM Rajan Sharma Open Vied
Richard McCoy [ ] (] 14541231 Address Change 12/30/2020 2:24:36 PM Rajan Sharma Open Mediur
@ R, (480)427-7503
£ joe.chavez@mail.com O 14541231 Address Change 12/30/2020 2:24:36 PM Rajan Sharma Open
Sara Powell i O 14541231 Address Change 12/30/2020 2:24:36 PM Rajan Sharma Open
R, (753)252-2813
) nicolas.patel @mail.c e .
nmicraseai@man.com Showing 1 to 10 of 80 entries 9(:&}7,4 ‘ @

=

©UNFYD®COMPASS. All Rights Reserved.




Contacts

Clients Search

=

Agent -

Debra Lucas A
Debra Lucas [ ]
R, (129)240-2788 @ 919778482251 © carlos.reyes@gmail.com © carlos.reyes@facebook.com
2 debra.lucas@mail.com

+91 9778482251 carlos.reyes@gmail.com @ carlos.reyes@insta.com

Walter Cook [}
R, (606)087-7528
1 kevinjordan@mail.com

Other Details

Status : Active Language : English TimeZone : (UTC+05:30) Chennai

-

Keanu Wagner
L (656)380:1739 Address : 4/d Shivram Sadan, VS Road, 400080

2 frank.matthews@mail.com

Er
City : Mumbai
Natasha Porter [ ]
R, (365)044-8265
= chad.garrett@mail.com
Total 25 Cases

Richard McCoy

R, (480)427-7503

£ joe.chavez@mail.com

c » 8 & J 8

m

Sara Powell
%, (753)292-2813

] nicolas.patel@mail.com

=

©UNFYD®COMPASS. All Rights Reserved.
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Merge Cases

Search

Merge Ticket

Carol Reyes

Website not working
Case ID: 2405454  Asign To : Amit Patil  Created On: 20 /05/2021

Case ID
2405456 Merge

Select and merge

Carol Reyes

Website not working
Case ID: 2405456  Asign To : Amit Patil  Created On : 20 /05/2021

Carol Reyes

Website not working
Case ID: 2405458  Asign To : Amit Patil  Created On : 20 /05/2021

Carol Reyes

Website not working
Case ID: 2405460  Asign To : Amit Patil  Created On - 20 /05/2021




Respond to Case

All Projects v Search a @ @& N ‘E@

@

Reply To

Case ID
carol.reyes@gmail.com

cc
nicolas.fox@mail.com , adam.guerrero@mail.com ,eliza.reyes@mail

(eli

Case ID
Website is not working

Hi,
With dummy text you can view your website as it's
supposed to look

Regards,
l l Amit Patil
SmartConnect Technologies

Talk : +91- 9833159143
Email - amitp@smartconnectt.com

O » B &

CIEmm . - T-BU I A

=
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Cases

=

@ Case Level Report

B @

From Date 01/05/2021
_ To Date 31/05/2021
Teams Abhishek Team
% Agents Service
Channel Source Intellect Design

@ Q] Interaction Report

g Agent Performance Report

=

©UNFYD®COMPASS. All Rights Reserved.

Reports

Open M Close

250

200

150

100

50

0o

1 3 4

Total 25 Cases

Select Case ID
(] 14541231
(] 14541231
a 14541231
O 14541231
O 14541231

Subject

Address Change

Address Change

Address Change

Address Change

Address Change

Search

@ 1st May to 31st May 2021

Case Source

intellectdesign0@gmail.com

intellectdesign0@gmail.com

intellectdesign0@gmail.com

intellectdesign0@gmail.com

intellectdesign0@gmail.com

(>

Created Date

2020-12-21 19:43:31

2020-12-21 19:43:31

2020-12-21 19:43:31

2020-12-21 19:43:31

2020-12-21 19:43:31

Requested By

Ankita Ambre

Ankita Ambre

Ankita Ambre

Ankita Ambre

Ankita Ambre

29 30

[® Export
Status

Open

Close

Open

Close

Open

31
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New Case Created By Agent

LINK a o ° « QS

= New Case x Search
Route
Team Select v Agent Select AN i ]
Case Info
. * Type )
Subject Issue With Digital Payment b Query v
. Priority Select vl
Description Please find the below Issue
1. 10rdered an Electronic device and make payment through Online,but the transaction is Contact Customer (cccustomer08... ¥ :
not successful,but the money is deducted from my account. Account Select .

2.When can i expect my refund.
Product Digital Payments v

Due On:

Vi
209/2048

Attachments @

® SmartOnApp Technologies. All Rights Reserved. v0.0.19
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Case Creation Notification to the Customer

M Gmail

-+

Compose

Inbox 4
Starred
Snoozed

Sent

®PVeoex0O

Drafts

v More

Signing in will sign you into Hangouts
across Google
Learn more

De
)

Q  Search mail -
< O 0 = [J D ® 10f385 > 0
Case #P6Y5L9 has been created on your behalf. nbox &5 2
5 smar pport.smar com <smart pport.smart com> 3:36PM (11 minutesago) Yy 4}
: tome v

UNFYD
LINK

Dear Customer,

I <

Thank you for contacting our organization. This is to confirm we received case
#PBYS5L9. We will address your issue shortly.
Your case Description:

Please find the below Issue 1. | Ordered an Electronic device and make payment through Online,but the transaction is not successful,but the money is
deducted from my account. 2.When can i expect my refund.

Thank you.

© SmartOnApp Technologies. All Rights Reserved.

This email can't receive replies. Get in touch by ling us at smartcare@support.smartconnectt.com

Y Nin

"Disclaimer & Privilege Notice: This e-Mail may contain proprietary, privileged and confidential information and is sent for the intended recipient(s)
only. If, by an addressing or transmission error, this mail has been misdirected to you, you are requested to notify us immediately by return email

message and delete this mail and its attachments. You are also hereby notified that any use, any form of reproduction, dissemination, copying,
e, 1 loow o b fee fopondod wocin

i) ETY-S) Yieniliel a AR TP £1hi 3




Business Rules Configuration for Routing

UNFYD®
LINK a o o » Q [fefi
= Admin - Add CaseRoutingRules x
& Basic Mode
Rule Name Digital Payment " Description
Events
Any of the following events happen
CaseCreated v
Performer ) Agent Contact System  J Requester ® Anyone
Object Properties
® Match Any of the below Match All of the below
00 4« 3  m | @ ProductName v Is v Digital Payments -
Actions
© @ Routelo v

Online Banking Supp... v | Mounika Koppuravuri v

©® SmartOnApp Technologies. All Rights Reserved.

©UNFYD®COMPASS. All Rights Reserved.

v0.0.1.9




Case Routed to Respective Team - Business Rules .

e S <

= & #P6Y5L9 | Issue Regarding Digital Payment

& & 4 ® €

Requested by: Mounika Koppuravuri < & Caselnfo ¢ Interactions & Sub Cases VP Merged Cases 9 Cases History
Created on: 06/25/2018 15:33

v Description
Owner: Mounika Koppuravuri

Please find the below Issue

Contact Info 4 1. | Ordered an Electronic device and make payment through Online,but the transaction is not successful,but the money is deducted from my account.
@} Customer 2.When can i expect my refund.
o

¥ cccustomer08@gmail.com
L £]
[¥]

Routed To d

22 Online Banking Support Team

3 Mounika Koppuravuri

> Otherlinfo s

©® SmartOnApp Technologies. All Rights Reserved. V0019

©UNFYD®COMPASS. All Rights Reserved.



Agent Assigned Request

® SmartOnApp Technologies. All Rights Reserved.

T 2 oo+ QT
= Cases L & &x @ @ @ Seact v
My Cases v

Page 10of2 E

(] CaselD Subject Contact Routed Agent Routed Team Source Priority Status Created On
O P6Y5L9 Issue Regarding Digital Pay... Customer Mounika Koppuravuri ~ Online Banking Suppor... Q Open 06/25/2018 15:33
(] EU4V3J Test for email SCT -~ Low Open 06/23/2018 16:18
O QZR9ES test SCT M Low Closed 04/03/2018 19:28
O EVN4A3 Test for Incoming Emailson ... SCT -~ Low Closed 04/04/2018 10:25
] G0T14B #GNBEO9R - case issue SCT -~ Low Closed 02/23/2018 17:49
] C729SZ Test for Email Notifications SCT = Low Closed 02/23/2018 15:26
O 4W36BS Test for Incoming mails with... Elango Ashok SCT = Low Closed 02/20/2018 17:28
O V354K1 Test SCT M Low Closed 02/20/2018 18:33
] 36BSK1 Test for excel SCT -~ Low Closed 02/20/2018 18:45
O 2HAQIZa Test Link-er Hema Karedla UNFYD® LINK Defects S... Q Medium Open 02/14/2018 11:22
®

v0.0.19
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Case Assigned Notification to the Agent

H SO = Case P6Y5L9 has been assigned to an agent. - Message (HTML) ? 3 - x
MESSAGE
- a 3 i i c . A~ ~ .
B Ignore x @_ (E 3 (O FiMeeting Smartserve 3 To Manager | Vi ERules Y m |> aﬁ) # Find Q
€ Em- EJ Team Email v Done | 0 OneNote [) Related ~
) Delete  Reply Reply Forward =l Move Assign Mark Categorize Follow ~Translate Zoom
Junk~ ply Reply = . 9 g
s Jun i EiMore~  |C&Reply &Delete ¥ Create New | M EP Actions Policy~ Unread 2 Upe TN select~
Delete Respond Quick Steps & Move Tags [ Editing Zoom ~

Mon 6/25/2018 3:38 PM
Y smartcare@support.smartconnectt.com
Case P6Y5LO has been assigned to an agent.

To M Mounika Koppuravuri

@ 1 there are problems with how this message is displayed, click here to view it in a web browser.

Dear Mounika Koppuravuri,
This is to confirm you that a Case #P6YSL9 has been assigned to you.

Please Click here to track and view changes to your case (a user id and password may be required).

Thank you.

© SmartOnApp Technologies. All Rights Reserved.

This email can't receive replies. Get in touch by email us at info@smartnapp.com

fRYE)

"Disclaimer & Privilege Notice: This e-Mail may contain proprietary, privileged and confidential information and is sent for the intended recipient(s) only. If, by an addressing or transmission error,
this mail has been misdirected to you, you are requested to notify us immediately by return email message and delete this mail and its attachments. You are also hereby notified that any use, any form of
reproduction, dissemination, copying, disclosure, modification, distribution and/or publication of this e-mail message, contents or its attachment(s) other than by its intended recipient(s) is strictly

prohibited. Anv obini d in this email are those of the individual and mav not necessarilv represent those of SmartConnect Technologies. T
\ : = [~ - 331eM ||
B 0 el¢[R elm]e]a] [s[=]m] Sl e

o I <!




UNFYD®
LINK

— Cases

My Cases v

CaselD

< |

P6Y5L9

EU4V3J

QZRIEE

EVN4A3

G0T14B

72852

4W36BS

V354K1

36BSK1

0 0000 O0OD0D0oO~Do

2HAQIZa

©® SmartOnApp Technologies. All Rights Reserved.
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Agent — Picks Up The Case

Subject

Issue Regarding Digital ...

Test for email

test

Test for Incoming Email...

#GNBESR - case issue

Test for Email Notificati...

Test for Incoming mails...

Test

Test for excel

Test

Routed Team

Online Banking Sup...

SCT

SCT

SCT

SCT

SCT

SCT

SCT

SCT

UNFYD® LINK Defect...

(]

M«

(]

M«

© M KW

a o o # £ [ed

e o Search
Page 10of2 < >

Status Created On

Open 06/25/2018 15:33
Open 06/23/2018 16:18
Closed 04/03/2018 19:28
Closed 04/04/2018 10:25
Closed 02/23/2018 17:49
Closed 02/23/2018 15:26
Closed 02/20/2018 17:28
Closed 02/20/2018 18:33
Closed 02/20/2018 18:45
Open 02/14/2018 11:22




Case Attributes

UNFYD®
LINK a o o # £A[Ned}
= & #P6Y5L9 | Issue Regarding Digital Payment @ %
Requested by: Mounika Koppuravuri < & Caselnfo ¢ Interactions & Sub Cases VP Merged Cases 9 Cases History
Created on: 06/25/2018 15:33
> Description
Owner: Mounika Koppuravuri
Contact Info 4
v OtherInfo

@ Customer

Status: Open v Type: Query v
o
¥ cccustomer08@gmail.com Priority: High v Channel: Web v

Product: Digital Payments ¥ Dueon:
£}
V) Category: Select v Dependent Team: Select v
Routed To 4
22 Online Banking Support Team
3 Mounika Koppuravuri

©® SmartOnApp Technologies. Al Rights Reserved. v00.19

©UNFYD®COMPASS. All Rights Reserved.



Agent Adds Interaction

UNFYD®
LINK

= & #P6Y5L9 | Issue Regarding Digital Payment

Requested by: Mounika Koppuravuri < & Caselnfo ¢ Interactions & Sub Cases VP Merged Cases

Created on: 06/25/2018 15:33
v Add Interaction

Owner:

Contact Info & Channel: Email v B & @
@ Customer

o Ce:

¥ cccustomer08@gmail.com -

n| Description: Please give the details like, when you made the transaction
£}

a

Routed To 4 Attactments: M

22 Online Banking Support Team

3 Mounika Koppuravuri Interaction History

©® SmartOnApp Technologies. All Rights Reserved.

9 Cases History

59 /2048

v0.0.1.9
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Agent Interaction Notification to Customer

)
-]

I ™ I Gmail Q  Search mail .

¢« B 6§ & 0 Db ® : 10f386 R - T
|- Compose
O . Case #P6Y5L9 has been updated inbox x B 2 Q]
nbox
* Starred P smar pport.smar com <smart pport.smart com> 3:56 PM (0 minutes ago) Y 4 : o
© snoozed & tome -
Sent UNFYD
> 0 LINK !/
B Drafts +
Dear Customer,
v More
Case #P6Y5L9 has been updated with a new interaction.
Description Added
Please give the details like, when you made the transaction
Thank you.
[ s
Signing in will sign you into Hangouts This email can't receive replies. Get in touch by iling us at smartcare@s t.smartconnectt.com

across Google

o n u m

"Disclaimer & Privilege Notice: This e-Mail may contain proprietary, privileged and confidential information and is sent for the intended recipient(s)
only. If, by an addressing or transmission error, this mail has been misdirected to you, you are requested to notify us immediately by return email
message and delete this mail and its attachments. You are also hereby notified that any use, any form of reproduction, dissemination, copying,
disclosure, modification, distribution and/or publication of this e-mail message, contents or its attachment(s) other than by its intended recipient(s) is
strictly prohibited. Any opini P d in this email are those of the individual and may not necessarily represent those of SmartConnect
Technologies.

Virus Warning: Although the company has taken reasonable precautions to ensure no viruses are present in this email. The company cannot accept
responsibility for any loss or damage arising from the use of this email or attachment.”

De
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UNFYD®
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Agent Adds Interaction

= & #P6Y5L9 | Issue Regarding Digital Payment

Requested by: Mounika Koppuravuri
Created on: 06/25/2018 15:33

Owner: Mounika Koppuravuri

Contact Info
@ Customer
o

¥ cccustomer08@gmail.com

Q
6
v

Routed To

22 Online Banking Support Team

3 Mounika Koppuravuri

® SmartOnApp Technologies. All Rights Reserved.

<

& Caselnfo ¢ Interactions & Sub Cases 14

> Add Interaction

Interaction History

©

—0—©

© 16:09| 06/25/2018
Dear Customer,

Your deducted money will be refunded in 24hrs
Thanking You

Merged Cases

9 Cases History

a"Mounika Koppuravuri”

© 16:01| 06/25/2018
| made a transaction on 22nd June

E "Customer”

© 15:57| 06/25/2018
Please give the details like, when you made the transaction

a"Mounika Koppuravuri”

v0.0.1.9

©UNFYD®COMPASS. All Rights Reserved.
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LINK

Requested by: Mounika Koppuravuri
Created on: 06/25/2018 15:33

Owner: Mounika Koppuravuri

Contact Info
@ Customer
o

¥ cccustomer08@gmail.com

Q
6
v

Routed To

22 Online Banking Support Team

3 Mounika Koppuravuri

©® SmartOnApp Technologies. All Rights Reserved.

Agent Updates the Case Status

a o o # £A[Ned}

& #P6Y5L9 | Issue Regarding Digital Payment

{ & Caselnfo ¢ Interactions & Sub Cases VP Merged Cases 9 Cases History

> Description
s v OtherInfo
Status: Resolved v Type: Query
Priority: High v Channel: Web
Product: Digital Payments ¥ Due on:
Category: Select v Dependent Team: Select
4

L & 4

o €

©UNFYD®COMPASS. All Rights Reserved.

v0.0.1.9




Agent

ated Status Notification to Customer

Signing in will sign you into Hangouts
across Google
Learn more

De
)

= I 4 I Gmail Q  Search mail S
¢« B 6§ & 0 Db ® : 10f387 > 0
|- Compose
O mbox . Case #P6Y5L9 has been resolved inbox x &5 2
* Starred P smar pport.smar com <smart pport.smart com> 4:43PM (0 minutes ago) Yy 4 :
© snoozed & tome -
UNFYD
- 0 LINK _ c.'
B Drafts
Y Dear Customer,
v ore

This is to inform you that the case #P6Y5L9 is resolved
Please click here to track and view changes to your case (a user id and password may be required).

Click here to view the case (a user id and password may be required).

Thank you.

© SmartOnApp Technologies. Al Rights Reserved.

This email can't receive replies. Get in touch by email us at info@smartnapp.com

fYNin

"Disclaimer & Privilege Notice: This e-Mail may contain proprietary, privileged and confidential information and is sent for the intended recipient(s)
only. If, by an addressing or transmission error, this mail has been misdirected to you, you are requested to notify us immediately by return email
message and delete this mail and its attachments. You are also hereby notified that any use, any form of reproduction, dissemination, copying,
disclosure, modification, distribution and/or publication of this e-mail message, contents or its attachment(s) other than by its intended recipient(s) is
strictly prohibited. Any opini d in this email are those of the individual and may not necessarily represent those of SmartConnect
Technologies.
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Administration

Qoeﬂ

=
aA

Customer
Feedback

UNFYD®
= Admin
£ Configure Channels
Portal Email Mobile App
£ Settings
® >
s e 32 all 2| =
ak @i @) =
Agents Teams Collaborator Service Business Service Desk Roles Email Business Rules
Contracts Hours Notifications
$ B © N O
% )
Products Templates Channel CaselD Auto Close
Transmission Generation
®, Feedback

v00.19

® SmartOnApp Technologies. All Rights Reserved.

©UNFYD®COMPASS. All Rights Reserved.




Send Notifications Based on Business Rules

B XERE !

= Admin-Add WorkFlowRules x
Object Properties
® Match Any of thebelow ' Match All of the below
O ° @ m & Job Title v Is Y Assistant General Mana... v
Actions

o ° SendNotification v

From Select Mail Box v ) Owner ' Assigned Agent ) Others
To ] owner [J AssignedAgent  [] Lead
cc
Subject”
Template _
;o B U A ssProRegular v 15~ A = =2 = H oLma X< ?

Edit Message here c

® SmartOnApp Technologies. All Rights Reserved. v0.0.18

©UNFYD®COMPASS. All Rights Reserved.



Service Contract Rules

UNFYD®
LINK

= Admin - View ServiceContractRules

& Basic Mode

Rule Name Default SC g Description

Object Properties

Match Any of the below ¢ Match All of the below

O @ 4 @ | m o Priority v Is v Critical -
|e | & | m @ Type v s v Performance v
Attach Service Contract

Attach = Default Service Contrac v~

® SmartOnApp Technologies. All Rights Reserved.

v00.19

©UNFYD®COMPASS. All Rights Reserved.




Reminders and Escalations

[N S <

= View Service Contract V4 €

Service Contract

Name Default Service Contract Description Default Service Contract IsActive
© Priority Type Response Time Resolution Time Business Hours
(-] Critical v Performance v 15 Min v 30 Min v Morning Shift v
Reminders

©  Response Time Reminders:

@ Remind: Owner Routed Agent Routed Team Collaborators Others Before: 5 Min v

©  Resolution Time Reminders:

@ Remind: Owner Routed Agent Routed Team Collaborators Others Before: 10 Min v
Escalations

©  Response Time Escalations:

@ Escalate: Owner Routed Agent Routed Team Collaborators Others After: 10 Min v

©  Resolution Time Escalations:

@ Escalate: Owner Routed Agent Routed Team Collaborators Others After: | 20 Min v °

© SmartOnApp Technologies. All Rights Reserved. V0019

©UNFYD®COMPASS. All Rights Reserved.



Administration — Roles & Permissions

UNFYD®
LINK

View Role

Mounika v

& €

Role Name  Admin Role Description Admin

Cases Clients Admin

Create All Cases Enable Accounts Enable Agents
View All Cases Create New Account Create Agents
EditAll Cases View Account View Agents
Upload Case Attachments Upload Account Attachments Edit Agents
Download Case Attachments Download Account Attachments Delete Agents
Pickup All Cases Edit Account Export Agents
Route All Cases Delete Account Enable Teams
Close All Cases Import Account Create Teams
Sub Cases Export Account Map Agents to Teams
Merge Cases Enable Contacts View Teams
View Case History Create Contact Edit Teams
Update Multiple Cases View Contact Delete Teams
Delete All Case Edit Contact Export Teams

V0011

© SmartOnApp Technologies. All Rights Reserved.

©UNFYD®COMPASS. All Rights Reserved.




Administration — Email Notifications

®
[Lnl\lﬁYl']() (2] (] # Mounika v
= Settings - Email Notifications €  Search Q
Agent Notifications Contact Notifications CC Notifications
New Case Created rd New Case Created 4 Customer Interaction Added g
Case Assigned To Team ' Agent Interaction Added s Agent Interaction Added g
Case Assigned To Agent 4 Case Resolved 4 Case Resolved g
[J case Updated 4 Case Closed 4 Case Closed s
Case Collaborator Added s Contact Email Activation s Collaborator Added s
First Response Reminder 4 Contact Password Reset g Collaborator Removed g
First Response Escalation d
Resolution Reminder s
Resolution Escalation d
Password Reset s
Article Published s
© SmartOnApp Technologies. All Rights Reserved. vooi1
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Case Created by Customer Via Web Portal

Customer facing a
problem with

product
~d
I
I
q I /
‘ Captures: .
Raises a Case through O Product type :ienerates at:Jnlt:u: 1D
portal O Problem with product oa requesk_ ortuture
a SLA tracking

Customer receives an Resource Allocation Workflov.lv Engine &

alert mail that states One of the resource Q Skills Rule Engine analyses

resource was allocated will accept the request O Product Mapped the parameters from
on task PP web form

©UNFYD®COMPASS. All Rights Reserved.
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U

Case 1 - Existing Contact & New Emall

H . Create a new Case and associate
Support Email 1. Contact exists? it with this Contact

Contact
smartserve@smartnapp.com 2. Subject has an existing Case ID?

santosh@tcs.com

1. Yes; 2. No

‘ | g B @\’ 4
e VT

Existing Contact sends an email to
the common support email ID -

~

RE B8 KR8 88 =
& Qi, .......... eH @ g @® 2 —
i) [ Vel [ z
Workgroup TBSS HDFC Life TCS . _
N Workgroup  Workroup Workgroup | o o e,

©UNFYD®COMPASS. All Rights Reserved.


mailto:smartserve@smartnapp.com

U

Case 2 - Existing Contact & Existing Case

Contact Support Email 1. Contact exists?

santosh@tcs.com smartserve@smartnapp.com 2. Subject has an existing Case ID? Add an Interaction to the Case

7 @\y o 1. Yes; 2. Yes

Existing Contact sends a follow-up w d
® v

email to the common support
email ID with Case ID in Subject

enn My First Past by Email

To: wuze88sasopost.wordpress.com

Ce:
=+ Subject: My First Post by Ema]l casss1sToesz |
Hi Everyona,
You wil naver balive this! | pubiishod this post by emaill

~

@ .......... @ O @ @ <
aa g [ Yain &2 g e ) 2 i
Workgroup TBSS HDFC Life TCS e - .
Notifications on Portal & Email to
N Workgroup ~ Workgroup Workgroup Casefowner & collaborators

N J

©UNFYD®COMPASS. All Rights Reserved.


mailto:smartserve@smartnapp.com

U

Create a new Contact

Case 3 - New Contact & New Email

Contact ) Support Email 1. Contact exists? without mapping any
apurva@hdfclife.com smartserve@smartnapp.com 2. Subject has an existing Case ID? ﬁcggggfl}go be mapped

b o &

New Contact sends an email to the
common support email ID -

Create a new Case and
associate it with this contact

~

22 28 KRR 22 =
80 ... 80 €0 @q —
i) [ Vel [ Yai i)
Workgroup TBSS HDFC Life TCS If Contact’s Email ID Domain =
N Workgroup  Workgroup Workgroup dfclife.com Then route the case to
K / HDFC Life Workgroup

©UNFYD®COMPASS. All Rights Reserved.
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Case 4 - New Contact & Existing Case

Contact
apurva@hdfclife.com

Support Email
smartserve@smartnapp.com

U

Create a new Contact
without mapping any
Account (to be mapped
manually)

1. Contact exists?
2. Subject has an existing Case ID?

2

New Contact sends a follow-up
email to the common support
email ID with Case ID in Subject

1. No; 2. Yes

i r¢1_,

@—

My First Post by Email

To: wuze88sasopost.wordpress.com
Ce:
R rmm— Add an Interaction to the Case -+

Hi Everyona,
You wil naver beliove this! | pudiishod this post by emaill

89
29

TBSS
Workgroup

Workgroup

K N

2 88
Q 29 | ——

HDFC Life TCS
Workgroup Workgroup

oD
)OO

Notifications on Portal & Email to
Case owner & collaborators

J

©UNFYD®COMPASS. All Rights Reserved.
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U

Create a new Case mapping to a

Case 5 — Agent & New Email

Agent Support Email 1. Agent exists? dummy Contact
sreenathv@smartnapp.com smartserve@smartnapp.com 2. Subject has an existing Case ID?
(o] 1. Yes; 2. No

~
3 I @ 1 I ! ——

Agent sends a new email to the w
x v

common support email ID -

~

@ ---------- @ O @ @ < w ‘
& g [ Yaiin i) g =, 2 h
Workgroup TBSS HDFC Life TCS e - .
Notifications on Portal & Email to
N Workgroup ~ Workgroup Workgroup / Casefowner & collaborators

\_

©UNFYD®COMPASS. All Rights Reserved.
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Case 6 — Agent & Existing Case U

Agent Support Email 1. Agent exists?

sreenathv@smartnapp.com smartserve@smartnapp.com 2. Subject has an existing Case ID? Add an Interaction to the Case

o 1. Yes; 2. Yes

~.
I T @ ’ I ! I

Ahgent sends a follow-up email to w/
tl & |

e common support email ID with
Case ID in Subject

enn My First Past by Email

pEa)

To: wuze88sasopost.wordpress.com

Ce:
=+ Subject: My First Post by Ema]l casss1sToesz |
Hi Everyona,
You wil naver balive this! | pubiishod this post by emaill

~

@ .......... @ O @ @ <
aa g [ Yain &2 g e ) 2 i
Workgroup TBSS HDFC Life TCS e - .
Notifications on Portal & Email to
N Workgroup ~ Workgroup Workgroup Casefowner & collaborators

N J

©UNFYD®COMPASS. All Rights Reserved.
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U

Create a new Case mapping to a

Case 9 — Collaborator & New Email

Collaborator Support Email 1. Collaborator exists? dummy Contact
senthil@smartconnectt.com smartserve@smartnapp.com 2. Subject has an existing Case ID?
(o] 1. Yes; 2. No

~
3 - @ { I ! ——

Collaborator sends a new email to w
b 4 v

the common support email ID -

~

.
82 52 52 88 e
() g ---------- @® O @® 0O) g g < —— w

£ [ Yl [ Yaia' il -
Workgroup TBSS HDFC Life TCS e - .
N Workgroup ~ Workgroup Workgroup D Iélgstéf gxggféﬁ'zﬁg{gyﬁéﬂ"ad to

o

©UNFYD®COMPASS. All Rights Reserved.
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U

Case 10 — Collaborator & Existing Case

Collaborator Support Email 1. Collaborator exists?
senthil@smartconnectt.com smartserve@smartnapp.com 2. Subject has an existing Case ID? Add an Interaction to the Case
o 1. Yes; 2. Yes

~
3 L @ ) I ! ——

Collaborator sends a follow-up w,
x v

email to the common support
email ID with Case ID in Subject
0o My First Past by Email

To: wuze88sasopost.wordpress.com

Ce:

= v Subject: My First Post by Emaj| Case $15T0832

Hi Everyona,
You wil naver beliove this! | pudiishod this post by emaill

~

@ g .......... @ O @ O @ g <

i [ Yain) [ Yl i) i

Workgroup TBSS HDFC Life TCS e - .
N Workgroup  Workroup Workgroup | i

©UNFYD®COMPASS. All Rights Reserved.
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Case Summary Dashboard

0
0
5
0

Open C: Pending Cases

361 3

Breakup of Ca

Hema Resolved

3

Status @Closed @Open @ Pending
Aniket Parker 7
Hitesh Dsou... 13

Closed Cases

191

Breakup o

(Blank)

Vinay Kannan Pending
22
Closed
Rohan Parmar
- ” L UNFYD-BUZZ
UNYFYD LINK
UNFYD® BOT
et Open UNFYD® TALK
UNFYD-BI
400
300
200
100
7 7 7 7 5 3 2 5 i X -
0
S ? \o N o
\»%“( R ® W« o <j*°.\ & ‘!‘n\ﬁ‘ % LK\""
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N >
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Case Volume Trend

Ticket Volume Trend

©UNFYD®COMPASS. All Rights Reserved.
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Case Volume Trend

t Volume Tr

Oct 2017 Nov 2017
| e s il
| e ) UNFYD® TALK Hig';hA
| e i -4 i
| (Blank) INYFYD LINK High 49
AccountName ProductName Priorit s
| ot R e
| Tata M.oyurarfrinance ‘UNI'VDS TAVLI( ngh 19 )
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p . Priorit
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Count of Ir

AccountName @ (Blank) @TATA AIG

{Blank)

Vinay Kannan

Hitesh Dsouza

Himabindu

Pintu Pal

Hema

Rutu

o

@ TBSS Saraswat

w
154

30

@TBSS Titan  @TCS Axis Nashik @ TCS IndiaBulis @TCS Maruti @ UNFYD 8 UNK @ UNFYD-BI-SUPPORT

gent Interaction Summar
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© 2020-2022 SmartConnect Technologies. All Rights Reserved

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of SmartConnect Technologies & its affiliated company.

The information contained herein may be changed without prior notice. Some software products marketed by SmartConnect and its Partners contain proprietary software components of other
software vendors. National product specifications may vary.

These materials are provided by SmartConnect and its affiliated company for informational purposes only. Without representation or warranty of any kind, and SmartConnect or its affiliated
companies shall not be liable for errors or omissions with respect to the materials. The only warranties for SmartConnect or its affiliated company products are services are those that are set forth in
the express warranty statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional warranty.

In particular, SmartConnect or its affiliated companies have no obligation to pursue any course of business outlined in this document or any related presentation, or to develop or release any
functionality mentioned therein. This document, or any related presentation, and SmartConnect or its affiliated companies’ strategy and possible future developments, products, and/or platforms,
directions, and functionality are all subject to change and may be changed by SmartConnect. or its affiliated companies at any time for any reason without notice. The information in this document
is not a commitment, promise, or legal obligation to deliver any material, code, or functionality. All forward-looking statements are subject to various risks and uncertainties that could cause actual
results to differ materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, and they should not be relied upon in making purchasing
decisions.

SmartConnect & its products and services mentioned herein as well as their respective logos are trademarks or registered trademarks of SmartConnect (or its affiliated company) in Singapore, India
and other countries. All other product and service names mentioned are the trademarks of their respective companies.

OUNFYD®COMPASS. All Rights Reserved.




% Srikanth SESH
. Talk: 491 9819712091
. sriksesh@unfyd.com
IN in/sriksesh
. | sriksesh
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