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D365 Customer Service - Summary

S

Efficiently handle support requests with case
management, service agreements, routing, queues
and other inbuilt functionality.

Increase service efficiency by connecting customer
data and automating repeatable workflows.

Resolve issues quicker using Microsoft Copilot to find
solutions using conversational chat.

Easily bring together experts with native Microsoft
Teams integration.

Enable self-service that empowers customers to
resolve issues in real-time.

Connect your teams, including sales, marketing
and other business apps, on the same platform.
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Connected Solutions

Microsoft Dynamics 365 Customer Service is a quick-to-implement, easy-to-use solution
that will adapt flexibly to your organisation and increase your scale and agility.

For a fully unified solution, Dynamics 365 Customer Service connects with other Microsoft Business Apps to
align service with sales, marketing and more teams.

Dynamics 365

Sales

Enabling sellers to increase
efficiency by minimising
manual processes and
unlocking data insights.

Dynamics 365
Customer Service

Dynamics 365
Customer Insghts

Empowering teams to
consistently deliver
personalised service.

Engage customers with
timely, personalised content
delivered through the right
channels.

Power Apps Power BI Power Automate Power Pages
Turn ideas into solutions Visualise your data in new Streamline repetitive Quickly deploy process-
with low-code custom ways to uncover insights tasks with automated driven portals delivering vital
apps that solve your that will drive quicker, workflows that boost information and services to
business challenges. better-informed decisions. productivity. your customers.




Dynamics 365 Customer Service workspace

Personalised Service and Support
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Increased Agent Productivity

Microsoft Copilot for Dynamics 365 transforms
agent productivity by integrating generative Al
into service experiences.

e Use embedded Copilot for Service to efficiently
tap into your trusted knowledge resources using
conversational chat to quickly find solutions.

e Copilot also simplifies drafting contextual emails
and instantly provides coherent case
summaries for a quick understanding of each
reported issue.

Using Copilot, agents are better equipped, informed,
and prepared to meet customer needs,
streamlining the path to service excellence.
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 Error code FOXSFD

e [ Save8iclose -+ New SpAssign [0 AddtoQueue O

o Error code FQXSFDDO0001G
Case

™ Summary

ThinkEdge SE455 V3 device is generating error code FQXSFDD0001G. This code has
been generating in 15 minute intervals since 4/10/2024 03:23:42. No other log file error
messages. The most recent case reported was on 3/13/2024 regarding a firmware error
Case was resolved on 3/14/2024.

@ Filters

Get Al-powered help with solving customer issues.

™ Copilot

Ask a question  Write an email @

e E—
« Clear chat
e —
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How do | fix an unexpected server

S8

shutdown?

o
(49

Our customers have reported resolving
this issue by attempting the following:

« Power down server.

» Swap the suspected processor.

= Wait at least 10 seconds.

= Power up server.

* Dunng the boot process, press F1 to
enter the UEFI settings.

» Re-enable all DIMMs 1

Translate ~ 0O &
Al-generated content may be incorrect
Check sources
01 of 15

The server shutdown is at regular
intervals. What else could cause
this?

Getting answers for you...

e eee—

i . .
# Describe what you need I: B

Make sure Al-generated content is accurate and appropriate

before using. See terms
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Enable Self-Service

Dynamics 365 Customer Service connects with Power
Pages to enhance interactions through comprehensive
self-service options.

Support From the Start

e ServerSys specialises in deploying websites that
amplify engagement.

e Integrated portals allow customers to easily log service
Issues and monitor case statuses independently,
anytime. iy e

e Clients also benefit from access to knowledge wim o i
resources and Copilot chat, which addresses frequent b B i —
questions and deflects potential service requests. ] — |

e Convenient online access to contracts, subscriptions,
appointments and other records facilitates a self-
reliant, satisfied customer base.
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Collaborate in Microsoft Teams

Dynamics 365 and Microsoft Teams combine to simplify internal
communication, helping agents efficiently resolve issues.

e Inbuilt integration ensures direct access to co-workers,

S

enabling agents to easily engage in conversations, collaborate,
and seek expert advice without leaving the Dynamics user
interface.

Embedded Teams chat within the Dynamics interface
minimises the friction of switching between applications,
allowing agents to focus on delivering prompt and informed
responses.

Seamless integration between Dynamics 365 and Teams

boosts productivity and enriches service experiences with the
efficiency and convenience it introduces.
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Serve Customers Where They Are

Omnichannel capabilities will enable your
organisation to meet customers where they are,
including voice, SMS and online chat channels.

e Ensures that each enquiry is intelligently routed to
the appropriate agent and equips them with the
necessary context to support a quick,
personalised response.

e From the Customer Service Workspace, agents
can effectively manage requests from any
channel and handle multiple sessions
concurrently.

e Enables an innovative, connected approach to

customer care, resulting in enhanced agent
productivity and customer satisfaction.
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Transcript
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Hi Damien, this is Galit from VanArsdel. I'm
calling to follow-up on the installation.
How did it go?

Damien Plank

Hi Galit, it went great! Everything is up and
runming smoothly. Very cool looking kiosk

and it's getting a ton of attention

I'm 5o happy to hear that! Let me know if
you run into any problems. In the
meantime I'll follow up with a recap and
some instructions for operating and
maintaining the kiosk.

Damien Plank 00:02:008

That would be amazing, thank you!

B~ Send [ Save [ Usetemplate [ Add signature

Follow-up on the kiosk installation

Email * Enhanced Email ~

Email Related

From @ Galit Stavi X
To

CC

Add a subject

Attachments

Calibri « 11 ~ B J U

Regarding Retail Kiosk Installation and Service
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Optimise Service Operations

Unlock actionable insights and streamline your
service operations with the robust analytics of
Dynamics 365.

e Use inbuilt Power Bl integrations to explore data- e - P
rich, interactive visualisations for a clear T —— =y o =y e e —
perspective on customer behaviour, agent -
efficiency, and overall service quality. R

e An omnichannel insights dashboard brings Al-
driven conversation analysis and key performance L
indicators into one accessible location. s RS

These tools facilitate proactive adjustments, drive
continuous improvements, and help everyone
consistently meet customer satisfaction benchmarks.
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Our Dynamics 365 Customer Service Solutions Include:

Y w

Case Knowledge Routing Copilot Service Level
Management Management Rules Enablement Agreements
N Q{EQ y %?—\—
Service KPI Feedback Sentiment Workflow Self-Service
Dashboards Surveys Analysis Automation Portals

A g (J O @
() e
360° Customer Offline Mobile SMS Service Service

View Access Channels Insights Scheduling



About ServerSys

We are a leading UK Tier-1Microsoft Cloud We build collaborative partnerships
Solutions Provider and a Dynamics 365 and with organisqtions including:

Power Platform Partner.

We offer web portal and CRM development, ) ™ Field ) b

consultancy, support and training to financial HSS Hire coson  O'REILLY" CIfQS Q sauerom

services organisations and companies Across
many sectors.

® mitie  BRTSHZ BUSINESS ~ POLICE:NOW |, Summess

MARINE 9% DN rsvence roncenenanons
We have been in operation for over 25 years and o @ al
take pride in our 96% client retention rate. o et CISI Met Faciities ~ <SELWOOD

% altodigital hcml % H) HONDA DEX

Our self-service portals reduce costs, enhance SR R e owER NEs e
communication and improve client onboarding.

cAPITA AOA  Ziombard INGENIBUS G

THE YOICE OF UK AIRPORTS

We enable organisations to streamline processes
and connect their data with Dynamics 365 to
provide a single source of accurate data.
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@ ServerSys

Speak to us today

Let ServerSys help you strengthen
relationships, boost productivity and
create better experiences with
Dynamics 365 Customer Service.

Contact us to discuss your
requirements.
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