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DaVinei + Microsoft Teams Phone
Extensibility for D365 Contact Center

Al-Powered CCaaS Across CRM & ERP

Simplify Communication. Empower Agents. Enhance CX.

AMC Technology's DaVinci Toolkit now enables Dynamics 365 Contact Center customers to leverage
Microsoft Teams Phone Extensibility. This unified model embeds Azure-based telephony and Microsoft Al
tools into CRM/ERP interfaces—delivering seamless, intelligent CCaaS experiences across Salesforce,
ServiceNow, SAP, Oracle, Epic, Zendesk, and more.
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This isn't just a softphone—it's deep, contextual integration that boosts agent efficiency with real-time Al
and automation.

Teams Interoperability for D365CC

DaVinci toolkit also supports Teams user
interoperability, enabling agents to
authenticate with their Microsoft Entra identity
and use Teams as their calling endpoint.
Agents can make and receive D563CC and
peer-to-peer calls, and apply organizational
policies—all while leveraging the same CRM or
ERP interface they use for customer records.

Built on Microsoft’s Teams Phone Extensibility

Solution providers use the Teams Phone Extensibility
model for D365CC to embed intelligent, seamless
communication capabilities through Microsoft
technologies, including

» Azure Communication Services (Calling SDK)

» Azure OpenAl (for real-time insights and
conversation support)

Empower Agents. Elevate Every
Interaction.
DaVinci Toolkit streamlines agent workflows by

embedding advanced capabilities right into
their CRM/ERP interface:

» Copilot Studio Bots (to surface next-best actions
and guidance)

» Microsoft Power Platform (custom dashboards,
automated workflows)

» Azure Cognitive Services (live transcription,
translation, and analytics)

These components collectively power a flexible,
Al-driven foundation for enhanced CRM and ERP
communication.

¢ In-app call controls, Al-driven summaries,
and contextual guidance

e Real-time transcription, translation, and
smart automation

e Unified, low-code tools that reduce friction
and elevate service
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