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S X online chat

D EMﬁE¢-&ﬁA*Di§i+HgD%gﬂ1¢ COﬂtOSO, Ltd. ) . Knowledge Base | Forums Mysupport | Q | Ssignin

0 BRI E S » 3 S~ (@
(ETEIRISF IR |
SRR 2 PRI IS Y (| e

* Issue Type ?

Home > Forums

Q AN IREIIERS A& ez B

RS rorurs

Forums: Chat widg +

Product defect v ‘

* Email
KBArice X | Contoso X &+

‘ someone_d@example.com ‘
- Mew ~ () Refresh [ Closeas Resolved A&, Assign

| * Case Number

@ Increase cash withdraw limit for credit card
‘ Case Number ‘

Well our live agent can do that Phone

Q i5EHFETE CDS-T FRYFIAFE] T el [ |

- Primary Contact for credit card | ) )
JJ:E E LY v Charles Ray Fields marked with * are mandatory
Q il = / I 3 60}“& ﬁ:" G e n e ra | B2 Northwest Park Service Product Credit card “
R, +1-425-555-0154
=1 charles.ray@outlook.com [ Lastowner @ Marie

Use this category 1
Priority High

Visitor Information

Q EFEEY Teams £4E — Chat for - [p— I r— :

. Browser
credit card. o

Dynamics 365 EF Microsoft

Portal Contoso NC e credit card

Teams Si#Toi0EE

cc F.rEd\I card payment

Public ~ Internal Conversation Detail

Type your message...
Payment Due

Resolved

Channel Portal Chat PD

= m A 5



Virtual Agent

Q B NBIR SRR B

Test Virtual Agent >

Dynamics 365 Vi rtual Agent iy Home Tracing @D © Start over with latest content
for Customer Service SlIEZRIE = =

L~ Analytics

U ) osion (@)

Deploy Just now
| see that your smart printer you
purchased is the SmartPrinterX on

2018-12-20
- @

0 SRBY. SRR IERTE -
BIA BT A TR . -

| can contact your SmartPrinterX(serial
number 418c4e1e-994b-49b5-aca8-
04e3f08c00d3) directly to get more
information on your issue.

Would you like me to do so?

Q A STFREUETRHIFF A B EE,
IRARIE S IR -

Just now

Yes, please look up the issue for me No, |

Type your message B

Start a conversation

0 BERNEES N
RE Ul, RESRELENE

Store hours Store location

Pay bill

@ Hide Virtual Agent

SmartPrinter X troubleshooter

OpY
%%
g
z
dx

") Undo

+ Add Expression

| can contact your {x}

v @

latestPrinter

{serial number {x} SerielNum )

directly to get more information on
your issue

Would you like me to do so?

User Responses

Yes, please look up the issue for me

No, I'll describe the issue myself

+ Add user response

Output responses ta

+ Add variable

Expression

Yes, please look up the issue f.. (§)

+ Add Expression

Bot Says

Ok, | am contacting the printer now

Expression

No, Il describe the issue myself (@)

I Add Expression

Redirect

(@) Printer - Printer is not printing

Y Topic Checker

Expression
No, | have another printer ()

|- Add Expression

Bot Says

9 Sorry, our records show something
else, let me connect you to one of ¢
human agent that can assist you
further.

One moment please.

Escalate

(@) Escalate
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2 Tier 1 Dashboard - Microzoft Dy X f

< c

& ocdemovl.crm.dynamics.com
Dynamics 365 v Omnichannel for Customer Service

Tier 1 Dashboard X {

Omnichannel Age... Omnichannel Ong...

Show Global Filter &3 Switch to Tile View New
board

Cases by Priority *

00
=y
@
o

Case Mix (By Origin)

Cases By Account

Cases By Status

® blank) @ Ema ) Web @ Count:All (Case
! Mae Gibs (5)  Maria Campbell (5) =
" : 2
A. Datum Corporation (sample) (2)
5 9 24 sz
Alpine Ski House (2) Amy Alberts (2) S
Coho Winery (sample) (2)
arik (sampile) (2 on
High Law Normal 17 Fabrikam, Inc. (sampie) (2)
Active Cases My Resolved Cases My Draft Emails My Activities
38 &\ Modified On o= 1 J, Modified On o= 3d - ] 63 ¢ LastUpdated -2
Q Printer is making noise e Printer issue for Mae Gibs @ Product Manual ° Incoming Product Manual
' Mae Git Product Manua
@ Product Manual @ A case has been opened for your request @ Product Manual
m Need help - Patrick Sands v M Call with Maria Campbell v

B Logo.png

O Type here to search
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Dynamics 365 £:2RIEARSS 20205353

« More channels

G @ $ Ro o -

Teams Twilio SMS LINE WeChat Twitter WhatsApp

« Channel elevation

(% X

Voice Video

* 3rd party co-browse and remote desktop

« Teams channel for B2E

Help desk experiences (HR, Finance, IT, Legal) accessed directly via Teams chat with
Virtual Agent that escalates to assisted

 Bring Your Own Channel (preview)
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https://www.microsoft.com/en-us/dynamics365/customer-insights
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/admin/public-preview-automatically-suggest-knowledge-articles
https://www.microsoft.com/en-us/AI/ai-solutions
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/admin/public-preview-suggest-similar-cases-for-a-case
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/admin/relationship-insights
https://www.microsoft.com/en-us/dynamics365/customer-insights
https://docs.microsoft.com/en-us/dynamics365/customer-engagement/admin/enable-document-suggestions
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Contoso

Omnichannel for Cust

) Home  Jim Glynn X

Communication Panel Phone <
Jim Gy =
02:09:34 () sliahtly negative

Q Customer, 11:29 AM

Ich muss ein Produkt zurickgeben

Geoffrey Innis, 11:29 AM

Ich habe eine Rucksendeberechtigung fur Sie
erstellt

Q Gueme oA

aaamnsazalidmiazhszdu?

Geoffrey Innis, 11:30 AM

dulddnfiunisthssSunan muds

Q Cutomert130AM

Je pense quiily avait de la fraude sur mon
compte!

Geoffrey Innis, 11:31 AM

Jai fait une escalade & notre équipe denquéte

Type your public message. 0

m Internal

Conversation Intelligence

®w

(+) Agent: | have escalated to
(¥ our investigations team

(VIFR: J'ai fait une escalade a
(¥ notre équipe d'enquéte

() Customer: | think there @Terr‘r‘s fraud

) was fraud on my account ®
FR: Je pense qu'il y avait
10

\+)de la fraude sur mon
compte

@ Process Payment @'

':_;_:'Agent.' I have processed
'-'.‘!'.\-'your payment

MEAT

@Prccess Payment @

(¥) Customer: Can you help
e to make a payment?
3 ETH:
'+'E_'hﬁ'|mint|";£ﬁiu.lﬁathm
£

l'.-:_-.‘JAgent.' I have created a @ Return Product @

(* return quthorization for
you

(¥) DE: Ich habe eine

(¥) Reicksendeberechtigung fiir
Sie erstellt

(V) Customer: | need to return @Retur" Product @
ta product

DE: Ich muss ein Produkt 17

(Ll =arficlknakan .
Conversation Keywords: payment, return
authorization, account, fraud, product,
investigations team,

paiement

jaiement

Conversation Intelligence

Ow

|Agent: | have escalated to
our investigations tearn

R Ko fait une escalade &
notre équipe d enquéte

Customer: | think there (D) Terms: fraud

was fraud on my account ®
5 (G)FR: Je pense quiily avait
de la fraude sur man 10
compte

(@ Process Payment ()

|Agent: | have processed
your payment

() Customer; Can you help (2} Process Payment (2

(®me to make a payment?
3 O

® mewransndaihidusiodss 79
En

| Agent: | have created o (®) Return Product ®
return authorization for
u .
o | E e
DE: ich habe zine
Ricksendeberechtigung fir
Sie erstellt
Customer: | need to return (@Return Product ()
2 product

DE: Ich muss ein Produkt 17

Conversation Keywords: payment, return
authorization, account, fraud, product,
investigations team,
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S#2 LSRG

E?LF&ME%: :E% i Customer Service Hub | Serice > Cases

= I’ Save & Route {- New 4. Create Child Case [ Resolve Case X Cancel Case [\ Addto Queue  [3 Queue ltem Details R, Assign Do Not Decrement En... Expert Finder
= VAN [ [—
HE I[= ! i == . B
= ase: Case for Interactive experience Priority £ Created On
Monitoring error occurring Norma 10/6/2019 B
#4223 Individuals &% Teams f
#3 Individuals 8 Teams for
> Innovation Lead in

SR eI
SERT R 2R
Redmond USA
E Et Q| $ 3 Available
« Enter a note... 0
‘ m m*u E% I§ &z Fo Resolve in 2d 10h 17m 26s v

Lustiead Skill - WCM: Proficient
st TODAY N NO) Skill - Six Sigma: Proficient
Skill - Monitoring & Reporting: Proficient

Jamie Reding: What does it mean when I e Email from Alan Steiner - 3 Hours ago Connect via Teams
'H"'l our monitoring gives "Failed to read 7 \nvestigation Underway RELATED

> Monitoring errer occurring Jamie Reding ,Q

Identify (16 Hrs) Research Resalve > Jamie Reding

Here's what | found:
bnships  SLA  Related

Intelligent A

TIMELINE SLA DETAILS Geoffrey Innis

You are now connected to Jamie Reding Timeline + o FO First response in 1d 10h 17m 27

e

messages? Il Hello Jim, Connect offline by Email
N ] @A O B
A - »
% g [—] loring error occurring We are actively investigating your monitoring
:t 150N 1 J: | iane and will follow nn shartle
It means the device firmware needs to be updated  fith 2 monitoring RECENT CASES Your request has been sent
|y Router Health R, Assign | P\ Addto Queue | - v .
@ @ A& o > J Failed to read” M Monitoring error occurring
I @ Active You are now connected to Geoffrey Innis
! )1106-VIQSRO YESTERDAY
— ’ ® updated updates update t
Le Inquiry Auto-post on wall Monitoring error occurring - Geoffrey Innis: How can | help?
TQ234)J56j7)89J0 Vesterday 932 PM Internet Router lssues Y 2
P o4 " Case: Created by Geoffrey Innis for Contact Jay Orth pete "
N K Im Glynn Case: Created by Geoffrey Innis for Contact Jay Orth.
E El_l 49 N gpwgejgr t ypu ! o p L What does it mean when our monitoring gives
\ 7 = "Failed to read" messages?
© Like  © Reply - v gest
! @ Bundling question -

BEXRAS SHESRE JEGGHGAG0 T = | =

1+ zixlcivibinimp e l [Ad] Type your message...

HERARE L TXIER B =~ |15

save
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The Remote Assist journey so far...

P Android Android h
- 10S 10S

RAHL1 GA RA Mobile Preview RA Mobile GA HoloLens 2 GA
(Nov"18) (April "19) (October 19) (November "19)

MR Annotation / Calling 3d / Spatial Reconstruction MR Content / Spatial Data/Indoor maps

——_



Dynamics 365 Remote Assist
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R S ERDE, R, RN, TSN
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1E#195 Dynamics 365 Field Service, Microsoft Teams 1 Azure
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D ics 365
® SFEH; Q Dynamics 36

=m0 |
- R

5 Dynamics 365 Field Service
537

4+ MNew [ Deactivate B Delete O Refresh B9 Process » A Assign & Email a Link

i
BOOKABLE RESOURCE BOOKING
. Belt repair

- MITFRtHEIN FAEEFIEZTDynamics 365Ii7ARSS — j t
. EEERENEREER -
. EEIERTILESEEUteE a5 B T

AL R 55 )

- N hiBRFREE, FRERFEIZRS TE
BeRLICRERTS

Booking-Specfic Link https://powerbi microsoft.com/en-us/




Dynamics 365 Remote Assist for HoloLens 2 and mobile devices
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Dynamics365 Remote Assist F4/1hz 3
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= Contacts

Sharon Johnson

Carol Poland

Hilary Reyes

Valhi Dutta

Chelsea Czetwertunski

Hartuo Tanaka

Jalene Ng

Eric Ishida

)

Beth Woznowski

Contoso Equipment
Snyderville D234

bwoz@contoso.com

A VI RFEDN

28 PM
Any idea why | can’t seem to get the
breaker to reset and give me power?

Take a look at this for reference:

) PM
The meter should be reading around 65,
not the 32 it's currently showing on the
meter to your right. If you use the first
valve you should be able to change this
pretty easily.

Hey can you go to th
QIWIE|R|TIYJU|IJO|P
AlS|D|FJG]JH}J]K]L
0 Z|X|C|V|B|N|M ==

123 space Go

Beth Woznowski

Contoso Equipment

Snyderville D234

bwoz@contoso.com

Post to a Work Order?

Discard

= Contacts

Recents

‘8
\ga

Sharon Johnson

Carol Poland

Hilary Reyes

Valhi Dutta

Chelsea Czetwertunski

ELGORELELE]

Jalene Ng

Eric Ishida
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Dynamics 365 Guides and HoloLens 2
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