Microsoft Dynamics CRM 2011
CCA & LYNC Integration

The Customer Care Accelerator (CCA) for
Microsoft Dynamics CRM 2011 delivers
contact center functionality by combining,
displaying, and manipulating data elements
from disparate line of business applications
in a single user interface.

Dynamic Objects Solution delivers full CTI
integration with Microsoft Lync to answer
calls, transfer calls to CSRs, hold calls, and
dial directly from a single interface inside
your contact center.

The solution detects and open Contact/
Account details when making or receiving
a call.
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change the status directly from within the
application and notify colleagues.
Transfer Calls to Agents depending on
Availability

Incoming calls can be transferred to other
available agents. When a call is routed for an
existing client, the contact form will open
for the agent to whom the call is routed.
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This will ensure that the other CSR has
access to the client’s profile, information
and request.

Eliminate Duplicate Entry

Organizations can streamline business
processes by creating desktop automation
workflows.

Process automation eliminates the need for
agents to re-enter the same data in multiple
applications. Minimizing duplication helps
to reduce human error and ensures a
consistent customer service experience.
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