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Microsoft Dynamics Knowledge Base

« eRide Dynamics levert support voor end-users
« Alle kennis in Knowledge Base

eRic e [ERR——
Dynamics

= [ Home B What to Do if Your eRide ... X

o Copilot

Get Al-powered help with solving customer i

3 Save J Save & Close Mew From Template B Add to Queue A, Assign O Refresh Q Check Access Hd Process [ Share

. . . . Ask a question Write an email
What to Do if Your eRide Dynamics Bike Won't Charge - saved English - United States ~ Proposed

Language Status Reason
Knowledge Article - Knowledge Article for Interactive experience - guag

O +— Intent-based suggestions are not available due to a

New Process @ O b billing issue, please contact your admin.
Active for € days < Author (6 D) Review Publish

Content Summary Analytics Related ~

Designer HTML Preview

2 . B % ~ | Angsana New 12 B 7 U ¥ - &= iz =9 = e 5 5= = *‘-

If your e-bike does not start charging, don’t worry. Here are three simple steps you can take yourself before contacting support:

Hi Net, what do you need?

Describe it and get an answer generated by Al

1. Check the Power Source
The more specific you are, the better responses you'll get
* Ensure the charger is properly plugged into a working power outlet. fomContal
* Try a different outlet to rule out any issue with the power supply. . Try using Copilot ta translate, rephrase your respa
s Confirm that the charger's indicator light (if available) turns on when plugged in. 7 summarize, and change tone. i

Al-generated content can have mistakes. Make sure it's
accurate and appropriate. Read terms

2. Inspect the Charger and Charging Cable

s Examine the charger and cable for visible damage, such as fraying, bent pins, or exposed wires.
* Make sure the charging connector is clean and free of dust or debris.
s Try gently reconnecting the charger to both the bike and the outlet, ensuring a firm connection.

3. Verify the Battery Connection

o Check that the battery is properly seated and securely locked into the frame or mounting system.
o |f the battery is remavable, take it out and carefully reinstall it.
s Look for any error indicators or unusual LED signals on the bike or battery (refer to your user manual for details).
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Microsoft Dynamics Knowledge Base

« Volledige authoring & approval flow
 Interne & externe artikels

What to Do if Your eRide Dynamics Bike Won't Charge - saved English - United States  Proposed
Status Reas

. . : Language Status Reason
Knowledge Article - Knowledge Article for Interactive experience gu=g

New Process @ O
Active for 6 days Author (6 D) leview Publish

Content Summary  Analytics Related
I r
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Microsoft Dynamics Knowledge Base

- Ingebouwde editor
* Preview & publish naar webpagina's

Designer  HTML

Angsana New 12 5 v &= s
If your e-bike does not start charging, don't worry. Here are three simple steps you can take yourself before contacting support:
1. Check the Power Source
* Ensure the charger is properly plugged into a working power outlet.

* Try a different outlet to rule out any issue with the power supply.
» Confirm that the charger's indicator light (if available) turns on when plugged in.

2. Inspect the Charger and Charging Cable

* Examine the charger and cable for visible damage, such as fraying, bent pins, or exposed wires.
* Make sure the charging connector is clean and free of dust or debris.
* Try gently reconnecting the charger to both the bike and the outlet, ensuring a firm connection.

3. Verify the Battery Connection
* Check that the battery is properly seated and securely locked into the frame or mounting system.

» [f the battery is removable, take it out and carefully reinstall it.
* Look for any error indicators or unusual LED signals on the bike or battery (refer to your user manual for details).
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Microsoft Dynamics Knowledge Base

e Publicatiedatums

Ha Process [ Share -

Get Al- powe red hy

Ask a questio
English - United States = Approved
Language Status Reason

@ Intes

billing
Publish (< 1 Min)

Active for less than one minute

Set Product Associations * « Completed

Set Expiration Date

juni 2026
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Microsoft Dynamics Knowledge Base

« Versioning, verschillende talen,...

BASIC SETTINGS

Internal Mo

Status Reason Proposed

Owner * @ et T cust X
Article Public Number  *&  ka_p1004

Primary Author Id o Net IT Customer Service | X
Language o English - United States
Major Version Number

Minor Version Number

Created By a o MNet IT Cust

Created On 8 5/05/2025
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Microsoft Dynamics Knowledge Base

« AI driven keywords & description suggestie

Customer Service Hub

]

B save & Save & Close T + New From Template ~ F! Add to Queue A Assign O Refresh Q Check Access Hd Process 7 Create major version Create minor version

Blue Flashing Light on Your eRide Dynamics Bike: Firmware Undate Reauired - saved English - United States | Published

q La Status R
Knowledge Article nguage us Reason

‘ Suggested keywords and description

New Process < @
mpleted in 6 d Auth the ke rds you'd like to use and decide if d like to insert the autc 3 g Publish

Content Summary Analytics Related ~ Keywords (maximum 4000

# 2 O B

=k

[A

blue light flashing

0

ARTICLE CONTENT R

bl

Blue Flashing Light on Your eRide Dynamics | _ i o Dynamics e-bike signals a mandatory firmware update, which ensures

P %

blue light flashing, firmware update, eRide Dy

& &

3

SUGGESTED KEYWORDS AND DESCRIPTION

=)

You can view suggested keywords and descriptions based on the Article title

@ % B @

iles From ~ (0 Refresh B Seeallrecords Bl Show As

CONTENT

Designer  HTML Preview
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Microsoft Copilot Studio

« Combinatie Knowledge Base & Copilot

Erwironmenit

i =Microsoft " Caopilot Studio & Microsoft (default) e ?

Describe your agent to create it

Helpdesk | Expense tracking |HRan|:It|eneﬁt5

Recent

Last modified Last published Owner

Start with a template

Ter urrenitly a g

Website Q&A

Alistar™



Microsoft Copilot Studio

« Combinatie Knowledge Base & Copilot
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Mobiel chatten met Al-assistent

eRide Urban Pro

. Onze krachtigste elektrische stadsfiets
Alistar”




Escalatie naar agent

« Al-interpretatie van de chat

{0 2% web.corewindows.net

I'm sorry to hear that you're still
experiencing issues, Eva. Here are a few
more steps you can try: 1. **Examine the
Charging Port**: Inspect the charging port
on your eBike for any debris, dirt, or
damage. Clean it gently with a dry cloth if
necessary, and ensure that the charging
cable fits securely. 2. **Test with Another
Outlet**: Try plugging the charger into a
different power outlet to rule out any
issues with the current outlet. Sometimes,
the problem might be with the power
source rather than the eBike or charger. 3.
**Professional Assistance**: If the issue
persists, it may be time to seek
professional help. Contact your eBike's
customer support or visit an authorized
service center for a thorough inspection
and repair. | hope these steps help resolve
the issue. If you need further assistance,
please don't hesitate to reach out. Al-
generated content may be incorrect
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De juiste human-agent

« Unified routing

Preferred representative routing

Enable and configure preferred representatives for customers.

Get started

Home
Skill-based routing
Search admin sett... Settings related to the skills based routing experience in your organization.

Learn more
Guided channel s...

* Record routing
Customer support

@ QOverview Manage unified routing
Automate work distribution across channels, like chat, voice, and cases. Unified routing is automatically enabled for digital messaging, chat, and voice when you provision channels. Manage

User management Learn more

Al Agents

Channels Setup record routing
Determine how record get automatically distributed to representatives. Manage

Intent 17 (e

Queues

Routing Basic routing rule sets

Configure basic routing rules to route cases to queues, teams, or individuals. For advanced routing, please turn on unified routing for records. Manage
Workstreams

Case settings

. ~ Intelligent classification
Customer settings

Intelligent skill finder
Manage the machine learning models needed to identify skills needed to complete the service request.
Learn more

Support experience
Overview

Workspaces
- Sentiment-based routing (preview)
Productivity " : ol + 7
Set up machine learning to detect the sentiment on service requests.
Knowledge ~earn more

Collaboration

Effort-based routing (preview)
Manage the machine learning models needed to predict the effort needed to complete the service request. Manage
rn more

Operations
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De juiste human-agent

« Unified routing

Preferred representative Effort-based
Record routing Sentiment-based

Intelligent skill finder

Alistar™



De juiste human-agent

Alistar™

Intelligent Skill Finder

%ER | d e Copilot Service admin center
Dynamics

) & Save [i] Delete () Refresh

Get started

{ Home Skill finder - Unsaved

P Skill finder model
A~ Search admin sett...

Guided channel s... Configuration Training data  Training history

Customer support

Q Check Access

(7) Create and train a machine learning model that uses Al to determine the necessary skills for new work items. Learn more

1.3.1 Overview

User management R
& skill finder

Al Agents
Channels

Intent Data criteria @

Queues
E Attributes (Required)

Routing Add the attributes that you would want ct for the dataset

Workstreams

i | Live Chat Context 4 ‘ Live Chat Context

Case settings

Customer settings Filters

Apply filter nditicnally select relevant records
Support experience
& Overview
% Workspaces
@  Productivity Date range

Select the time span for which the records would be fetched

& Knowledge

°<3 Collaboration | Past one year

Operations

Draft
Model status

Load training data

|- Add attribute




Agent to the rescue

« Escallatie naar chat

B Customer Service workspace e

c 23 org95b391ca.crm4.dynamics.com/main.aspx?appid=cf622cac-2c88-ec11-93b0-6045bd9220d4

cRide [EE—
Dynamics

A Home

”~ .
) ) /1 Copilot
':'f'% Omnichannel Age... %’{% Omnichannel Ong... P

Get Al-powered help with solving customer issues.

B save As New v X Clear Default () Refresh All Ask a question Write an email

Omnichannel Agent Dashboard v

Intent-based suggestions are not available due to a

billing issue, please contact your admin.

My work items Open work items Closed work items

1\{, ModifiedOn 0+, Modified On 2, ModifiedOn v

No data available. \ Hi Net, what do you need?

Describe it and get an answer generated by Al

The more specific you are, the better responses you'll get
from Copilot.

Try using Copilot to translate, rephrase your responses,
Visitor: Dynamics Day, 2025 3 summarize, and change tone.
/05/202 .5
8/05/2025 14:55 Al-generated content can have mistakes. Make sure it's
accurate and appropriate.

w to escalate a customer's issue to an agent for eBike

Alistar™




Agent to the rescue

« Real-time translation

workspace +

o

2% 0org95b391ca.crm4.dynamics.com/main.as

eRide Customer Service workspace
Dynamics

) Eva Wauter

Communication Panel T Copllot

E—?j Copy URL
O Eva Wauters

Get A

New Conversation

Conversation - Active Conversation

not available due to a
Details Appointments / s 2 pact your adkmin
further a: ance.

Al-genera content may be incorrect

@ t A E [ Case Details

¢,

ure, one of my human collegues will

S
be with you in a moment! 1: City S Markt 1, 9000 Gent f

©

Hi Net, what do you need?

Source record not selected
w:’ Conversation summary Summariz min ago
vith charging their

eBike

including checking the power source, insg

he agent provided troubleshooting steps. [
S

charger and cable for damage. and ensuring

- Conversation details
battery connection w cure, The cu

expressed that tk believed there was a different Recent cases

problem and requ d to speak with an ag
Pre-chat survey

your full name ?

What is your email addres
eva@gmail.com

Details

Alistar™




Agent to the rescue

« Interne Copilot met koppeling naar Knowledge Base

BT Customer Service workspace “+

Cc 25 org95b391ca.crm4.dynamics.com/m

CZ}'EDeRide it S vion e earis

Dynamics

Communication Panel

o Eva Wauters

New Conversation

Conversation - Active Conversation

Details Appointments

Case Details

Alright EW va Waut s

Oké, bedankt voor de info. Ik zal eens kijker [ Address 1: City 2 Markt 1, 9000 Gent ﬂ Hi Net, what do you need?

Mobile P = X Describe it and get an answer generated by Al
Miohwe LTone 32 475 62 Source record not selected
¢ you are, the better

Conversation summary Sum o X Email

eva@gmail.com

and ensuring the -
5 Conversation details accurate and appropriate
The customer
expr that they behe ere was Jifferent Recent cases

problem and req

What is your email address ?

eva@gmail.com

Details

Alistar™




Agent to the rescue

« Copilot, man-in-the-middle, Eva

- 2
m~ Customer Service workspace +

25 org95b391ca.crmd.dynamics.com/main.aspx?appid 2c88-ec11-9 0d4

C
EEE &=
Dynamics

a Wauter

Communication Panel el Copilot
@ Customer Summ.. Blue Flashing Lig..
o Eva Wauters

Blue Flashing Light on Your eRide Dynamics Bike: Firmware Update Required

External

re not available due to a

t your admin.
If you notice a blue flashing light on your eRide Dynamics e-bike, this indicates that a mandatory firmware update is required

Keeping your firmware up-to-date ensures your bike operates safely, efficiently, and benefits from the latest features.
Here's how you can easily complete the update yourself:

Step 1: Connect the Bike to Wi-Fi via the eRide Dynamics App

¢ Open the eRide Dynamics App on your smartphone or tablet
e Make sure your device is connected to a stable Wi-Fi network
e Follow the in-app instructions to connect your bike to the same Wi-Fi network.

Alright, thanks for the info. I'll hav
Oke, bedankt Blue Flashing Light on Your eRide Dynamics Bike: Firm
ware Update Required

edge

Step 2: Start the Firmware Update

-
&& Conversation summary Summ -
that a mandatory firmware update is required 1

Once the bike is connected to Wi-Fi, the app will automatically detect the available firmware update
! You will receive a prompt to begin the update.
including checking the powe! 0e, NS g the Simply confirm and start the update process.
and cable for damage, and ensur e

ved there was a different Step 3: Complete the Update

problem and requested to speak with an agent

e Stay close to your bike and keep the app open during the update
e The bike’s blue flashing light will turn solid blue or turn off once the update is successfully completed
o After updating, restart the bike if prompted by the app.

Alistar™




Automatische case creation

« AI Summary

. - &
m= Customer S workspace

o=

2% org95b391ca.crm4.dynamics.com/ma

o B
Dynamics

Communication Panel - : 7 T COpilOt

o Eva Wauters Endik -

Ask a question

New Conversation

Conversation - Active Conversation
estions are not available due to a

Details Appointments A I tact your admin

Case Details

What can be wrong if an eBike has a
blinking blue light?

Markt 1, 9000 Gent ﬂ A blue flashing light on your eRide Dynamics e-bike indicates

that a mandatory firmware update is required

+32 475 62 90 58 Source record not selected

Conversation details
Recent cases
Pre-chat survey
rform the firmware
What is your full name
Eva
What is your email address ?

eva@gmail.com

Details

Alistar™




Toch even bellen?

Realtime transcription, nummer herkenning & smart assist!

um N
m: Customer Service workspace +

C 23 0rg95b391ca.crm4.dynamics.com/main.aspx?appid=cf622cac-2c88-ec11-93b0-6045bd9220d4
e R |de Customer Service workspace
Dynamics

A Home

':'.'r% Omnichannel Age... %'FE Omnichannel Ong...

FEN
(

B Save As New Vv X Clear Default (U Refresh All

Omnichannel Agent Dashboard v

My work items Open work items Closed work items
b F

1\, Modified On 0+, Modified On B 24 ModifiedOn v

=

0 | have an issue with my invoice
19/12/2023 16:03 o data available.

UR: Fallback queue Net IT Customer Service UR: Demo Workstream

Customer Service Voice Call

Eva Wauters: Voice Call
Eva Wauters

Alistar™




Toch even bellen?

Alistar™

Summary van gesprek

%eR I d L] Customer Service workspace
Dynamics

= (0 Home (5) Eva Wauters X

Communication Panel

Eva Wauters Customer
@ ) Neutral (3 00:29

® | o @

Summariz... Take notes Mark spam  Link to Co...

& Hide Transcript
&% We're translating to English in real-time.
1:41 PM Recording and transcription started.

3 8 5012

Hello, this is Eva speaking.

You recommend me to execute the
firmware update of my bike? I'm
currently.

Can you please explain me how to
update the firmware of my bike?

1:42 PM Customer has ended the conversation.

F . .
@ Conversation summary Summarized 9minage X

The customer, Eva, inquired about whether to
execute a firmware update for their bike and
requested an explanation on how to perform the
update.

oo [0

Al-generated content may be incomrect. Make sure Al-generated
content is accurate and appropriate before using. See &

B [® CopyURL

New Conversation

Conversation - Active Conversation -

Details Appointments

[ Eva Wauters X

Eva Wauters

Address 1: City Markt 1, 9000 Gent

Mabile Phone +32 475 62 90 58

Email eva@gmail.com

Conversation details

Pre-chat survey Device Phone call details

Phone Number +32475629058

Details
Engagement channel Voice call

Waiting time 10 secs

Case Details

&
dn

Source recor

ot selected

h for or create a new issue, and link

+ New Case

Recent cases

I:‘ Select all

Cannot charge eBike - blue flashing light
@ CAS-01095-COT9K3

High

Smart assist

E Knowledge article suggestions
Blue Flashing Light on Your eRide Dynamics Bike: Firmware
Update Required

How to easily complete the firmware update for eRide Dynamics
(1) + 2% confidence + Relevant?

How to Connect the eRide Dynamics App to Your Bike

Get the steps to set up a connection with the eRide Dynamics
(D = 20% con

What to Do if Your eRide Dynamics Bike Weon't Charge
Troubleshooter help with the failure to charge e-bikes.

)« 78% confidence » Relevant? Yes Mo

&2 Similar case suggestions




Bevestigen per email

« AI Email draft

m - -
Customer Service workspace X =

C 25 0rg95b391ca.crm4.dynamics.com/main.aspx?appid=cf622cac-2c88-ec11-93b0-6045bd9220d4

eR|de lomer S workspace - Search
Dynamics

= (@ Home % Eva Wauters X

Communication Panel

Eva Wauters

&) Neutral

d = @

Summariz..  Take notes Mark spam  Link to Co...

D Hide Transcript

e Hello, this is Eva speaking.

You recommend me to execute the
firmware update of my bike? I'm
currently.

Can you please explain me how to
update the firmware of my bike?

ot ’
&4 Conversation summary Summarized 81 minago X

The customer, Eva, inquired about whether to
execute a firmware update for their bike and
requested an explanation on how to perform the
update.

Al-generated content may be incorrect. Make sure Al-generated

content is accurate and appropriate before usin

Alistar™

Save @ Save & Close (3 Generate Work Order

Cannot charge eBike - blue flashing light - s

Case - Case for Multisession experience

Summary Details Attachments Related

Due and Overdue Activities

Activities No activities due today

Case Title Cannot charge eBike - blue flashing ...

Customer "\

Subject Maintenance

Priority * High

Case Status In Progress

Product

Description The customer reported an issue

with charging their eBike. The
assistant provided troubleshooting
steps, including checking the
power source, inspecting the
charger and cable, and ensuring
the battery connection. The
customer then requested to speak

Generate Enhancement 17 Save & Route

7
&4 Case summary

Timeline

p Search timeline

o Highlights

C_) Refresh New

CAS-01095-COT9K3

Case Number

[ Resolve Case [} Cancel Case & Share +

Web 8/05/2025 16:31
Origin Created On

—L@ Net IT Customer Service
R 2 O

The customer reported an issue with charging their eBike and received troubleshooting steps, including checking the power source and

inspecting the charger and cable.

The customer confirmed a blinking blue light on the eBike, which indicated a required firmware update.
Detailed instructions were provided to connect the bike to Wi-Fi via the eRide Dynamics app to complete the firmware update, which the

customer agreed to perform.

-

2 & Q@

@ Modified on: 8/05/2025 16:35
12 Live chat from: 2 Eva Wauters Closed

Cannot charge eBike - blue flashing light
View more

Transcript
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Kennisartikel maken via Al

« Automatische generatie

v Er" Customer Service workspace +

< Cc 25 0rg95b391ca.crm4.dynamics.com/main.aspx?appid=cf622cac-2c88-ec11-93b0-6045bd9220d4

eR'de stomer Service workspace L Search
Dynamics

X

£ Eva Wauters

6 Save J Save & Close [3 Generate Work Order U Generate Enhancement I~ Save & Route C‘ Refresh New [ Resolve Case 3 Cancel Case &, Assign B Add to Queue F/ Queue Item Details [ Share

Cannot charge eBike - blue flashing light - saved CAS-01095-COTOK3 ~ Web  8/05/202516:31  ggap Net IT Customer Service
% O

. ’ . Case Number Origin Created On wner
Case - Case for Multisession experience g

Summary Details Attachments Related v

Due and Overdue Activities =
&4 Case summary

Activities No activities due today
Timeline

? ,O Search timeline
Case Title Cannot charge eBike - blue flashing light

& Enteranote
Customer " [ Eva Wauters X
Ty Highlights

Subject Maintenance
® The customer reported an issue with charging their eBike and received troubleshooting steps, including checking the power source and inspecting the charger and cable.

® The customer confirmed a blinking blue light on the eBike, which indicated a required firmware update.
Priority *' High ® Detailed instructions were provided to connect the bike to Wi-Fi via the eRide Dynamics app to complete the firmware update, which the customer agreed to perform.

)
Case Status In Progress . 0 copy K@

Product

Modified on: 8/05/2025 16:35

Description The customer reported an issue with charging their
eBike. The assistant provided troubleshooting steps,
including checking the power source, inspecting the
charger and cable, and ensuring the battery
connection. The customer then requested to speak with
an agent, who inquired about a blinking light on the Transcript
eBike. The customer confirmed a blue light was blinking

[ Live chat from: 2 Eva Wauters Closed

Cannot charge eBike - blue flashing light

View more

but still could not charge the bike. The agent explained { / post on Case Cannot charge eBike - blue fl... 8/05/2025 16:31

Alistar™
siar by Net IT Customer ..._for tact Eva Wauters




Rapportage & Insights




Out-of-the-box rapportage

Typische raportage conversations / cases
Topics, thema's, kanalen

Doorlooptijden, oplossingstijden
Realtime monitoring

Per team / agent

Kanalen

Belasting

Performantie per agent / team / ...

+ + + + + + + +

Alistar™



Insights

« AI analytics: KPI's, clustering, tevredenheid

i1 Customer Service Insights
i Custorr,

Customer satisfaction

Alistar™




Insights

e Gebruik kennisartikels

Alistar™



Forecasting

« Intake & resolving, load per team/agent, per channel

i Dy ics 365 Customer Service workspace




Oh, en intussen...




Happy Eval
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What is i1t?

Draft Business Case

Sales
Customer Insights (Marketing]
Customer Service

RESULT: FINAL BUSINESS CASE

2 Hrs. Teams Call
Stakeholders RESULT: DEPARTMENTAL AI USE CASES

Envisioning Departmental Presentation & Draft Business Final

Session Sessions Consolidation Case Presentation

. . ) ) ) Group Presentation
Copilot within business applications

(Dynamics 365)
Additional Copilot’s (Sales — Service]
Copilot Studio

RESULT: TOP AI USE CASES
Final Business Case

RESULT: ROADMAP
RESULT: EXPLANATION CREATION AI USE CASES (PHASES-TIMING-BUDGET-...]
Alistar”




Commercial offering

Offer
- €5.000,00

- fixed-price engagement
« exclusive of VAT, including travel costs

Deliverables include

« Identified and prioritized Al use cases

« Recommended solutions and approaches
« Suggested phasing and timing

- Estimated total cost of implementation

Alistar”



Commercial offering

+ Ready to explore AI?

+ Scan to get started!

Alistar”
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11u00 - 11u30 Floorplan & info: www.alistar.net/dday

M. Farady Customer on Stage: Business Central voor productie bij Gluecom
* L. Pasteur Service is de nieuwe sales in een 360° customer-service aanpak
* Auditorium Altijd en overal inzicht in je data met Analytics4Dynamics

 A. Nobel Energiek met FuelVision365

11u30 — 12u00

A. Nobel  Blijf uw concurrent een stap voor met Business Central voor productie
M. Farady Optimaliseer je voorraadbeheer met Business Central

L. Pasteur Dynamics 365 CE voor Sales en Marketing [Case DSM Keukens]
Auditorium Microsoft 365 Copilot Al

11u30 — 12u00
* Network lunch


http://www.alistar.net/dday
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