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1 Introduction

The purpose of the document is to describe use cases and functionalities of the BeneVoice for
Dynamics 365 solution.

The document covers softphone use cases for BeneVoice web phone. If using BeneDesk for Windows
softphone, login and softphone usage is different than described in this document.

1.1 Pre-requisites

e Customer’'s Microsoft Dynamics 365 org. and needed Dynamics 365 apps are activated for
BeneVoice for Dynamics 365 usage.

e End user is activated for BeneCloud for Dynamics 365 both Microsoft Dynamics 365 org. and
BeneCloud.

e End user's BeneCloud user role must include BeneVoice web phone usage in order to use
workstation-based phone use cases.

e Embedded BeneVoice web phone in Dynamics 365 is supported using Chrome web browser.

e Please save all phone numbers to Microsoft Dynamics 365 in exact E. 164 format.
E.g. +358123456789

1.2 Login to the solution

1) User logins as normal to Microsoft Dynamics 365 web user interface
2) User opens any Dynamics 365 app, where also BeneVoice for Dynamics 365 is activated.

3) BeneVoice web phone panel is visible on the right side of Dynamics 365 App Ul (without
Omnichannel) or on the left side of the App Ul (Omnichannel use). Benevoice for Dynamics 365 will
log in automatically. Please allow the microphone use / access by the Chrome browser.

4) BeneVoice web phone is used for controlling phone calls, managing voice channel availability
status and caller phone numbers.
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Important notes:

e BeneVoice web phone shall be used in a single Dynamics 365 browser view / tab, where new
views and pages are opened within the same single browser view / tab.

e Avoid refreshing the whole browser view / tab (e.g. Ctrl + F5). Instead, if you need refresh
information on the active page, use built in Dynamics 365 options (use refresh-button on
the Dynamics 365 ribbon) for doing so. This ensures that BeneVoice web phone continues
functioning as normal.

e If you refresh the whole browser view / tab, the BeneVoice web Phone logs out and then logs

in again. Active phone call is also disconnected and no incoming calls can be received if you
refresh the whole browser view / tab.

+356401585141 Filter with MNone

E

CIF version 1.0, single-session Dynamics 365 model-driven apps (Communication panel on the right
side)
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Oynamics 365

° Pekka Test

Summary Dets

Pebia
Pekka SIP m ’

o
- W

CIF version 2.0 (Omnichannel for Customer Service, Communication panel on the left side)

BeneVoice >

@ * Available (continuou:

() Do Not Disturb {0 min

(O ® Lunch 0 min

() e offwork (continucus

PO

Receive pool calls

1.2.2 Availability Management

BeneCloud voice service typically includes customer specific availability statuses, but they always
follow the status types described in this chapter. User controls available statutes via BeneVoice web
phone. Depending on BeneCloud user role, user may additionally be able to control availability on
different voice channel service pools.

« Offwork
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¢ Not available to receive voice channel service pool calls

e Available to receive direct calls (depending on user’s call forwarding settings)
e Able to make outbound phone calls

e If Lunch option is selected, same functionality for 30 min.

» Available

e Available to receive voice channel service pool calls
e Available to receive direct calls (depending on user’s call forwarding settings)
e Able to make outbound phone calls

* DND

¢ Not available to receive voice channel service pool calls
¢ Not available to receive direct calls (depending on user’s call forwarding settings)
e Able to make outbound phone calls

1.3 BeneVoice Web Phone

Web browser based softphone supported in Chrome browser.

General functionality:

« BeneVoice web phone is based on WebRTC technology

» Make phone calls via web phone contact directory, keypad or call history
» Make phone calls via Dynamics 365 view (click-to-dial)

« Answer, end and decline phone calls

« Selecting caller number for outbound phone calls

» Mute / Unmute microphone

* Hold / Unhold phone call

« Call transfer (direct transfer and consulted transfer)

« DTMF by keypad (ordinary telephone's touch keys available)
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« Caller identification from web phone contact directory and voice channel service pool queue name

with receiving phone calls

« Availability status management

» Managing availability in voice channel service pool queues

« Voice channel service pool queue details dashboard

« Call history

« Additional user settings are managed via BeneDesk web and BeneApp mobile ui's

More detailed instructions via separate BeneVoice web phone user guide.

Available: direct calls, receive pool No Available: direct calls, receive pool
calls number calls
9 = @& 9
Default
Search contacts
Q I Enter phone number
1 2
ABC DEF
test test 4 5
GHI JKL MNO
1 ranorex
® Available 8
PGRS Tuv wXYZ
AALTONEN AKI KOPIO *
9 =
Aapeli Testi @ °
ABCqueue -

2 Phone Workflows

Available: direct calls, receive pool No
calls number
@ o =

Calling 0401585141

Contacts Transfer

O N

Keypad Mute Pause

R. 00:06

Choice of different phone workflows, which determine the action with inbound and outbound phone
calls. Phone workflow is configured by Benemen.

« Phone Call activity: Automated Phone Call activity creation for identified Contact / number
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« CaseDialog: New & Existing Case handling with contact dialog. Targeted for contact identification
and case handling.

« Contact&8Account: Contact & Account identification and screen pop-up.

2.1 Phonecall Activity - Phone Workflow
2.1.1 Inbound call - Single identified customer

1. Phone call rings on web phone
a. BeneVoice pane is forced to the maximized mode
b. Contact card is opened in the main area
i. If there is unsaved record on the agent's table — no action will be taken.
Contact card will be opened when user answers the call
2. If user answers the call, then call notes area appeared in the BeneVoice pane
a. Contact card will be shown if it was not done in step 1.b
b. When call is ended, a new Phone call activity is automatically created (description field
will contain phone call notes)
c. Advanced call details (link to call recording) automatically updated in 20-40 seconds
after creation
3. |If user declines the call, no action is taken
4. When close button is pressed in web phone, BeneVoice pane is forced to the minimized mode

2.1.2 Inbound Call - Not identified / Multiple identified customers

1. Phone call rings on web phone
a. BeneVoice pane is forced to the maximized mode
b. Categorized search with results based on Caller's number is shown
i. If there is unsaved record on the agent's table — no action will be taken.
Contact card will be opened when user answers the call
2. If user answers the call, then call notes area appears in the BeneVoice pane
a. Categorized search is shown if that was not done in step 1.b
b. When call is ended, new Phone call activity is automatically created. Call From and
Regarding attributes will be empty
c. Advanced call details (link to call recording) automatically updated in 20-40 seconds
after phone call activity is created
3. If user declines the call, no action is taken
4. When close button is pressed in web phone, BeneVoice pane is forced to the minimized mode
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2.1.3 Outbound call - Single identified customer

Phone field configured for Click to dial in D365 is clicked
2. Phone call rings on web phone
a. BeneVoice pane is forced to the maximized mode
3. No action is taken
If customer answers the call, then call notes area appeared in the BeneVoice pane
a. When call ended, new Phone call activity is automatically created (description field
will contain phone call notes)
b. Advanced call details (link to call recording) automatically updated in 20-40 seconds
after creation
If user declines the call, no action is taken
When close button is pressed in web phone, BeneVoice pane is forced to the minimized mode

2.1.4 Outbound call - Not identified / Multiple identified customers

1. Phone field configured for Click to dial in D365 is clicked
2. Phone call rings on web phone
a. BeneVoice pane is forced to the maximized mode
3. No action is taken
If customer answers the call, then call notes area appears in the BeneVoice pane
a. When call is ended, new Phone call activity is automatically created. Call To and
Regarding attributes will be empty
b. Advanced call details (link to call recording) automatically updated in 20-40 seconds
after creation
If user declines the call, no action is taken
When close button is pressed in web phone, BeneVoice pane is forced to the minimized mode

3 Phonecall Activities and Details in Dynamics 365

By default, call details are automatically saved as phone call activity in D365 for all answered calls
handled via web phone integration for single identified customers. This occurs when the phone call
ends. If customer was not identified or multiple occurrence exists — phone call form with pre-
populated values will be shown when call is ended and needs to be completed and saved by agent.

Following fields are populated:

e Regarding*
e Description — is taken from the notes area in BeneVoice pane
e Call From*
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e Call To*
e Phone Number

e Direction

e Actual Start
e Actual End
e Duration

e (Call Recording** — URL will be automatically updated in 20-40 seconds after creation.
* - Will be filled in only for the identified customer

** - If the phone call activity completed before this time, the link will not appear.

4 PhoneCall Syncronization in BeneVoice for Dynamics 365
(Enterprise Calls)

Enables phone call activity creation in D365, which were not already done and created by BeneVoice
for D365 embedded webphone. Main use case is customer calls answered/made in another
BeneCloud voice endpoint e.g. Mobile and BeneVoice for Teams phone calls.

Phone Call activity creation happens automatically for Dynamics 365 users that have Benemen email
address and id set in BeneVoice Configurator. When user calls or receives a call to/from a user that
is listed as a contact in Dynamics 365 the Call data is imported to Dynamics 365.

Configuration is described in separate BeneVoice for Dynamics 365- Configuration guide for admins.

5 Callbacks

BeneVoice for Dynamics 365 includes option to integrate BeneCloud callback functionality with
Dynamics 365. With this integration callback logic and service are implemented as standard service
module at BeneCloud side, but callback requests are fully handled in D365.

¢ Integration can be activated on BeneCloud callback list per D365 queue basis. Configuration
is described in separate BeneVoice for D365 - Configuration guide for admins.

e As soon as customer leaves callback on BeneCloud side, information is fetched to D365 and
created as D365 Phone Call.

e Timespan is configurable and 15 min by default.

e All callback request handling is thereafter happening at D365 side. (As soon as callback
request is successfully created on D365 side, it is automatically closed on BeneCloud side with
“Handled by D365" note.)

© Benemen Oy
Valimotie 13 A Helsinki
+358 40 450 3000
www.benemen.com

10



7,——-——“
benem_en 11.12.2020

Callback phone calls are assigned to configured Dynamics 365 queues.
e Contact/Account/Lead identification is done based on caller's phone number.
o If single Contact/Account/Lead is identified, then Phone Call activity is created for this
record.
o If multiple or none Contact/Account/Lead is identified, then Phone Call activity is
created without Regarding and From attributes.
e Callback Phone Call activity subject is: “Callback Request”
e Standard BeneVoice functionality brings added value for callback handling as agents can use
Click-to-dial for outbound calls from automatically created phone call activities.

6 Click-to-Dial

Click-to-Dial gives the possibility to make a phone call directly by clicking a button in D365 phone
number fields.

Configured for the Click-to-Dial field will have a specific icon as shown below.

Mabile Phone

any

+358 55 5555 555 &,

Click on the icon will initiate the outbound phone call according to processes described in chapter
2.1.3 for known customer and in 2.1.4 for unknown.

7 BeneCloud Management - general use cases

7.1 Voice Service Pool Management

Queue management can be handled flexible from different endpoints.
Management capabilities require BeneCloud Group Manager / Supervisor rights.

e BeneDesk web
https://discover.benedesk.com

e BeneApp iOS ja Android smart phones
https://play.google.com/store/apps/details?id=com.benemen.beneapp&hl=en

https://apps.apple.com/fi/app/beneapp/id989797121?=en
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7.1.1 BeneDesk Web

1. Login to https://discover.benedesk.com -> Service Pool Management
Service Pool Management view gives realtime snapshot of voice queues available for given

agents and admins.

BeneDesk 1]
(S‘] _}:\r'\:. Service pools n
Home: £ Saning S Fres Antive 5 At calls R, Gt length () Man weait Rt
= o3 Jaan [ 3 3 3 0 0 0s
SRR C5 South Keesa [ ] 3 3 3 0 0 0s
T s Spain ® 2 2 2 0 0 0s
settnas csuK @ 2 2 2 0 0 0s
@ CEUSA [ ] 3 3 3 0 0 Os
il Customes Servics EN [ ] 1 1 1 0 0 0=
EI Cusiomer Servies FI [ ] 1 1 1 i] 0 Os
== Customas Service 5E [ ] 1 1 1 0 0 0=
LUweciory
o Sales e 0 0 0 0 1 7s
BeneCC
8
Sernce poal
management

2. Click any queue you would like to see in more detail and do changes in real time.
a. Modify directly on this screen existing Agent details. Like activate in the queue,
change skill level.
Use “Users” option to remove & add users in the queue
c. Use "Settings” to modify voice queue workflow.

Home:
; g Sales
Availability ) LG
TH Serving ":~.:u Active calls Queue length Max. wait time
Setlings @ Hoddo R1 ©ars
i a & % A
Call
information . Salestorce Dema El v @ Auzilable
% o Salesforce Demo2 5 v @ Available
Directory . Salesfarce Demad I:l 4 @ Available
o Salesforce Demos 5] v @ Avsilabl
BeneCC . Salesfares Demas D o @ Availzble
Semvice pool
management

3. Settings view is used to manage and modify voice queue workflow
a. Modify queue announcements, transfers where the calls are connected with given
option, schedules when queue is open / closed and exceptions
b. Supervisor can upload new announcements to the system via “Create new prompt
option
c. "Details” show more detailed information on the configured workflow. These are
done and modified via Benemen support request

"
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(@
Home @ ST

8 fi-FlI Europe/Helsinki

Availability
TH @ & InUse > Announcement 2 Transfer © schedule
Setings Basic behaviour
Call Service open Default_InQueue v Always Open v @
information
[%] Service closed Default_ServiceClosed v -- Not set — v
Directory
Pre Welcome Prompt -- Not set - v
BeneCC Play Once Prompt Once_Demo_long_Fi h
g Default overflow Default_QueueFull A -- Call Back Request v
Service pool
management
(D No available agents -- Not set - v -- Call Back Request — v
Service calls
e Exceptions
Call handling
E Ad hoe 1 — Not set - hd — Mot set — b — Mot set — v
Enl‘::ga‘g'e:ﬁrpeorn Bdloc2 -- Not set v - Not set — v — Mot s&t — v
P Adhoc 2 Yes - Not set — v - Not set — v — Mot set — v
Salesforce
Start Exceptions when closed
managing
Ad hoe 1 - Not set — v - Not set — ¥ — Not set — v
Ad hoc 2 -- Not set - A -- Not set — v -- Maot set — v
Ad hoc 3 -- Not set - v -- Not set — v - Mot sef - v
0 Detsis % Create new prompt

7.1.2 BeneApp in Mobile

BeneApp provides easy to use and feature rich BeneCloud voice channel management in Android
and i0S smart phones. In addition to managing service pool voice queues, admin user may also set
and control voice queue alarms and notification via mobile app. Possible notifiations are delivered
as push notification to the mobile device.

BeneApp brings many benefits for end users too. For example user can handle availability by couple
of clicks, go available/offwork for voice channel and if needed handle service phone calls via mobile.
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ag Classification 2 2 [ @ et
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%2 Call handling )
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7.2 Reporting

7.1.2 Real Time Monitoring Dashboard

Motifications

® Test Bene 1

o

0 [ o

Motifications are displiyed on o mobile

vk Dl g et Tor

dirwion il [P
s el

e Service pool voice queue real-time monitoring dashboard is available via BeneDesk Web
https://discover.benedesk.com -> Service Pool Management.
Selecting any queue will open more detailed view of the queue.

BeneDesk
m g Service pools
o ] 28 Serving Free <) Aotine
«& C5 Japan ] 3 5 5
b 5 South Korea [ 3 3 3
[T — s ) - :
Seiings CEUK [ 2 5 9
cEUsA ] 3 3 3
Cusstomes Servies EN [ ] 1 1 1
Customes Service Fl [ ] i 1 1
Customes Servies SE [ ] 1 1 1
Sales . (1] 0 0

Serace pool

management

¥ Aciive calls

cooooo o oo

B e length

-0 0 0O 0 0O 0 o0

%) Max. wail B

Os
Os
Os
Os
Os
Os
Os
Os
Ts
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@

Home
g Sales
A

Availability

i © seving
Seffings . 8 0 G“‘U

{l{ Numbers 7

o B

©

Call =
information [ ] Salesforce Demcl
%] [ ] Salesforce Demo2
Salestorea Damod
Directory [ ] Sestores Bame
O [ ] Salesforoe DemoS
Salesfarce Damod
BeneCC .
8
Service pool
management

T Active calls Queue length Max. wait time

© ars

% @

L & % & S

@ Available
@ Availzble
@ Auzilzble
@ Availzble

@ Availzble

e Additonally Service calls tab can be used to see in more detail ongoing and recent service

@ % Service calls

Home Start time End time

8 88/85/2019 @9.19 j eg/es/2019
Availability User 2 Role 7

TH Not set v Allocated v

E@ Arrival time * Call result

call. 5/3/2019 11:00 AM Ongoing
information
i 5/3/2018 10:57 AM Abzndoned
Directory 5/8/2018 10:30 AM Abandoned
BeneGG e el 11 +
Service
pool
manageme
n

Service
calls

e More advanced real-time dashboards & info monitor views can be provided via

11,18 =l
Result 7
Al v

Source number
+352400835252

+352400835352

+353400835852

Entry service pool 7
Select

Source number

Entry seniice pool
Sales

Sales

Sales

Last service pool 7

Select

Last service pool
Sales

Sales

Sales

& More

Answering user
Salesforee Demo

WaitTime
00:12

01:15

01:01

BeneReports web reporting service and tool, if given service modules are purchased and

configured for the customer. When configured, web based BeneReports tool can be

accessed via BeneDesk web.
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7.2.2 Reporting

@ o O ¥ E + 7 b b [Sebomeky

Select Aot ¥ | v More

Answered Calls

44

Incoming Calls

70
.

Reference period avg, (30 days) 150

PR,
Reference period avg. (30 days)

Abandoned calls

20

Outgoing Calls

o W

Reference period avg. (30 days)

Quee  Longest
Ave  Omacal  lengh e

0 0 0 00 Bre
0 0 0 o0 cn
o 1] ] 00 Cu
0 0 0 00 Fal
0 0 0 000 Hp
0 "] [+] 00 el
0 0 0 00 K
] 0 0 00 Ker
0 ] 0 00 Ke:
o [+] +] &00 Lor
] 0 0 000 Ma
0 ] 0 00 Ma
1 0 0 000 M
1 0 0 000 W
1 0 ] 00 M
1 0 0 000 N
1 0 ] 00 No
1 0 ] 00 o
1 0 0 000  Oc
2 0 ] 00 Pur
1 0 0 00 Pa
2 0 0 000 Pa
2 [} ] 00 Rt
3 0 0 00 P
3 ] 0 00 S
3 ] ] 00 Yy
3 0 ] @00 Vir
3 0 0 00 Vin
3 ] ] 00

3 0 0 00

4 0 0 000

-] 1] ] 00

3 0 0 000

Status rote

Avg. Waiting Time
0:00:18
st

Reference period avg. (30 days) 0:00:18

Avg. Talking Time / Call

0:04:3

Status

maed  Tima
10:3426 00:11:52
090254 014324
10:24:48 00:21:30
10:80:27  00:05:51
09:58:15  00:48:03
1040036 0000542
12:31:11 00:15:07
10:3225  00:13:52
09:38:10 01:08:08
08:50:08 01:56:12
08:00:22 02:45:56
09:53:28 005250
08:00c22 02:45:56
09:3235 01:13:43
09:00:52 014526
0000000 10:4819
10:36:36  00:06:42
00:00:00 10:46:19
09:11:35 01:34:43
10:31:26  00:14:52
00:0000 10:46:19
0000000 10:4819
10:29:52 0011626
104514 00:01:04
103114 001504
08:00:22 02:45:56
10:45:39 0000039
08:00:22 02:45:56

]

Max Waiting Time

0:01:03

Rich reporting capabilities can be provided via BeneReports online reporting service and Dynamics

365 reporting & dashboards modules.

BeneReports online reporting service

Provides detailed direct phone call, service call and call center reporting. When purchased and

configured for the customer, web based reporting tool is accessed via BeneDesk web by users /

admins with reporting manager rights.
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PALVELUSARJAN TEHOKKUUDEN TIEDOT

Puheluiden keston jekeums  Eri numerciden jskauma

SAAPUNEET PUHELUT / Asiakaspalvelutaso

PUHELUIDEN KESTON JAKAUMA, MINUUTTIA

ieococcoc0o00

Microsoft Dynamics 365 Dashboards and reports

Provides detailed reports for all the agent work and activities done via Microsoft Dynamics 365. All
the saved phone call activities call details and phone originated case data are available for native
Dynamics 365 report creation.
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