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Omnichannel  
Response 

Automation

Omni-channel Response 
automation powered through 
GenAI tools, with seamless RPA 
capabilities interlaced with 
UNFYD.LINK suite of offering
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GenAI Response Automation
✚GenAI Adoption

✠ Handle Large Volumes 
✠ 24x7
✠ Consistent – Tone, Accuracy
✠ Unlimited scale expansion
✠ Reduce staffing, training etc
✠ Immediate Response/Resolution
✠ Data-Driven Insights
✠ Human-Agent Support
✠ Multi-Lingual
✠ Personalized (data-driven)
✠ Reduced Errors (automation)
✠ Update/Enhance automation
✠ Workflow (routing, personalize)
✠ AI powered approach
✠ Significant focus on strategic 

initiatives

✚Problems
✠ Volumes – Increase Manpower
✠ 9x5 / 9x6
✠ Lack of consistency
✠ Limited scale
✠ Mushrooming Costs
✠ Delayed Resolutions
✠ Lack of data-driven approach
✠ Complex issues – delayed
✠ Language Support
✠ Lacks Personalization
✠ Error prone
✠ No Templatization
✠ Lacks Workflow
✠ Lack of technology intervention
✠ Lack of Strategic Focus
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AI Powered Response Automation + Ticketing Solution

✚ UNFYD.LINK features an intuitive multilingual, multichannel drag / drop & configurable interface, lets IT 
and business users easily automate email actions without writing a line of code

✚ Integrated with NLP/ChatGPT, it analyses the intent, sentiment, entity, keywords of the email conversation 
to ‘draft’ responses for incoming mails/ tickets, without assigning to human-agents

✚ Easy-to-configure rules/routing engine, where a combination of intent, sentiment and context can be used 
to define scenarios, logic, handling and action needed

✠ Action needed can be result oriented, basis “context”:
✙ Ticket creation and allocation (team allocation, team member allocation)
✙ Ticket categorization, classification and segmentation (Types, Sub-types)
✙ Child ticket creation, Child-Parent ticket mapping
✙ Response – Auto send, save as draft, send for approval

✚ The platform also enables an auto summary, which briefs the entire email thread/ticket interaction, the back 
and forth into a summary format which is easily readable, presentable for the senior management.

✠ Conversation summary classification, C2A identification
✠ Helps with quicker resolutions of problems

✚ Multi-intent capture, handling and response automation
✚ Drive synopsis across conversation for a quick-peek of overall conversation sentiment, 
✚ Integrated with CRM, Knowledge Base to use the same CDP and defined, seamless, stitched, user stories
✚ Integrate with third-party systems, to drive end-2-end process automation
✚ Human-assist transition to drive exception management (maker-checker process)
✚ Reports / Dashboards / Analytics (integrated across channels)

UNFYD. LINK
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GenAI Automation
Case Categorization
✚ Define a system to automatically sort incoming 

emails into predetermined case types.
✚ Introduce the necessity for efficient email 

classification.
✚ Explain the benefits: streamlined workflows, 

quicker response times.

Sentiment Analysis
✚ Incorporate sentiment analysis to evaluate 

customer email emotions.
✚ Prioritize and manage emails based on sentiment 

for timely, appropriate responses.
✚ - Illustrate how this enhances customer 

experience.

Case Summarization
✚ Automatically generate brief summaries of email 

content.
✚ Show how summaries aid agents/Managers for 

quick issue understanding.
✚ Highlight the importance of faster response 

times.

Case Assignment
✚ Implement an automated system to assign cases 

to suitable agents or teams.
✚ Factors considered: skills, priority, and case 

category.
✚ Emphasize efficient workload distribution.

Business Rules Configuration
✚ Establish a configurable framework for defining 

email handling business rules.
✚ Highlight the need for adaptable rule-setting in 

handling diverse queries.
✚ Explain how this enhances flexibility and 

responsiveness.

Automated/Suggestive Response
✚ Integrate automated response mechanisms to 

handle routine queries.
✚ Explain how this improves efficiency and 

consistency.
✚ Mention suggestions aiding agents in drafting 

better responses.



Marketing Service Digital XP Mobility Communication AutomationCollaborationSales

GenAI Automation
Automatic Replies for Standard Queries/Requests
✚ Implement automated responses for common queries.
✚ Tailor responses to the specific nature of inquiries.
✚ Emphasize prompt customer acknowledgment.

Checker Stage for Suggested Scripts
✚ Include a review stage for system-generated responses 

by agents.
✚ Ensure appropriateness and accuracy of automated 

replies.
✚ Highlight the importance of human oversight.

GenAI Response Based on CRM Data
✚ Integrate with CRM systems to personalize email 

responses.
✚ Demonstrate the significance of dynamic customer data 

incorporation.
✚ Illustrate improved customer relations through 

personalization.

GenAI Response Based on FAQs/Knowledgebase
✚ Link email automation with a knowledge base repository.
✚ Automatically refer to the database for response content.
✚ Showcase how it enhances response accuracy.

Attachments in Responses
✚ Allow attachment inclusion in email responses.
✚ Ensure safety measures for secure attachment handling.
✚ Explain the added value of providing relevant 

attachments.

Feedback Capture
✚ Implement mechanisms to gather customer feedback on 

email responses.
✚ Emphasize the importance of continuous improvement.
✚ Show how feedback enhances system accuracy.

Feeding Case Details to CRM
✚ Ensure seamless integration to update CRM with case 

details.
✚ Provide agents with comprehensive customer 

interaction views.
✚ Highlight improved relationship management.

Unified Agent Desktop with Customer Interaction History
✚ Develop a unified desktop interface consolidating all 

relevant information.
✚ Display comprehensive customer interaction history for 

agents.
✚ Stress better decision-making through holistic insights. 
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Platform Enhancers
✚Seamless extension of process across digital channels 

✠ WhatsApp  / Facebook / Twitter / Mobile App etc. 
✠ QRC / Grievance handling across channels
✠ Build-once deploy multi-channels – architecture
✠ Single-window platform interface (CLJ / CDP….)
✠ Enable contextual assistance across touchpoints

✚Agent-Assist intervention during onboarding process
✠ Proactive web notification across journey of customer
✠ Event-driven push notification basis customer journey
✠ Form-fill assistance through co-browse / video 
✠ Seamless extension of KYC, document collection process
✠ Document Validation (OCR) real-time (Aadhar, PAN, Driving LIC….)
✠ Voice-assisted form filling (multi-lingua)

✚Enhanced Portfolio
✠ Co-pilot (agent assistance – cognitive automation)
✠ Conversation Analytics (Voice / Email, Chat….)
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✚ Multi-Language Support

✚ Single and Multiple Intent Handling

✚ Business rules configuration

✚ Case categorization, assignment & tagging basis business rule configuration

✚ Sentiment Analysis

✚ Case Summarization

✚ Automated / Suggestive Response

✚ BOT Flow Builder

✚ Automatic Replies for Standard Queries/Requests

✚ Checker Stage for Suggested Scripts

✚ Configurable agent validation for suggested response

✚ Response Based on CRM Data (email, WhatsApp  …)

✚ Response Based on FAQs/KB (email, WhatsApp  …)

✚ Attachments in responses (email, WhatsApp ... )

✚ Feedback Capture

✚ Feeding Case Details to CRM

✚ Unified Agent Desktop

GenAI Response Automation - Features
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Email 
Automation
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Core system

Routing
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If the sentiment is negative, the BOT transfers the 
chat to the Agent with the drafted message.
In that message, the agent can modify or add more 
information and send it to the customer.

Creates a ticket
 in the link

Ms PVA Workflow

Customer posts query.

A query received 
by BOT

BOT Will follow the workflow defined 
based on various conditions, dip into 
the respective systems, collate all the 
data in raw format, and pass it back 
to OpenAI.

OpenAI will beautify the war 
data, create the responses in a 
human-readable sentence 
format with all grammatical 
structures in place, and pass it 
back to UNFYD. DIALOG

After the AI draft the 
response, the BOT will 
check the sentiment to 
see if it is positive or 
negative.

If it is positive: 
UNFYD.DIALOG 
will sent the 
response to the 
customer.

If a customer tweets and BOT responds to that customer for your 
query, please DM to more clarification. The BOT will automatically 
fetch the details from the handle and pass them into the CRM to 
check if the customer is new or existing. 

The agent review the drafted message and 
send it to the customer.

Once the agent edits and sends the message, 
one copy will also be shared with Open AI so 
that it can learn from the modified responses 
and perform better in a similar scenario in the 
future.
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Query will be passed to 
OpenAI which will break 
the entire tweet into 
intent, entity, sentiment, 
etc. and pass all this 
information back to 
UNFYD. DIALOG.

BOT Workflow will be preconfigured in UNFYD. DIALOG with 
all the preconditions and integrations to various 3rd party 
systems like CRM, knowledge repository, core systems, etc.

3

10

Customer

AI Powered – Email Interaction Management
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Process Flow - Email Automation

1

Customer’s Email 
is received on 
UNFYD. LINK

Intent Analysis 

Case Assignment
Business rules 
defined in 
UNFYD. LINK 

If Response is Negative 
,generate a draft agent 
will validate and send to 
customer

Customer Service Agent

BOT will execute the workflow 
defined based on various 
conditions, dip into the respective 
systems, collate all the data in raw 
format, and pass it to OpenAI.

OpenAI will beautify the raw 
data, create the responses in 
a human-readable sentence 
format with all grammatical 
structures in place, and pass 
it back to UNFYD. DIALOG

LINK will fetch 
the data from 
KM based on 
intent identified

It will also fetch customer 
data, attachments if any, 
from core business portal

2 3 5

6

KM

4Based on business rules
• Case categorization, 

tagging, assignment
• Intent, sentiment, 

keyword analysis Response management 
basis workflow definitions

If Response is Positive, or 
neutral, send the 
generated response 
directly to the customer.

Case Creation

7
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Email Process Automation

1. Mailbox Integration: We will integrate with the business mailbox. Post which, the customer’s email will land on UNFYD. 
LINK+

2. Intent Analysis: The system performs intent analysis on the customer's email to understand the purpose or query, so that 
the necessary action can be invoked

3. Case Assignment and Action Initiation: Based on the intent analysis, the system assigns the case to the appropriate 
category and initiates necessary actions. This may involve a dip into CRM (Customer Relationship Management) and 
Knowledge Base (KB) to gather relevant information.

4. Business Rules Definition: The entire workflow is defined using business rules within UNFYD. LINK.

5. Negative Response Handling: If the response is negative, a draft is generated. An agent validates the draft before sending it 
to the customer, ensuring accuracy, human touch, validation and professionalism.

6. Positive or Neutral Response Handling: If the response is positive or neutral, the generated response is sent directly to the 
customer without agent validation, streamlining the process for positive interactions.

7. BOT Workflow Execution: The BOT executes a defined workflow based on various conditions. It interacts with different 
systems, collects raw data, and passes it to OpenAI for further processing.

8. OpenAI Processing: OpenAI beautifies the raw data, creating responses in a human-readable sentence format with proper 
grammatical structures. The refined data is passed back to the BOT.

9. Data Retrieval from KM and Core Business Portal: UNFYD. LINK fetches data from Knowledge Management (KM) based 
on the identified intent. • Customer data and any attachments are retrieved from the core business portal.

10. Case Categorization, Tagging, and Assignment: Based on business rules, the system categorizes, tags, and assigns the 
case to the appropriate team or individual. 

11. Response Management: The final step involves managing responses based on predefined workflow definitions.

Process Flow – Steps Explained
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Email Automation – Benefits

1. Advanced Intent Analysis: UNFYD. LINK+'s intent analysis goes beyond basic keyword matching. It leverages advanced algorithms, across 
the entire trail to truly understand the nuanced intentions behind customer emails. This ensures that responses are prompt and relevant.

2. Dynamic Business Rules Definition: The platform allows for dynamic and customizable business rules, providing organizations with the 
flexibility to adapt and fine-tune workflows. This adaptability is a key differentiator in addressing diverse business needs.

3. Human-in-the-Loop Validation: While automation is a core feature, UNFYD. LINK+ recognizes the importance of human oversight. The 
system intelligently routes negative responses for agent validation, striking a balance between efficiency and the need for human judgment, 
thereby ensuring high-quality and personalized interactions.

4. Seamless Integration with OpenAI: The integration with OpenAI sets UNFYD. LINK+ apart by incorporating advanced natural language 
processing capabilities. OpenAI's language model enhances the quality of responses, making them not just accurate but also engaging and 
natural, contributing significantly to the overall customer experience.

5. Knowledge Management Integration: Seamless integration with the business Knowledge repository, enabling quick and accurate retrieval 
of information relevant to the customer's query. This integration ensures that responses are not only timely but also enriched with the latest 
and most accurate information.

6. Holistic Customer Data Retrieval: Beyond just extracting information from KM, UNFYD. LINK fetches comprehensive customer data and 
attachments from the core business portal. This holistic approach ensures that responses are personalized and take into account the 
customer's history across the email trail and specific context.

7. Intelligent Case Categorization and Tagging: The platform's intelligent case categorization and tagging mechanism, enable organizations 
to efficiently organize and manage their customer interactions. This feature also facilitates valuable insights for strategic decision-making.

8. Real-time Sentiment Analysis: It incorporates real-time sentiment analysis, allowing organizations to gauge customer emotions and tailor 
responses accordingly. This emotional intelligence is a significant differentiator in creating a customer-centric approach.

9. Scalability with Performance Analytics: The platform is designed to scale with the growing demands of customer interactions. Performance 
analytics provide organizations with actionable insights into system efficiency, allowing them to continuously optimize and enhance their 
automated processes.

UNFYD.LINK stands out by offering a combination of Cognitive and AI capabilities, customizable workflows, human-in-the-loop validation, 
and a holistic approach to customer data. 
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UNFYD.LINK (BPM Automation)
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UNFYD.LINK - Multilingual Email Automation
Customer Email in Hinglish
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UNFYD.LINK - Multilingual Email Automation
Translated to English
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Email/Ticketing Response Automation – Define Intent/Sentiment/Keyword rules in Rules Engine 

UNFYD.LINK - Easy Workflow Configurations
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Multi-Intent Management (cross-lang)

UNFYD.LINK - Intent Analysis
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Auto summary of conversation for a quick peek

UNFYD.LINK - Summarization
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Detailed Analysis of Calls

Categorization, Tagging, Sentiment Analysis 
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Intelligent 
Workspace
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Omni Channel Agent 

Digital Workspace
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Email Interaction

Digital Workspace
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Buddy Assist – Powered by ChatGPT

Digital Workspace
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Interaction Summary – Powered by ChatGPT

Digital Workspace
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Azure 
Frameworks
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Microsoft Azure – AI Platforms
✚Key Platform Utilities 

✠ Azure Platform
✠ SQL Storage
✠ BLOB
✠ Microsoft Graph API
✠ Language API
✠ NLP
✠ Form Recogniser
✠ Cognitive Search
✠ Azure AI Services
✠ Azure Machine Learning
✠ Real Time Analytics 
✠ Azure OpenAI
✠ Power Virtual Agents (PVA)
✠ Power BI (WIP)
✠ Power Automate (WIP)
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UNFYD.CIA ::: Platform Architecture
Customer Care 

Application

Employee 
facing 

Applications

Vendor / 
Channel 
Partners 

Applications

Legal 
Applications

Sales & 
Marketing 

Applications

Data Storage 
Layer

Processing 
Layer

Index, text & 
semantic 

Search Layer

Output 
Layer

Davinci/Ada/ 
Babbage/curie

Cognitive 
Search

GPT Turbo 
3.5/4.0

Integration 
Tools

Web
Crawlers

Document 
Upload APIs

Registration 
APIs

Search APIs

Chat APIs

Prompt APIs

Integration 
APIs

Analytics 
APIs

Data remains on our 
own private cloud

SQL 
Connectors

Document 
Intelligence

Speech 
Services

Bot 
Services
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UNFYD. COMPASS - Technology Stack

Presentation Stylesheets Languages Database

HTML5

Java Script 
Framewor

ks

ASP.NET

Angular 
Framework

CSS

XML

JSON

.NET 
Framework

WCF

Angular 
Framework

Spring for 
Java

C#.NET

Python

Java Script

MS SQL

Mongo DB

AWS

AZURE

GOOGLE

Private 
Cloud

Windows

Android

iOS

Cloud Hosting DevicesFrameworks

Nodejs

My SQL 
DB
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Transform DX
DX

create valuable relationships
why

what

how

Create DX 
value by 
leveraging our 
range of 
services:
• Advisory
• Design
• Technical
• Cloud
• Managed 

Services

Transformative 
global market 
citizens: 
Business 
advisory, 
operational 
outsourcing & 
DX solution 
expertise

DX advisory, benchmarking, services & solutions

Understand
customer analytics

Integrate
omni channel CX

Automate
robotics & AI

Optimise
workforce optimisation & 
employee engagement

Customer Engagement Hub & Solution Support Services

voice of the customer, 
speech & text analytics

predictive analytics

operational insights

customer journey design

self & assisted service

secure channel delivery 
& application integration

virtual agent

RPA

knowledge management

workforce management

quality & performance 
management

collaboration

together
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UNFYD®COMPASS - IP Framework
Modules Capability Matrix

UNFYD®SX Omni-channel sales automation - Lead Management, Sales Force Automation & operations process enablement

UNFYD®MX Omni-channel marketing automation – Social listening, Campaign Automation, Communities etc..

UNFYD®CX Omni-channel service automation --  CASE/Ticketing Management tool, field-service operations

PRODUCT CAPABILITY MATRIX
UNFYD®WORKS Multi-channel cross-social interaction platform, enabling ecosystem players, reach their service providers, at their comfort (Customer Front Door)

UNFYD®RESPOND Off-line multi-channel queue-based message response mechanism, respond to all pending messages in the next business hour

UNFYD®SEEK Content / Knowledge Base - Management platform, which enables seamless information access for Omni-channel, BOT & CAI driven engagements

UNFYD®MAIL Email automation solutions, workflow process, escalation, SLA management

UNFYD®LINK Ticketing / CASE management suite, with auto-routing, intelligent automation, SLA management

UNFYD®DOC Document Management platform, for enterprise-wide operations (collect, imaging , extract, orchestrate…)

UNFYD®ENGAGE Proactive engagement with users based on their behaviour on the web / mobile App – intelligent routing and notifications

UNFYD®COLLAB Collaboration (co-browse/screenshare/annotate) on web/mobile engagements, to facilitate / guide users across process journey

UNFYD®TALK Integrated workspace for telephony / video integration (WebRTC integration across various telephony platforms)

UNFYD®PITCH Omni-channel campaign management platform, drip-campaigns, journey-led pitch …..

UNFYD®SCOR Quality Monitoring & Score-card tool to evaluate performance of interactions by CSE to bring effective workforce management

UNFYD®BUZZ Social/Listening platform, with mixed initiative sentiment tagging & process management to integrate seamlessly with enterprise operations

UNFYD®POLL NPS-led omni-channel poll platform, configurable for each process-line separately, extendable with platform data for better NPS analysis

UNFYD®TRACK End-2-end field-service management, FOS - integrated with SCM operations, advanced scheduling techniques, geo-tagging, route-mapping etc. 

UNFYD®FORUM Community-based engagement platform, with cognitive abilities to self-serve, interaction management (closed-user groups)

UNFYD®INSIGHT BI/Visualization/Analytics of various operations, provide dashboard/predict analytics for operations enhancements

UNFYD®PMO Program / Project Management Tools – with end-2-end process automation, HR & FIN integration to analyse project CBA
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UNFYD®CIA - Intelligent Automation
Modules Capability Matrix

UNFYD®LINK Email Response automation, basis intent / sentiment & KB integrations, enterprise applications

UNFYD®TALK Omni-channel conversation automation, powered by GenAI suite, with seamless integration to enterprise applications / KB portals / web

UNFYD®BUDDY Co-pilot platform to assist human-agent, during live conversations – provide auto-answers, next best offers, process-flow scripts – better CX

UNFYD®DIALOG Flow-based, Self-service BOT with Knowledge Base integration, to automate various service engagement operations

UNFYD®CONVERSE Omni-channel - Conversation chatbots powered by GenAI to drive end-2-end experience automation (web / mobile app, voice…)

UNFYD®VOICE Voice-bots (mulit-lingua) to drive end-2-end process automation across acquisition, form-filling, enquiry etc.

UNFYD®SCOR Automated score-card & quality management process – across voice / text, to deliver 100% compliance & deliver better business analytics

UNFYD®DOC Image Extraction, Interpret, Process Data --- Digitisation, Document Management 

UNFYD® WEB Web scraping & KB powered interactions

UNFYD®PEEK Advanced analytics (text / voice) - across sentiments, emotions etc.
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Architecture
✚Agnostic to prem / cloud infra
✚Multi-tenanted architecture
✚Vertical & Horizontal Process agnostic
✚Built on Microsoft stack
✚API-driven architecture
✚Low-code & no-code
✚Mobile interventions (iOS / Android..)
✚SDK / APK construct
✚ Identity & Access Management
✚Audit Trail
✚Reporting / Dashboard / Analytics
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Architecture Diagram
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Federation
✚UNFYD. federated architecture 

enables seamless integration 
with powerful, business-critical 
applications.

✚Using a mobile-first approach, 
users are able to conduct instant 
conversations through ecosystem 
partners’ preferred channels, all 
within a secure and unified 
environment.

✚Federation also allows adding 
features and functions that go 
beyond just messaging, such as 
message transformations and 
media transcoding, chatbots that 
augment and amplify 
professionals in the conversation, 
and more.
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Governance & Control
✚Governance and Control

✠ As instant messaging and 
communication further intertwine 
with daily life, the challenge of 
maintaining a separate business 
persona for business conversations 
grows. 

✠ UNFYD. gives businesses a 
comprehensive view and full 
visibility of employee-customer 
communication without capturing 
employees’ private and personal 
messages.

✠ With enhanced modules including 
Information Barriers/Ethical Walls 
and Data Leakage Prevention 
(DLP), enterprises are now able to 
manage business communication 
– messages, documents, images, or 
videos sent to customers, keeping 
everyone safe, professional, and in 
compliance.
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Security
✚UNFYD. was created to be 

“secure by design.” Every 
element of our platform is led 
by this ethos in an effort to 
deliver the most robust 
product for customers, 
businesses, and employees 
alike.

✚Maintaining the highest levels 
of security doesn’t mean 
compromising on customers’ 
preferred modes of 
communication. 

✚The platform also enables 
advanced features such as 
AntiVirus/AntiMalware to 
protect your enterprise 
security perimeter.

✚Encryption
✠ Data stored in the back end is 

encrypted using most modern 
encryption AES 256bit encryption 
algorithm including the SSL level 
protocol and techniques.

✚Risk Assessment
✠ For identification and prevention of 

any possible issues and risks, the 
platform is tested against Risk 
management elements like Cost of 
Solution, Impact of Risk, Identifying 
the involved Asset, hence reducing 
the risks.

✚Multi-factor Authenticaton
✠ Using multi-factor authentication, 

only genuine users will be able log 
in the system.

✚Data Control
✠ The platform follows all regulatory 

data controls as applicable 
(HIPAA/HITECH, GDPR, etc.)
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Archiving, Surveillance & Compliance
✚ UNFYD.  maintains a complete record 

of all conversations between enterprise 
employees and their ecosystem 
partners, to ensure that data privacy 
and governance standards are met.

✚ Set rules and requirements with built-
in instant messaging compliance 
modules for the types and levels of 
materials that can be sent internally or 
externally, including specific keywords 
and phrases.

✚ Full audit and monitoring of 
dashboards, displaying the real-time 
status of all messages, conversations, 
data sent, and flagging when 
conditions and rules have been 
breached.

✚ Integrated with leading third-party 
archiving, surveillance, and analytics 
platforms, all messaging records are 
securely stored and available alongside 
all the existing business data.
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Deployment Models
✚Based on  a cloud-native 

architecture, UNFYD. is 
available through various 
deployment models to fit one’s 
geographic location, business 
need, and industry.

✚Our customers get the 
freedom to choose their 
preferred supported mode of 
deployment: SaaS, private 
cloud, on-premise 
installation, managed 
enterprise private SaaS, or a 
hybrid approach.
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CX - Service AutomationMX - Marketing Automation SX - Sales Automation

Personalization Inbound Lead 
Generation

Campaign 
Automation

Visitor 
Engagement

Journey 
Builder

Communities / 
Forums 

Brand Share of 
Voice

Social Media 
Management

Push 
Messaging

Journey Based 
Orchestration BOTs/AI/NLPRetargeting

UNFYD.COMPASS – CRM & Automation

Lead Scoring Sales 
Forecasting 

Lead Nurturing

Co-Browse 
Collaboration

Email 
Automation

Appointment 
Scheduling

Field Sales 
Automation

Centralized 
Monitoring

Sales 
Performance 

Cross-sell / Up-
sell

Partner 
Management

CJM / CLV QRC 
Automation

Omnichannel 
Interactions

SLA Driven 
Workflows

Feedback / 
Survey

Quality 
Management

Content / 
Knowledge 

Document 
Management

Service 
Management

Communities / 
Forums

Collections 
Automation

API Layer

Portfolio 
Management

Program 
Management

Process 
Management

Project 
Management

People 
ManagementProgram Management

BOTs/AI/NLP BOTs/AI/NLP

NLP & ML Voice, Email, Chat 
Automation

ETL, Models, 
Visualization Journey Analytics Predictive AnalyticsAI & BI

HR Transformation IT Helpdesk 
Automation

Supply Chain & 
Procurement

Device, Inventory 
Management

Finance & 
Accounting

Shared Services

API Layer

Channels Social Media WWW Mobile Apps Messenger WhatsApp

Users Customers Distributors AgentPartnersSeller
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