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Overview

& Solgari Customer Service workspace

@ Home

R Solgari App X

Solgari

* Available

My Phone Calls -

Due

‘ All

v

Call To v

o James Page
0 James Page
@ Alex Baker
@ Avery Howard

@ Bob Hammond

@ Cacilia Viera

@ Carla Yates

@ Dean Martin

@ Dwayne Elijah

@ Frank Sinatra

@ Haroun Stormonth
° James Page

@ Kevin Martin

@ Kim Rocha

M Micwel Garcia
1-50 0f 302

Phone Number ~

447749134099

447749134099

619-555-0127

567-555-0137

281-555-0162

456-555-0156

281-555-0160

423-555-0122

402

567-555-0157

614-555-0127

Subject ~
Call with James Page (447749134099) was cancelled whil...
Call with James Page (447749134099) was cancelled whil...
Outbound Campaign - Autodialer
QOutbound Campaign - Autodialer
Outbound Campaign - Autodialer
Outbound Campaign - Autodialer
Outbound Campaign - Autodialer
Outbound Campaign - Autodialer
Outbound Campaign - Autodialer
Outbound Campaign - Autodialer
Outbound Campaign - Autodialer
Outbound Campaign - Autodialer
Qutbound Campaign - Autodialer
Outbound Campaign - Autodialer

Outhonnd Camnaian - Antadialer

T3 Editcolumns 7 Edit filters Filter by keyword

Regarding

James Page

James Page

Outbound Campai...
Qutbound Campai...
Outbound Campai...
Outbound Campai...
Outbound Campai...
Outbound Campai...
Outbound Campai...
Outbound Campai...
Outbound Campai...
Outbound Campai...
Qutbound Campai...

Outbound Campai...

Outhonnd Camnai

I@cw Chart [ Task 7 Email  [5] Appointment &, Phone Call letter (3 Fax [ Service Activity <7 Campaign Response Other Activities

Priority v

Normal

Normal

Normal

Normal

Normal

Normal

Normal

Normal

Normal

Normal

Normal

Normal

Normal

Normal

Normal

Solgari

Microsoft Channel Integration
Framework 2.0

Solgari for Customer Service
Workspace can be installed via
Channel Integration Framework
2.0

Solgari for Customer Service
Workspace

Solgari for Customer Service
Workspace is your hub to all
customer communications wither
this be making and receiving
calls, sending outbound emails or
texts and handling inbound
conversations via channels such
as WhatsApp for Business,
Facebook, Web Chat, Live Chat,
Email, SMS.

Expand or Minimize Side Bar
Solgari  for Customer Service
Workspace can be expanded to
show the full Ul like in the image
to your left, but it can also be
minimized when you're not using it
into a short menu at the lower left
part of your screen.

Solgari O

c® 0 g &



Multi-Session Communications

= @ Home &, Solgari App & James Page X[ | '@ SMS: James Page

&, Call

Solgari — & Knowledge article search

® Ona Call

Save -~ Mark Complete @ Save & Close () Refresh

Minimize Vv

James Page
44774
Unkno

Call with James Page (447749134099) - saved
Phone Call - Phone Call -

JP
7

Are you sure you want to close this ... X

Phone Call Relate

— g Closing this tab will close everything in the session

Subject S oo 9)
@2 BenBan X O

Call From

Call To Al James Page X

Phone Number 447749134.. Direction

Description

Q Check Access

Outgeing

X Close Phong

Solgari
o

Multi-Session Bar

Agents will see multiple
session of customers building
up on the multi-sessions tab
here.

Customer Tab

Each tab represent a customer
you are speaking with. You will
also see the channel in which
the customer has chosen to
speak with your business |,e,
Voice, SMS or WhatsApp.

Closing a session

You need to complete the log
of you activates after your call
or chat with the customer is
finished. Remember to hit
“Save & Close” to complete
this session and to close it
down.



Voice Sessions Solgari
o

2 Oy - Solg: n | Sslesforce i 1 Gma A e - Pe. Am ow. B ™ D: ideas Worth S... [ . e AppleTV+ 3 MBNA - View Prod % Eflorist | Send Alow... ! amarks
i Solgarl Customer Service worl  ace el Q + Y @ © ‘a'
0 Voice Session = (@ Home | & SolgariApp & James Page X :

Solgar & ® Knowledge article search

This shows the T 2 s o MarkComplete & Sove & Close 9 Flow
customer you are
talking with the
session you are

In. Subject Call with James Page (447749134099) L | |
ogaca
g Call Control et 9 g
Save notes or

James Page 01:55 New Phone Call - Unsaved Normal ---  Open g BenBanks v/
@ .o o | @ o
8 447749134099

Phone Call - Phone Call

Phone Call

Your phone is e access customer
within the Solgari R e

Ul here. You can records, cases,

Description opportunities and
use all the same :
features aS you Inbound call from James. more Whlle On a

James needs help with his booking for next week. Ca”.
would a handset. ' ’

{3 Alpine Ski House

30 minutes




Minimize & Maximize Call Control

Minimize

Solgari —

* Onacall

Minimize Vv :.a

1 2 3
ABC DEF

4 5 6

GHI JKL MN

7 8 9
PQRS TUV WXYZ

@ vinimize

Select
minimize while
on a live call.
This gives you
the ability to
navigate
around the
Solgari Ul i.e.,
History or CRM
Records.

Maximize

Solgari

* Onacall

Fabrikam, Inc.

%
® Send SMS

Trey Research
® &
® send sMs

Northwind Traders
)
® Send SMS

Alpine Ski House
& %
® Send SMs

A. Datum Corporati...
e &
® Send SMS

BBTL Org
g0 &
® send SMS

Singers Inc

s %

(4

Q

Maximize

Solgari
o

g Maximize

Select the
green phone
icon to go
back to your
live call session
and call
control.



Chat Sessions Solgari
o

0 Chat Notiﬁcations H Salesforce AppExch, 1 Gmai o L Amazon.co.k: Low. icing | Salgari T My A el @ RenagadeTigger-T.. Netfiix jeas Worth 5. ed.. e AppleTV+ [l MEBNA - View Prod Eflor ow. !
SANDBOX o9+ v e

Once a chat L e @ WhatsApp from +447749134099
conve rSatlon a nd Solgar —  Solgari Chat Tab @ Knowledge article search )
Customer has o Available i Save +/ Mark Complete § Save & Close Countdown 27 sec
been matched to TP Jamespage @ New Chat
you will have a b -8 ..
small window to
accept the Hi James, you're speaking with Michael. Subject * Chat from James Page (447749134099) Timeline
low can | help you today?
message . — Channel Provider WhatsApp

g Chat Session s From Raw 447749134099

I need help paying my bill
To Raw Almost there

Easily respond to
your customer pustion

within a chat Ouner G ben anks Gusy)
session while P— Regarding

accessing ot ot

knOW|edge and Let me cover security with you first. Do you
information to S
help your

customer..

Select Save to see your timeline

Solgar Conwersation
- 83233eab-Obed-4dee-a896-20d27c6f2a74

See page 7 for more
information on handling a
conversation.




Agent Scripts

namscs 3 3 Customer Servicew.. W Solgari Login | Sslesforce

Solgari Customer Service workspace

= | @ Home | & Solgari App - James Page
Solgari
* Onacall

James Page

447749134

{ Grad @ Accounthome-Pe. () AmamncoukLow.. 'S Pricing|S

@ Knowledge article search

& Save Mark Complete @ Save & Close 2 Flow

New Phone Call -u
Phone Call - Phone Call

Phone Call

Subject " Call with James Page (447749134099)

Call From R James Page

Call To * (8 Ben Banks (Busy)

Phone Number

447749134099

Description

Inbound call from James.

James needs help with his booking for next week.

Regarding 3 Alpine Ski House
Duration 30 minutes

Duration Formatted

Duration milliseconds

ot Home|.. B RenagadeTigger - T.

SANDBOX

Incoming

Netflix TED: ideas Worth S..  [B] Microsoft Certified... o Apple TV+ {3 MBNA - View Prod.

% Eflocist | Send Flow.

P Qo + Y @

Agent scripts

&‘ New Account - Credit Card

(3 0

New Credit Card Campaign

~ New Account - Credit Card

Highlight the benefits of the product. Instead
of trying to compete, focus on peinting out
the unique benefits of the service on offer.
Requesting a review from satisfied customers,
highlighting all the positive aspects of the
experience they have had with your agency is
a good course of action.

Interact with customers on social networks,
Travelers of all ages use social networks,
where they talk about travel products, share
experiences or express their preferences. The
travel agency has to be part of this social
environment, which will lead to highly
advantageous two-way feedback.

Deliver an experience. The more complete the
activities and services of a tour package, the
more positive the customer's experience will
be. Explore all the alternatives that each
package can offer.

Establish a target market. The more
specialized the travel agency is, the more
attractive and complete its tour packages will
be. Niche travel means that you are selling
something that no one else sells and that the
product is different.

Solgari
o

o Agent Scripts

Create your own agent
scripts within Customer
Service Workspace.

Agents can follow these
scripts on a call or while
responding to a message.

g Script List

Select the correct script
that has been assigned to
you from the list.

9 Script

Currently open script.




Knowledge Search & Articles

Solgari Customer Service workspace

%, JamesPage X

= | @ Home | % Solgari App
Solgari

* Onacall

James Page
14913400¢

& call @ Knowledge article sear

Search My favorites Y 1l

A
No ather matches found in this article

Waste Collection Complaints e

Use this form to report a problem with your bin collecti

on, including missed collections and commercial waste.

We will ask you for a description of your waste collectio.

External  Published

c A =
] [= G

D No other matches found in this article

New Credit Card

External || Published

KA-01005

D No other matches found in this article

Lost and founds

External  Published

I e o 28

@ No other matches found in this article

payments methods

External  Published

© No other matches found in this article

SANDBOX

@ Unfavorite (9 Pop out B Send URL

New Credit Card

External Published

Accounts Cards Loans Foreign Exchange Wealth & Insurance Ways of Ba

Apply now How long it will take FAQs

Share your credit card benefits with your dependents by giving them a supplementary credit card. Emirates NBD Supplementz
Cards enjoy all the features of the original credit card and you'll have the advantage of earning rewards on purchases made &

supplementary credit cardholder

You can apply for up to 5 supplementary credit cards for family and friends as well as house help and set limits on the cards

You can also track the spending on the supplementary credit cards via Online Banking and Mobile Banking and on your mo

card statements

Apply now

Choose one of the options below to apply for a supplementary credit card:

Website Mobile Banking Online Banking Branch

Request for a supplementary credit card here.

ca

Was this article helpful? ¢ £~

Knowledge search

Search My favorites

Showing fave
Prepaid Plan - Recharge

External Published

payments methods

External  Published

New Credit Card

External  Published

Account Login

External  Published

Solgari
o

0 Knowledge Search

Knowledge search allows
you to find articles and
information that can assist
you in helping your
customer per session.

My Favorites

You can also access your
favorite articles that you've
bookmarked.

Article

Articles can be simple text
or images and URLs to
specific websites like
banking or booking sites.




Ending and closing your conversation

Solgari =

* Available

uc Unknown Contact

05/07/2023 14:19 PM

Hi

05/07/2023 14:19 PM

05/07/2023 14:20 PM

» “GOUHEIH-EE

Hi there

This conversation has been ended by the
agent, if you wish to continue or start a new

chat, please reply to this message or send a

new chat.

0 End Conversation

Select the “End” button to finish your
conversation. Your customer will
receive a message stating the
conversation has now ended.

Solgari

® Available

ucC Unknown Contact

hello

hi

hi there
hi again
hello

nothing?

Close @

04/07/2023

04/07/2023 09:30 AM

06/07/2023 10:34 AM

06/07/2023 10:36 ANV

06/07/2023 10:36 AV

06/07/2023 10:37 AV

06/07/2023 10:37 AV

ﬁﬂlf‘hﬁtr‘m ﬂg-es;

e Close Conversation

Once you have completed you
message, please then select “Close”
to remove it from your inbox. The
transcription will move to history

automatically

Solgari

¢ Onacall

History (378)

¥ James Page (447749134099)

¥ James Page

' James Page (447749134099)

Unknown Contact
whatsapp:+447749134099

% James Page (447749134099)

Unknown Contact
whatsapp:+447749134099

¥ James Page (447749134099)

Unknown Contact
whatsapp:+447749134099

Unknown Contact
+447749134099

Maximize

Solgari
V Dymamcs 365

] “g

a3

~ 5 0 e[ @

9 History

See all closed conversations and past
call logs in your history. Once an entry
is selected. More information will be
shown in Customer Service
Workspace for that specific activity.



Overview

Solgari

Dial pad Inbox D Microsoft
Dynamics 365
S % Solgari
& + Available & B o Available @
<0 o Status - this is where you Inbox (4) 0 Inbox - I_nbox IS wher.e aI.I
& select your status, for messaging communication from
example, Busy, Social Channels and SMS can be
Available, Unavailable. If you found and responded to.
2 3 & make or receive a call or - ° 9 Message in the inbox — Select the
ABC DEF message, then your presence , ,
G will aut%maticaII{/ be IC;et & 'g Unknown Contact & e meslzalgke '? the mbo;j( that you
4994801317303803 would like to respond to.
Ji N?ﬂ E)- E:T:y ororercal 24/05/2022 1327 PM ® 9 Filter by channel — You can filter
o o 'al Pad — Use your mouse © . the inbox if you have for example
select the appropriate @ Unknown Contact :
8 9 number to dial or use your whatsapp:+48732582477 _ multiple WhatsApp, Facebook
numpad on your keyboard to 01/06/2022 T1:18 AM “ and SMS messages
TUV WXYZ . .
enter the number. "g  Unknown Contact Py e Inbox Notifications — This will let
0 # 9 Dial button — Once you have 353876574374 you know how many messages
) entered your numbgr olease 10/01/2023 09:40 AM are awaiting your attention.
select the dial button or press 5 Unknown Contact 9 Filter by date — You can filter any
@ enter on your keyboard to +353860273243 message and transcription from a
& ° make an outbound call. 30/11/2022 17:16 PM Start and End date.
@ Side Bar — This is where you 6 Filter'k.)y channel — Select a
can select Dialpad, History or specific channel and message
Contact Records. within the channel.
e Enter Number — Enter a e Filter Newest or Oldest Message
phone number here. — You can filter all message in the
inbox “Most recent first or Oldest
First)
Back to Contents




Overview Continued
Voicemail Inbox

Solgari

* Available

o Voicemail Inbox

here you can access all
voicemails that have been left
on your extension.

9 Voicemail Notifications

You will see notifications and
number of voicemails here.

9 Voicemail Message

Once you have selected

“Voicemail Inbox” you will
then be able to select and
open a specific voicemail
message for more details.

Voicemail Message

Solgari

* Available

g Voicemail name 303

@ Listen to voicemail

0.0

@

Solgari
o

Play Voicemail

Press the play icon to listen to
your voicemail message.

Voicemail Message Details
This is where you can see
details about your voice. You
will be able to see the date
and time of when the
voicemail was left.

Close Voicemail Message
Select the cross icon to close
the specific message and
return to Voicemail Inbox.



Overview Continued

Solgari

* Available

History

History (371)

L

L

S

Unknown Contact
+447749134099
05/07/2023 14:42 PM

Unknown Contact
whatsapp:+447749134099
05/07/2023 14:24 PM

" James Page (447...

& Customer Enquiry

Unknown Contact
whatsapp:+447749134099
05/07/2023 13:39 PM

Unknown Contact
whatsapp:+447749134099
04/07/2023 15:08 PM

" James Page (447...

Unknown Contact
whatsapp:+447749134099
04/07/2023 13:39 PM

Unknown Contact
+447749134099

L

R

Recent Channel Activates
Select recent channel
activities to see all previous
voice conversations and
message transcripts.

9 Activity Entry
Select an activity to expand
on the details behind the
activity like the call recording
or message transcript and
date and duration of the
activity.

9 Search Activity Entries

Search for a specific activity
by typing the name or number
of your contact.

CRM Records

Solgari

* Available

Fabrikam, Inc.

Flﬁ_l, G
® Send SMS
Trey Research
m G
il

® send SMS

Northwind Traders

NT Account
&

a ® Send SMS

Alpine Ski House
*\g G
® Send SMS

Qtum Corporati...

.-'Afé Q}
® Send SMS
BBTL
g0 G
® send sMs

Singers Inc
s %
® Send SMS

R

Solgari
o

0 CRM Records

@ & o o

By selecting CRM Records, you
can search here for Accounts,
Contacts or Leads within
Dynamics 365. You can also
click-to-call & click-to-text
here.

Record Type

Hoover over the record icon to
see if it is an Account, Contact
or Lead record.

Open CRM record in Dynamics
365

Select the contact icon to open
the record in Dynamics 365

Search CRM Records

You can search for an Account,
Contact or Lead by typing the
name or number here.

Click-to—Call
Select number to make a call.
Click-to-text

Select “Send SMS” to start a
text message.



Call Control

Call Controls

Solgari >

* Onacall

James Page
099

Relate to

Write a note

6/
(7

Mute - Place your mic on mute so that
the other party can’t hear you. Select the
icon again to take yourself off mute.

On-Hold — You can place the customer
on-hold which will keep them waiting until
you select the icon again to take them
off-hold.

Transfer — You can blind transfer (send
customer straight to your colleague) or
call first (place customer on-hold and
announce them to your colleague before
completing a transfer.)

Dial Pad — The dial pad will be helpful if
you have made a call and need to input a
number to get through an IVR or when
selecting options on a call.

Hang-up call — By selecting the hang-up
button you will end the call for all parties.
Open CRM record — If you select the

initials of the record, this will open the
CRM record in D365.

Call Duration — Time spent on a call.

Transfer a call

Solgari

o Onacall

James Page
47749134099

Transfer a call

&O elina.peltok... é

roisin.mcca...
marko.mar...
ana.ceapa...
louis.dore...

toni.asp@s...

e -

Unavailable

Unavailable

Unavailable

Unavailable

Unavailable

Unavailable

Solgari
o

Select Transfer — Select the transfer
icon to give you more options.

Choose a colleague — This is the person
you are transferring the customer to.

Call First - Place customer on-hold and
announce them to your colleague
before completing a transfer.

Blind Transfer — Send the customer
straight to your colleague.

Search for agent — you can type the
name of the agent in the search box.



Solgari Copilot — Conversational Summary & Overall Sentiment So gari

~ Microsoft
V Dynamics 365

o Solgari Copilot for Microsoft Customer Service Workspace

& solgari Copilot - Displays

R - o fee e e — S important and relevant details
about the voice call or message

conversation between an agent

and the customer.

Solgar
+ Availoble Save Mark Complete  @&° Save & Close () Refresh @ Check Access X Close Phone Call B3 Process [ Delete R, Assign [ AddtoQueve E ConvertTo

Call with James Page (447749134099) - Unsaved Normal -~ Open @BenBanks v

Phone Call - Phone Call

Phone Call Related -

@) Description - Displays the cal
Subject * Call with James Page (447749134099) notes taken during the
GallFrom © S e i (usy conversation.

0 Solgari Copilot I somes age 9 Transcript — A voice transcript is

Transcript wTra9134099 %, Directon Outgoing captured during the call along with
Hi James, it's Ben here. How are you?Not too bad, Thanks the voice recording.

very much. How are you doing, Ben?Help me help you with
that.

Description

1 called James o checkhow h i geting ontocay aSummary - Solgari Copilot uses Al
to review the entire conversation
cummary and pull-out key points within the
The sourcedocument i  bref conversation between two call that matter, giving the agent a

individuals, Ben and James. Ben initiates the conversation by Regarding

asking Jomessboot i welt-bing. Jmes responds fomes Pege well-rounded synopsis of the

positively, expressing his gratitude

call Type Reguar conversation.

Duration 1 minute

GSentiment Grading — A breakdown
of the different sentiments
captured during the call by %.

Duration Formatted 00:37

Duration milliseconds 37,000
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Solgari
contact support for further details

supportticket@solgari.com

.

N


mailto:supportticket@solgari.com
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