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NOTE: This roadmap is subject to revision

[l Solution certified for
H® Microsoft Teams

Adding more email functions i.e, Signature, CC, BCC, Forwarding &
Attachments.

Integrate Live Chat with dynamics endpoint

Agents using D365 will be able to use instant messenger to contact other
colleagues in the organization and see their availability.

Copilot gives users real-time sentiment analysis across every channel
and automated conversation summary in Teams & D365 apps

Al-infused skills-based routing

Using historical data to detect how many agents are required at

different times

Pre-canned messages can be selected to save the agent time typing a
Response manually

Messages and voice transcriptions will also translate conversation into the
Agent required language no matter what language the customer speaks.

Solgari Co-Pilot will be able to listen to the conversation across all channels
and provide knowledge articles and suggested response to make the agent
More efficient in helping the customer.

Agents and supervisors will be able to understand the level of engagement
between the agent and customer within a conversation and be given an
overall engagement score at the end of their interaction.,



Solgari roadmap — January 2023

Solgari for Teams

2023

Contact Database and call History — Non

CRM
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NOTE: This roadmap is subject to revision
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[l Solution certified for
H® Microsoft Teams

» No CRM customer will have the ability to store contacts within Solgari and

Group

have customer interactions logged against them.

Conference
Calls

v

Group calling will allow an agent to bring multiple parties into a call at one time
allow the agent to control each participant in the call.

v

Adding more email functions i.e, Signature, CC, BCC, Forwarding &
Attachments.

Internal IM and Agent Status

> Agents using Microsoft Teams will be able to use instant messenger to
contact other colleagues in the organization and see their availability.

Live Chat integration
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» |ntegrate Live Chat with MS Teams endpoint.
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Solgari Hub

NOTE: This roadmap is subject to revision
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Il Solution certified for
B Microsoft Teams

. New verification process to check customer information before proceeding

Skills based Routing V3

With a conversation i.e., case number, email address, full name.

Power Automate Connector

Voice

» The Power Automate connector will allow Microsoft Sl to save time with long
Workflow projects and connect to Solgari channels seamlessly for campaign
purposes using Voice, SMS, WhatsApp and more to reach their customers.

Activated IVR

Reporting Dashboards

Request a call

Drag and Drop Flows

» This IVR will only require a customer to say what they are looking for or where
they would like to be put through to rather than typing a response.

» This will allow for customer to visually see and amend their own call flows using
a drag and drop flow chart builder.

» New and enhance dashboards with advance filtering and graphs to get the
best up to date statics of your organization and communications.

back
Change Priority of

> Customer will be able to select option 2 while on a call to request a call back
Rather than waiting in the queue.

call back

Leave a voicemail

> Supervisors can change the priority or order in which call backs will occur and
To what agent.

while in a queue

> Customer can leave a voicemail while waiting in a queue

Integrate to SQL

» Inbound Fax2email will mean customer won’t need to use a traditional fax
And instead, Fax message will be delivered to a share mailbox.

» Customer can leave a voicemail while waiting in a queue

ticketing system

> 3rd party integration into SQL database.

VMail Drop

Video activities in
D365

Customer Surveys

» Pre-recorded VM message will be available so that the agent doesn’t have to
manually leave a voicemail.

> \/ideo or conference calls will be saved as activates to D365.

> After conversation surveys via all channels

KPI reporting
Configurable

Ability to reroute Calls and

» Agent KPI reporting for both availability and agent activities.

Alerts can be setup against the customer sentiment, drop calls and
Conversation rates with configurable thresholds by supervisors.

1T Supervisors will see all inbound traffic and can move customers

to different available agents as required.



See Solgari Copilot for Microsoft Teams

6 Solgari Copilot

Transcript

How Microsoft enabled

Solgari to deliver a Customer @
Engagement Copilot for
Teams and Dynamics 365

12/6/2023 11:47

YouTube video link here



https://www.youtube.com/watch?v=b2JCxM5TVeU
https://youtu.be/b2JCxM5TVeU?si=HSaXdIjm1qZomG6D
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Get the app now

Visit the Azure or AppSource
Marketplace to get started with Solgari
for Microsoft Teams today

Talk to us

Contact sales@solgari.com or call
+35312461130 for more information


https://azuremarketplace.microsoft.com/en-us/marketplace/apps/solgari.solgari-for-microsoft-teams-final?tab=Overview
https://appsource.microsoft.com/en-us/product/web-apps/solgari.solgari-for-microsoft-teams-final?tab=Overview
https://appsource.microsoft.com/en-us/product/web-apps/solgari.solgari-for-microsoft-teams-final?tab=Overview
mailto:sales@solgari.com
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