
Employee Services
Solution for
Healthcare

Next to caring for patients, your employees are one of the top priorities of 
your healthcare organization. You frequently receive employee requests 
to change benefits, add beneficiaries, or to take advantage of a benefit. 
Delaying or losing track of employee requests is not favorable on your 
HR team. Imagine the time your team would save if employee cases 
were created automatically through a portal with a virtual live agent. 
Make it easy on everyone with an affordable, comprehensive solution 
that plugs right into your existing technology.

Don't Lose Track
of Another Employee Request

Empowered Agents

Enable your employees to be self-sufficient by browsing the knowledge 
base and opening cases via the portal. These are automatically integrated 
into Dynamics 365 and follow the processes and automation you have 
defined. Enable new channels such as web chat and Virtual Agents on the 
portal.

Agents can track employee issues through cases. Agents can record all 
interactions related to a case, share information via notes, knowledge 
base, and track service levels through SLAs and entitlements. Business 
Process Flows encapsulate the record via the top and side guiding the 
agent through the resolution process. These can be tailored for specific 
case types. Great for quickly on-boarding new agents.

Knowledge base search lets Agents quickly search for relevant knowledge 
articles to resolve a case. The search results are automatically populated 
based on case details.

Solution Benefits

Streamline HR Processes
Leverage Dynamics 365 Customer Service to 

streamline your HR processes. Track requests 

such as benefit changes or employee status 

changes.

Enabled Live Agents
Agents can interact with similar cases,

SLAs, and knowledge base articles as they 

work to resolve open cases.

Easy Communication Stream
Have a true omni-channel experience with 

your employees via Email, Phone, SMS, or 

Live Chat.

Intelligent Virtual Agents
Deploy intelligent, adaptable virtual

agents to deliver rich, personalized bot

conversations to resolve employee issues 

quickly and effectively any time of the day, 

any day of the week.

Works The Way You Do
The solution is fully supported on Web

and Mobile and integrates with Exchange for 

communication management and SharePoint 

for documents management.
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Contact Us

In the first screen below, we see a list of employees grouped 
by Manager. Attributes can be managed within the application 
or synced from external systems.

Employee Data in One Place

Below we see the system is intelligently
recommending the Change Employee Benefits KB
article based upon the Case Type = Benefits
Change.

Define the level of service or support that your organization 
agrees to offer to Employees by using service level agreements 
(SLAs). Include detailed items to define metrics or key 
performance indicators (KPIs) to attain the service level. KPIs 
help you get timely warnings on your team’s issues while 
providing support.

Agents and managers leverage interactive experience 
dashboards in a one-stop workplace where you review your 
workload and take actions. The information in the interactive 
dashboard is shown in real time, coming from views and 
queues.

Views, Forms, and Dashboards transform from desktop, 
tablet, phone based on available screen real-estate 
given to the browser or app.

Enable employee service experts to easily create and 
enhance bots with AI-driven insights and deploy 
intelligent, adaptable virtual agents across your
service channels.

Drilling into an employee shows the underlying details, 
communications, and documents associated to a specific 
employee.
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