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How to empower every department
in your organization
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Introduction

One size does not fit all

dialpad.com A

Communications technology is often presented as a one-size-fits-all
solution for every department and organization. But as you’ve likely
experienced yourself, that’s not always the case.

There are unique challenges that different departments face—and the
reality is they can’t all be solved with the same screwdriver. So in that
regard, a solution that claims to be “one-size-fits-all” is simply inaccurate.

Dialpad’s Ai-Powered Customer Intelligence Platform is here to solve that.
Not by offering a supposed one-size-fits-all approach, but by providing an
all-in-one solution that truly works for every department—down to every
user—to make their job easier.

Here, we cover some departmental challenges across, Sales, Support,
HR, Marketing, Product, and IT, and how Dialpad can help.
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Dialpad for Sales teams

Close more deals, more quickly

Challenges How Dialpad solves these challenges

Inability to meet quotas and Dialpad is easy to set up, onboard, and use for quicker onboarding
numbers due to high turnover, and ramp-up times—so reps can quickly get on the job to respond
long rep onboarding, and to customers.

ramp-up times o ) . . .
You can add and remove users in just minutes with a single click:
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Dialpad for Sales teams (conta)

Challenges

Tedious administrative manual
tasks of logging activities into

Salesforce
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How Dialpad solves these challenges

The Dialpad for Salesforce integration brings smarter workflows,
increased call efficiency, and better customer interactions to Salesforce
so reps can focus on driving more sales and closing deals faster.

Dialpad automatically syncs contact details and logs activities like call
history, recordings, voicemails, transcriptions, and notes directly from
Salesforce to your Dialpad apps:

4 )

{, Dialpad | Call ended s

‘L Jen Alvarez +1(415) 555-1234
¥ Aerolabs [ conmacr ]
4 5:56
Name this call
Call notes
\ CALL BACK + LOG CALL /

Dialpad also integrates with Salesforce's power dialer and omnichannel
capabilities to drive efficiency for both sales and support teams:

% Dialpad | Call Claudia Aguirre [ @)
a; Danny Cortes 00:39
+1(201) 897-6510
Aerolabs
View records in Salesforce Call recorded by admin
Case Create New
Support Ticket #2355
Notes
4
\ m) &) n ()G )( e /
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Dialpad for Sales teams (conta)

Challenges

App overload from

disjointed applications

Organizing and
scheduling meetings
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How Dialpad solves these challenges

In addition to Salesforce, Dialpad integrates with dozens of key sales
applications including Chorus.ai, Outreach, and HubSpot—~bringing
together all your different tools for seamless workflows.

/a Danny Cortes S il
o128 M

& Inbox
@ Contacts

# Channels

v Call Centers
@ Escalated Support

Mainline Support

<

Digital Engagement

Your Conversations

-

HUBSPOT View contact
Name Danny Cortes
Role Marketing Manager
Jinxx
R Owner Jen Alvarez
Status Connected
Danny Cort LOG NOTE

555-567-5309

01:28
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~

Aerolabs <> Gemini

Discovery Call

Walked through DC --
scheduled demo for 7/18

Cancel Save note

Dialpad also integrates with your Google Calendar to organize and

schedule meetings:

-

com/mailu/0/#inbox/KtbxLzGLhvGfKvan

Q  searchmail

<« B8 o6 &

[

0 & b ®

Follow-up Call » inboxx

) Lori Yee <loriyee@acrolabs.com> unsubscribe
tome ~

« Reply = Forward

-

Hi, lets hop on a quick call to discuss next steps if you have time today. Thanks!

- Aeroiabs )

1-500f2619¢ >

S14AM (Bhowsago) Ty

B

& Dialpad

Jane Miller
(415) 123-1234

CALL  HISTORY

Send text message

Message

SEND

This allows your reps to minimize clicks, easily know when they
have upcoming meetings, and focus on what they do best—sell!
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Dialpad for Sales teams (conta)

Challenges

Note-taking distracts the
rep from being present
with the customer

Objection handling—when
not handled correctly, the
rep can be letting winnable
opportunities slip through
the cracks
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How Dialpad solves these challenges

Dialpad Ai has one of the most accurate transcription engines in the
world, eliminating the need for manual note-taking:

( )
o L P o Q
@ Danny Cortes PrS al
01:28 v
& Inbox Transcript Assists o
& Contacts Danny Cortes
# ch ‘ Do you have any technical specs
annels

that you could send over?

Claudia Aguirre
¥ Of course, happy to send those
over along with some of the other
A Channels materials we discussed earlier
on the call.

~ Recents Danny Cortes
Amazing, thanks so much. Really

appreciate it!

~ Favorites

v Call Centers

Dialpad Ai Danny Cortes
B Escalated Support You're speaking too fast, slow down! 555-567-5309
Mainline Support
01:28
\/ Digital Engagement /

Also, at the end of each call or meeting, when Dialpad Ai is enabled,
call summaries are automatically generated to include the recording,
transcription, sentiment analysis, and more.

Objections are difficult for sales reps to answer when not equipped with
the right information.

Luckily, with Dialpad Ai, they can respond with preemptive responses
that pop up in real time to address questions about pricing, competitors,
and so on:

/ Q () @_\

/\j Assist X

What is included in the standard plan?

Standard plan is $20 per user month and
includes the following features:

 Unlimited calling, SMS & MMS

« Ai-powered call and voicemail
transcription

+ Google Workspace and Microsoft 365
integrations

+ Web and chat support

The standard plan also includes live
@ Enabled speech coaching and real-time analytics

and reporting.

Kevin Kare
555-567-5309

Ask me anything >
01:28
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Dialpad for Sales teams (conta)

Challenges

Speech coaching

Decreased productivity
due to no centralized
communications app

Inability to see how reps are
performing and where they
need help

dialpad.com A

How Dialpad solves these challenges

Dialpad Ai helps your reps and agents become better with automated
speech coaching to help conversations run more smoothly for better
customer experiences. Throughout your calls when Ai is running,
recommendations will pop up if you or your agents are speaking too
fast, monologuing, swearing, and more.

Increase productivity for sales teams by deploying an all-in-one solution
for all communication channels across calling, messaging, meetings,
and customer engagement to reduce extra clicks and streamline
workflows.

Dialpad gives sales managers the ability to see how reps are selling by
listening in and guiding the reps with call whisper and call barge features.

Managers can also leverage call recordings and transcripts for training
purposes and track Custom Moments (user-defined moments that
are triggered when a preset word or phrase comes up in a phone
conversation) to see how often reps are facing competitors, key
moments, and more.
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Dialpad for Support teams

Provide a better customer experience

Challenges How Dialpad solves these challenges
No clear picture of CSAT or Dialpad’s Ai can analyze 100% of your customers’ calls, predicting
unresponsive CSAT surveys CSAT with high accuracy.
/ All Calls Ai CSAT \
@ CsAT
Calls @ csaT
I CSAT 25% Survey Response Rate
98% Satisfied 572 of 1,114 Handled Calls (51%)

2% vs. prev 30 d . -
ve-prevsnas 96% Ai Prediction Rate

572 of 1,114 Handled Calls (51%)

CSAT Overtime — CSAT ' CustomerRatings 1 AiPredicted Ratings
100% CSAT: 98%
J 24 customer ratings
o
o /\/\’/\ 100 rediced raings —

22 H
18 18 18 18 20 H 18 18 20
s 10 H

m
\ Mar 2 Mar 4 Mar 6 Mar 8 Mar 10 Mar 12 Mar 14 Mar 16 Mar 18 Mar 20 Mar 22 Mar 24 Mar 26 /

25% .

This solves traditional CSAT surveys’ biggest issues—Ilow response
rates and polarized responses—eliminating the need to solely
depend on surveys to measure customer satisfaction.

dialpad.com A 9
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Dialpad for Support teams (conta)

Challenges

Note-taking for customer calls

Tedious administrative manual
tasks of logging activities in
other systems

dialpad.com A

How Dialpad solves these challenges

When customers require support on a product or service, they
sometimes have previous support call sessions.

Dialpad Ai takes the notes for you and provides you with historical data
S0 you can have more contextualized conversations when supporting
your customers so you can provide better service.

You'll also get an automated call summary at the end of each call that
includes the call transcription and any captured action items:

4 )

Ben Parker %
@ Inameeting — Working from Long Beach! T

Ben Parker 4:54 P

Monday, September 13th

Technical Review #

8 Fri, Jan 12, 2023 — 12:27am  ®12:32 & Owned by You

Purpose

oY

Something Joesph bought a week ago that he has not received.

3 Participants

G(ﬁ You, Lori Yee, and Jordan Fell

Message #everyone

\@ + © @ A /

Integrations with CRM systems (including Salesforce and Zendesk)
allows for calls to be automatically logged and tracked:

/ © 2:30AM (PST) \
Aero Labs Inc.
% +1(555) 867-5309 Cell
% +1(555) 867-5310 Home

&3 lori.yee@aerolabs.com

Marketing X +

5 4K Zendesk v
Marketing at Aerolabs Inc.
Name Lori Mitra
Lori Yee Company Aerolabs
555-567-5309 Status Open
Unresolved tickets
os:01 New order fulfillment Jan 02
Refunds Jan 03
All tickets
© 9 6 New order fulfillment Jan 02
\ Refunds Jan 13
10
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Dialpad for Support teams (conta)

Challenges

Non-contextualized
conversations without
any profile of who you

are supporting

No real-time feedback
on how to handle calls

Need for visibility across
all customer calls with
sentiment analysis
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How Dialpad solves these challenges

With Dialpad, you can see who's calling and the caller profile to
understand who you’re talking to. And when you integrate Dialpad
with your CRM, the call will automatically pull up the contact
associated with the number (if there is one, otherwise it'll create
anew record).

Dialpad Ai helps your agents become better with automated speech
coaching to help conversations run more smoothly for better
customer experiences. Throughout your calls when Ai is running,
recommendations will pop up if you or your agents are speaking

too fast, monologuing, swearing, and more.

With Live Sentiment Analysis, Dialpad Ai shows a live feed of all calls
happening so supervisors can look at real-time customer sentiment
to see where teams need help, and use the live transcription to grab
context before the supervisors need to jump in and help the agent.

Dialpad can ultimately enable your organization to improve customer
experiences with advanced Ai capabilities to retain customers, increase
brand loyalty, and help businesses thrive.

e )

Mainline Support Real-time transcript X

W, Claudia Aguirre 2:54 P
Live calls Hey Danny! What else can |
help with today?

Py Danny Cortes 4:54 pi

ﬂ Claudia Aguirre Danny Cortes Positive Hey, he > 7 How long doe.s it take to see
a refund credited to my
account?

@. Kevin Kare Corlos Sainz Positive What's > Claudia Aguirre 4:54 P
Refunds take between 3-5
business days to process,

& Kristin Carlel Roberto Perez Positive Hi, this > and you should get an email
confirmation soon.

@l Lori Yee Amy Jones Positive What r > Dan.ny Cortes 4:54 P\

. Got it, that's too long for me.
Is there any way we can
i ?
q.‘ Kendal Needham Fred Lang Positive How lo > expedite the process?
<

" Claudia Aguirre 2:54 pi
Let me double check with
my manager.

N J
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Dialpad for Support teams (conta)

Challenges

Rising customer
expectations
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How Dialpad solves these challenges

Customers expect to be able to get support 24/7 on their
communication channel of choice.

Dialpad offers 24/7 customer service with Ai Virtual Agent.
Through machine learning and Ai parenting, Dialpad’s Ai scrapes

all connected knowledge sources and immediately maps answers.

Customers can easily access answers, custom workflows, and
automations to get what they need faster.

And if the customer needs something that Ai Virtual Agent can't
provide, Dialpad’s Ai intelligently finds the best escalation path
to alive agent, either in voice or digital channels.

Dialpad also enables agents and organizations to meet and
communicate with customers on their channel of choice, whether
it be through, calling, meetings, or messaging through chat,
email, social and digital channels.

12
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Dialpad for HR & Recruitment teams

Improve the way you hire

?;“H-‘—

Challenges

Note-taking for
interviews
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How Dialpad solves these challenges

HR personnel need to be able to take notes during interviews and
quickly access these notes afterward. Dialpad’s automated call
summaries are available immediately after every call, and include a
searchable transcript of the conversation:

Kevin Kare > LoriYee
Sept 12, 2020 @ 12:00 - 12:06PM (6 min, 4 sec)
Transcript
@ 0:31
L 0:31/6:40 x (=}
Kevin Kare
| am just jotting down some notes and will confirm with my team if we want to
have a annual subscription to travel deals. You guys always have the cheapest deals
to our bi-annual offsites. What's the pricing for the premium plan?
ﬁ' Lori Yee
Offsites on a bi-annual basis? That sound like alot of fun. Where have you
\ been so far? Your company really takes care of your employees. /
So you can focus on being present with candidates, not note-taking.
13
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Dialpad for HR & Recruitment teams (conta)

Challenges

Difficult to keep track of
conversations with candidates
as not centrally located

Non-contextualized
conversations without
any client profile of who
you are supporting

Meeting quotas
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How Dialpad solves these challenges

With Dialpad, employers can use SMS to send recruitment texts,
schedule interviews, send updates and interview reminders to
candidates, answer candidates’ questions, and even send job offers:

4 2\
P o Q

A Ben Parker +x

Monday, September 13
g Claudia Aguirre 4:54 P\
: Hey Ben, Just a reminder that your interview with ABC company
is scheduled for Nov 29 at 12:00 pm ET.

The Meeting will be via Dialpad-Just emailed you the link!

Ben Parker 4:54 piv
Perfect, thanks.

N J

Job seekers can reply to these texts to express interest in a position
and communicate quickly and easily with the recruiter. Texting normally
has a higher response rate than email and a faster response time from
candidates as well.

With Dialpad, you can see who is calling and the caller profile to understand
who and which candidate you’re talking to. And when you integrate Dialpad
with your CRM, such as Salesforce, Bullhorn, Hubspot, or others, the call
will automatically pull up the contact associated with the number (if there is
one, otherwise it’ll create a new record).

HR must provide their recruiting staff with the best tools to communicate
with candidates and to meet hiring quotas.

Dialpad provides an easy-to-use, Ai-powered communications solution
that can support recruiters in meeting their numbers and making them
more efficient at their jobs.

14
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Dialpad for Marketing teams

Target prospects more effectively

Challenges How Dialpad solves these challenges
Lack of actionable Marketing can easily gain customer intelligence through Dialpad’s call
customer intelligence recordings, searchable transcripts, and Custom Moments (user-defined

moments that are triggered when a preset word or phrase comes up in a
phone conversation).

These insights can come from sales reps’ conversations with customers,
or from the Marketing team’s own conversations with customers (e.g.
conducting customer interviews for research). With Dialpad, you

won’t need to listen to entire recordings either—you can just see the
transcripts and sort them by keywords.

Duplicative and unnecessary Natively integrated Ai allows users to receive call summaries after every
meetings meeting, resulting in more efficient and contextualized meetings.

dialpad.com A 15


https://www.dialpad.com/
https://www.dialpad.com/blog/custom-moments-artificial-intelligence/

#p dialpad

Dialpad for Marketing teams (contq)

Challenges

Inability to drive prospects
down the funnel on your
company website

Multiple and disjointed tools to
communicate across calling,
messaging, and team meetings

dialpad.com A

How Dialpad solves these challenges

Dialpad’s self-service bot solution, Ai Virtual Agent—powered by

conversational Ai—makes it easy to provide relevant information
and CTAs to visitors and prospects who land on your website
and are interested in your product or service. You can build
automations and workflows in minutes—no coding needed.

Dialpad offers an all-in-one solution across calling, messaging, meetings,
contact center and Ai to allow for uninterrupted communication workflows.

Dialpad also integrates with the other marketing tools in your tech stack,
including Salesforce, Outreach, and Mixmax, bringing them all together:

. Phone call =
Michelle Chen
Ringing...
gty TO FROM
555-123-1234 Your Dialpad number
NAME RELATED TO
CALL COMMENTS 0/100¢
‘write a comment
Call using Dialpad

16
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Dialpad for Product teams

Understand your users like never before

Challenges

Collaboration siloes,

too many processes and
workflows to manage;
no centralized
communications tool
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How Dialpad solves these challenges

Dialpad is an all-in-one solution designed to address app overload
and disjointed workflows, covering voice, messaging, meetings,
contact center, and Ai.

+20 participants S
10:28 Ed

& Inbox
@ Contacts

# Channels

v Call Centers
B Escalated Support

Mainline Support

v Digital Engagement

Your Conversations

N

17


https://www.dialpad.com/

#p dialpad

Dialpad for Product teams (conta)

Challenges How Dialpad solves these challenges
Too many apps that don’t Dialpad has dozens of OOTB integrations to seamlessly integrate your
integrate with each other communications app with everyday favorite business apps.

/

N h y

For any other apps, you can build custom workflows using Dialpad’s
Zapier integration or build something from scratch with Dialpad’s
open API and bring powerful voice and contact center capabilities
to your apps.

Duplicative and unnecessary Natively integrated Ai allows users to receive call summaries after every
meetings meeting, resulting in more efficient and contextualized meetings.

dialpad.com A 18
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Dialpad for IT teams
Simplify your tech stack

Challenges How Dialpad solves these challenges

Employees using shadow IT Dialpad is an all-in-one solution that covers the needs of every
department across your organization, meaning individuals don’t
need to rely on unauthorized apps to get their work done.

dialpad.com A 19
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Dialpad for IT teams (conta)

Challenges

Too many applications

Need for custom integrations

Expensive hardware
and maintenance;
no clear pricing models
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How Dialpad solves these challenges

Dialpad streamlines all your apps into a single pane of glass:

[ ® oo a ® A
) Kevinkare P @ Kevin Kare Qa & B o %
01:29 M ® Ben Parker ~
Marketing Manager
& Inbox -
_ Kristin Carlel 4:54 1/ © 2:30AM (PST)
@ Contacts Hey Kevin! @ Aero Labs Inc.
# Channels R +1(555) 867-5309 Cell

Kevin Kare 4:54 v
Absolutely. Do you think an hour will suffice?

% +1(555) 867-5310 Home

~ Recents B ben.parker@aerolabs.com

Kevin Kare 4:54 piv Marketing X+

v call Cent
C=llCSuters Great, I'll send the agenda out now!

Escalated Support

Kristin Carlel 2:54 P

Can you add a note that all stakeholders should be prepared to share >
their point of view?

Mainline Support & Salesforce ~

v Digital Engagement
Your Conversatons Kevin Kare 454 711 3 Google Calendar "
100%, will add to the meeting invite.

Kristin Carlel 4:52 P11 & Google Drive ~

Sounds like a plan, thanks for setting it up!

L1 © B% Microsoft 365 ~
\ S £ Zendesk A/

From a cybersecurity perspective, having less complicated IT
infrastructure—aka. a single pane of glass view—could make it
easier to collect, aggregate, and analyze an immense amount of
data across organizational entities to detect threats and breaches.

It can also create a better experience for your end-users / employees
if they can see everything in one place.

Customize your Dialpad Ai Voice and Ai Contact Center experiences
with APIs that unlock voice, SMS, user management, analytics, contact
center, and more.

Getting started is easy—just email us at API@dialpad.com. You'll get
access to our sandbox so you can monitor test deployments before
publishing your app.

Dialpad is a leading cloud-based platform, taking care of things like
reliability, storage, security, updates, bug fixes, new features rollouts,
and maintenance. So you can focus on running your business and
satisfying your customers. Plus, your teams can access the system
from anywhere, on any device.

The biggest difference between an on-premises setup and a cloud-
based one is how they’re set up and maintained. One is complex,
costly, and not user-friendly. The other is simple, cost-effective, and
much easier to manage over a long period of time.

20
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Dialpad for IT teams (conta)

Challenges How Dialpad solves these challenges

Uptime and reliability Ensure communications are always up and running for every user
with Dialpad’s 100% uptime SLA for Enterprise plan customers.

Lack of mobility Dialpad empowers organizations with a flexible and mobile “work
from anywhere” solution that allows employees to work from the
office, at home, and on the road.

Security, compliance, Dialpad protects business and customer communications with

and data privacy enterprise-grade security that’s built right into the platform. With
industry compliance and certifications, enterprise-level encryption,
role-based access, and the ability to customize data retention and
management and more, you can ensure your communications
are held with the most secure practices.

Empower every department with Dialpad

Dialpad’s Ai-Powered Customer Intelligence Platform is here to power every user in every department at your
organization, by providing an all-in-one solution that truly makes everyone’s jobs easier. Try Dialpad for yourself
with a 14-day free trial or book a product demo!

Get started for free A

Bookademo A

About Dialpad

Dialpad is the leading Ai-Powered Customer Intelligence Platform that's completely changing how the world works
together. We've created one, beautiful workspace that seamlessly combines the industry’s most advanced Ai Contact
Center with all the communications tools your team needs to drive ROI. Founded in 2011, more than 30,000 businesses
and millions of people worldwide now rely on Dialpad to accelerate their digital transformation. Unlock productivity,
collaboration, and customer satisfaction with real-time Ai insights on Dialpad.
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