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€ SMART Consulting

Anos de Experiéncia

Projetos transformadores
entregues

Profissionais comprometidos
COM Seu Sucesso




Competéncias Microsoft
Microsoft

= Cloud Business Applications
= Data Analytics
= Application Development
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Diferenciais e
Posicionamento

Microsoft

Acompanhamento
da evolugdo da
ferramenta O

Microsoft

Entregas . Dynamics'crm

Equipe certificada personalizadas
“boutique”

Certificagao
FastTrack

Add-ons Smart:
@ 'TSM, PSA, Social,
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= Consultoria em Dynamics 365 (CRM) e Power Platform
= Desenvolvimento de Software
= Implantacao / Projeto

o T/radicional

= Agil
= Migracao / Atualizacao
= Sustentacao / Sucesso do Cliente
= [reinamento
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Tecnologias

= Dynamics 365 Customer Engagement
= \lendas
= Atendimento ao Cliente
= Marketing
= Project Service Automation
= Field Service
= USD
= Portals
= Power Bl / Data Insights / Azure Al
= PowerApps & Power Automate
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Dynamics 365
Customer Service




® Base de Conhecimento
® Portais de auto atendimento e chat
Analise de chamados com Inteligéncia

® artificial

® Omni Channel

Atendimento,
SAC e Garantia ® Ve




Processos Suportados pelo Dynamics 365

Customer
Service

Marketing

Social Engagement

Customer Engagement

Field
Service

Project Service Automation

Power Platform

Classified as Microsoft Confidential

Actionable
Insights

Case

Management

Campaign
Automation

Social
Campaigns

Optimized
scheduling

Solution
selling

PowerBI

Personal
Engagement

Omni-channel
engagement

Omni channel
campaigns

Social Analytics

Service
agreements

Project
planning

PowerApps

Customer
Management

Self-Service
and
Communities

Lead
management

Social Selling

Inventory
management

Resource
scheduling

Microsoft Flow

Sales Relationship
Performance Sales

Knowledge Account
Base Management

Event

Segmentation
management

. . Competitor
Social Insights Analysis
Mobile Connected
productivity devices
Mobile Time +
productivity expenses

Common Data
Service

InsideView
Integration

Workflow
Automation

Sales
Collaboration

Social
Monitoring

Customer
Communicatio
ns

Customer
billing

LinkedIn Sales

Navigator

Next Best
Action

Linked In
Connector

Social
Sentiment

Intelligence

Intelligence

Mobile Access

Product

Reccomendations

Customer Portals

Social
Engagement

Outlook
Integration

Customer
Service Bot

Social

Gameification .
Intelligence

Partner Portals Intelligence

Voice of the
Customer

Marketing Lists Intelligence

Surveys

Versium

Intelligence



Dynamics 365 for Customer Service

management

Knowledge
management

5

Messaging Social

Agent experience

Business Voice of customer
processes (VoCQ)

Intelligent Service

In-App
support

Entitlements, SLAs,
escalations

Community

Mobile

#
= O

Internet of
Things

Field
service

Engajamento omni-channel

Engajar os clientes através de varios canais
de foma integrada

Experiéncia do Atendente

O ominchannel do D365 permite que os
atendentes operem de forma eficiente,
com uma visao unificada do cliente
através de aplicativos e canais de contato
integrados.

Servicos Inteligentes

Com o ominchannel do D365 o cliente
passa a ter um atendimento
personalizado, de forma proativa e
preditiva através de interacbes humana e
nao humana.



Dynamics 365

Pontos de Iteracao Atendente
do cliente / . Bot Gestor do SAC .
representantes + Atendimento humano C t S
+ Portal/Website « Bot >< Atendimento u S O m e r e rVI Ce
+ Chat ﬂ humano ‘
*  Email - \
* Telefone
+ SMS
*  Whatsapp
* Redes Sociais
el Q < \/’ Fechamento da
o9 Roteamento Pesquisa ocorréncia

* Gerenciamento de
filas de acordo com o
perfil do cliente

* Base de
conhecimento

* Produto/Garantia

* Solucao de
problemas

* SLAs

Captura de Dados
*« CDS (Dataverse)
cCDM

Resultado positivo

Insights acionaveis

all '

Distribuicao de Pesquisas

» Automatizado e personalizado por
ticket

* Analise de sentimento

Supervisor

* Telemetria por topico,

sentimento e agente Resultado negativo

* Oportunidades de
treinamento



Roteamento e Distribuicao de Trabalho

CHANNEL WORK STREAMS ROUTING DISTRIBUTION

High priority chat
@ Work distribution mode
— -

Presence = available * Required capacity >=50

=)

N
. Capacity
SMS
25 g Gilda Samuel
(e}
® Busy 70 @ Available 80 @ Available 20
Low priority chat
% —
VP\/::;J stribution mode E category?
Chat
Customer Capacity
Frieda 20 — —— =
2 'y | @ ( )
Website visitor o & \ /
g
Case Work distribution mode Pl’oduct Ji“ Shana John
Pull
Capacity ©DND 30 @ Busy 20 ©DND 80
30
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Canais Disponiveis com Omnichannel

- S M S CO n‘tosol Ltd A | Base de Dados de Conhecimento | agg Fole conoscol

» Whatsapp AUTOATENDIMENTO "PAR .
u Chat C |_ | E N T E S Ol4, sou o SmartBot, irei fazer o seu pré-

atendimento. Me ajude com algumas

u Red eS SOC|a|S informacdes.

Tudo~ | Pesquisar

Rolar para baixo

R Virtual Agent (SC Bot),10:28

Qual o seu nome?

10:28

Mais Populares

R Virtual Agent (SC Bot),10:28

Qual a sua empresa?

Viagem com Reserva

|Digite para conversar... S

A Entrega Nunca Chegou

() SMART Consulting



Omnichannel

Multiplas sesses de atendimento

Customes Sumemary 2 Bbewy Emasl -
e Chat reque
[ oy (-
20030
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[ Acid note
Corversation summary Recent

Emadl from Lilly Michas! - 7

Pre=chat survey  Visiter datalls ndpection Feedhack
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& Ho Q Y
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Chwome s N — [ '
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Windows
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Thank you for choosng our seraces [FullameiCustomesT). Good-bye o Call roim Ly Michae
e Dreskiap e 1
i FullbamedCuszonerl) Weloome 10 our chat senice. What Er u @ - napacton schidubs mformeation
12 Bur welbits 1dayT b o
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Bots configurados para realizar o atendimento com uma base de dados facilmente personalizavel.

Power Virtual Agents

ual Agents | Lessons help

2

)

Se

Home
Topics
Entities
Analytics
Publish

Manage

e Hide bot

SMART Consulting

Test bot x

Track between topics. o () Reset

me know at any time.

So, what can | help you with taday?

9 Ifyou'd like to speak to a human agent, let

Just now

Are there any stares around me? e

Just now

I'd be glad to help find a store near you,

Which location are you interested in?

Kirkland o

Just now

° Our Kirkland is located in downtown

Kirkland. The address is: 1234 Central
Way, Kirkland, 98321.

(o o

Just now

e Did that answer your question?

Just now

Type your message B

End of Conversation

Condition

{x} PRR Survey Question (Boolean) *
| is equal to ~ ‘

Redirect

@) Confirmed Success

O ) Undo ' Redo 9 Topic checker Save
Trigger Phrases
Trigger phrases... e

Question

© Ask a question

‘ Did that answer your question? ‘

Identify
[ B Boolean > j

Save response as

{x} PRR Survey Question (Boolean) ¢

R )/‘\\¥7_
Condition £ Conditic
{(x} PRR Survey Question (Boolean) x All ather
{ is equal to ™ |
Y]
Redirect
@ Confirmed Failure [ )




Gerenciamento de Casos

Dynamics 365 v

= Visualizacdo rapida dos dados do cliente

= David Henry 3D printer issue IOT  3d Printer warping issues
I (N Home &« I? Save & Route  + New f.,‘ Create Child Case D( Cancel Case B Add to Queue F‘/ Queue Item Details
™ 4 1 Case: Case for Interactive experience Priority
Reguas de re|aC|OnameﬂtO 0 3d Printer warping issues Normal
personalizadas, conforme necessidade:
. Phone to Case to Work O. @ ;
por tipo e natureza do chamado Actve for 9 hours identity (9 Hrs) Qualy Research
Summary Details Case Relationships ~ SLA  Related
B GENERAL INFORMATION TIMELINE
= Base de conhecimento para o agente
Account Timeline +
@ Northwind Printers
Enter a note... [UJ
o~ ° . . .
= Visdo 360° dos clientes L L
= account679441781234-be02-4c38-9679-7... [ TODAY VO

Q,  425-228-2727 (& Auto-post on wall Printer Service Queue - Today
5:32 AM
3d Printer warping issues was added to Printer
Service Queue by PMG Admin
Case Title * © Like € Reply v

3d Printer warping issues

B Case Number Auto-post on wall 3d Printer warping issues -

Today 5:32 AM

CAS-42771-K9HBH3 @

Business Phone Provide the Agent Co i @

Case: Created by Renee Lo for Account Northwind
Printers.

Subject Hardware

© Like

€ Reply Y

Active

() SMART Consulting

R, Assign

E; Do Not Decrement En... ﬁ Book
B Created On
8/25/2019 [
Resolve B Work Order
RELATED
oy /s B

Knowledge Base Search

3d Printer warping issues X Y
33 Results found

Sort by ' Relevance

3D printer common Issues
...3D printer common Issues...

@Link [ Copy URL

Last modified 4/27/2019 12 %0
3D pnpter issue resolutlgns

...3D printer issue resolutions...

~ ™~ n

v

-

Save
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Gerenciamento de Casos — Insights

= Visualizacdo rapida dos dados do cliente

= Reguas de relacionamento
personalizadas, conforme necessidade:
por tipo e natureza do chamado

= Base de conhecimento para o agente

= Visdo 360° dos clientes

() SMART Consulting
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Customer Service Insights

KPI summary
New cases

Customer satisfaction

Case volume drivers
Resolutions
Topic

Topics
User wanted to apply pro...

When the user input the ¢...
User wants to add items t...
Checking whether he can .
Got a member reward, an...

User has signed up the ne...

Emerging topics
Topic
Inquiry on the recent deal...
Has problem chceking exp...
Using Manufacturer coup...
User cannot complete a p...
Got a “payment failed™ ...

User's paymenr rejected d..

KPI su
Refreshed UTC 2019-04-1

Volume

11.8%

9.9%

6.6%
6.5%

4.4%

Volume change
59%
11.3%
211%
19.4%
12.3%

226%

Total cases  °

1770
1496
1219
930
976

661

Total cases
189

186

m

A

Time period Product

Past 1 mo (2019/3/9-2019/... All ~

Case breakdown Case priority

48%

v Backlog @Normal @ Low @High

Case tracking

N All ~ All ~

Case channel

27K
13K
oK — —
Phone Email Web Facebook Twitter

@Active @Canceled @Resolved

Unresolved cases by days
100%

0
=1
»e2
3
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Base de Conhecimento

NEW MAJOR VERSION | NEW MINOR VERSION | ARCHIVE ...
. Types of Coffee 1.0 ®O06 ' '
CONTENT | SETTINGS | PREVIEW
| ARTICLE CONTENT el
Title Stream Charts or visual filters Tiles
Types of Coffee Approveiigh
Description .

- Breve, arabica, cup caramelization
affogato instant affogato. Black
carajillo, coffee bar crema, carajillo,
medium single origin as at doppio.

Content Bar, variety, eu, breve robusta strong

shop white lungo.

A simple introduction to the types of coffee we offer here at Fourth Coffee. This includes a general overview
of different beans, as well as an in-depth explanation of what we offer both in-store and online.

Coffee is a magical thing. Pruned short in cultivation, but capable of growing more than 30 feet high, a coffee

tree is covered with dark-green, waxy leaves growing opposite each other in pairs. Coffee cherries grow along Posted by Amanda  1day aqgo © -
the tree's branches. It takes nearly a year for a cherry to mature after the flowering of the fragrant, white

blossoms. Because it grows in a continuous cycle, it is not unusual to see flowers, green fruit and ripe fruit O  made the changes, added in something
simultaneously on a single tree. Optimally, they prefer a rich soil and mild temperatures, with frequent rain and else too regarding the new coffee we got
shaded sun. in.

Coffea arabica -- C. arabica
Varieties: Bourbon, Typica, Caturra, Mundo Novo, Tico, San Ramon, Jamaican Blue Mountain
o . . . L . g Article V 1.0 was created
Coffea arabicais descended from the original coffee trees discovered in Ethiopia. These trees produce a fine,
mild, aromatic coffee and represent approximately 70 percent of the world's coffee production. On the world Posted by System 2 days ago
market, arabica coffees bring the highest prices. The better arabicas are high grown coffees -- generally [ —
grown between 2,000 to 6,000 feet above sea level -- though optimal altitude varies with proximity to the
equator. The important factor is that temperatures must remain mild, neither too hot nor too cold, ideally
between 59 - 75 degrees, with about 60 inches of rainfall a year. The trees are hearty but a heavy frost will kill
them. Arabica trees are costly to cultivate because the terrain tends to be steep and access
difficult. Also, Also, because the trees are more disease prone than robusta, they require additional care and
attention. Arabica trees are self pollinating. The beans are flatter and more elongated than robusta and lower
Keywords
Introduction, types, breeds, bean types, origin, Arabica, Canephora, inventory, stock
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Painéis — KPls de Atend

Dynamics 365 [« b Service Dashboards

= Y ShowGlobal Filter -+ New v/

-4 Set As Default

jo)
P .
@ Tier 2 Dashboard v
Active Cases Filtered
& 42, Modified On 8=
Activities
High Question Email
Danica EBridges
jod @ Issue with complementary Jack...
There seems to be an issue with ...
Al In Progress e
2
& Low Request Live Assist Chat

Danica Bridges

8 0 Issue with complementary Jack...

There seems to be an issue with ...

In Progress W

High Question Phone
Danica Bridges

o Issue with complementary Jack...
There seems to be an issue with ...
In Progress ~

Normal Question Web
Danica Bridges

@ Offer a free 1st service to new c...
There seems to be an issue with ...
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() Refresh All

Cases By Priority

5

Cases By Product
(blank) (39) 12 inch ... (1)

27inch .. (1)  365LMS.. (1)

Imento

Custom Time Frame 7/1/2018 Ta 9/30/2018

16 18
High Low Normal

Case Mix by Incident Type

. Count:All (Case)

_ 50

T

@

<

3z

€

2

Y o

(blank)

Case Mix (By Origin)

<4 @ Email @ Live Assist Chat Phone

13

-m
—_——

Default Subject Default Subject

Subject

Case Resolution Trend

. CountAll (Case)
5

ant:All (Case)

Other Queues and Views

40 0

My Active Cases | My Resolved C...

Filtered Filtered

90 26

My Activities My Phone Calls

Unfiltered Unfiltered
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contato@smartconsulting.com.br

smartconsulting.com.br
blog.smartconsulting.com.br
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