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Al Transformation

Opportunities Approach

Enrich employee experiences §p Copilot + Agent empowerment

® Reinvent customer engagement a
GD Differentiated Al solutions
& Reshape business processes

® Bend the curve on innovation e‘. Cybersecurity foundation
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Copilot

Everyone has a
Copilot

Agents

o Every business process
transformed by agents



Copilot is the Ul for Al

Copilot  Copilot Studio Agents

Copilot Control System



Stages of Al transformation

Level 1 Level 2 Level 3 Level 4
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Agent-first with human

Human-first Humans with agents Agents with humans :
oversight
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Can you transform like this?
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Channels Self-Service Routing
. Business
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Wouldn't it be easier to do it like this?

Al Agents Unified Routing Employees
@8 Live Chat
%% Social < <
= Email
B svs 4 5
& Voice Chat agents ACD Service
* loT Voice agents “IVR" Intent Sales
&5 Teams Skills Marketing

Generative Al | Data
conversations + knowledge + interaction history + integrated data + quality signals
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Release planner

fnlome Planner

Dynamics 365 and Microsoft Power Platform
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Microsoft Dynamics 365 - Release Plans


https://releaseplans.microsoft.com/en-US/?app=Customer+Insights+-+Journeys&status=planned

" Copilot Studio

Copilot Studio is your tool for building agents and extending Microsoft 365 Copilot.

@ Meet your users where @  Access everything in ® Automate your @ Integrate with your @ Connect to your data in
they already are one place workflows external apps Microsoft 365

Describe your agent to create It

- - e - A
£ =+ -
to transform to improve information to build custom

business processes workers productivity Al solutions



Microsoft 365

Copilot Studio

= Microsoft




Processes with MCS

Extend with

Azure Al Foundry Triggers

Monitor & Chat over your

T Create, manage knowledge
and publish with Gen Al

live in minutes -

all from one E2E tool d
@ .
and SaaS service
Publish to Create
multiple channels specific topics

Actions - call your backends and APIs



Al

Senelaelye Enhancements

Generative Actions and
Orchestration

GA of Generative orchestration
and Actions

JSINESS PROCESS

Autonomous Multi-Agents Channel Testllr.\g.
Agents Improvements Capabilities

Multi-Agent Support

Agents can now call other agents to handle specific user queries

Analytics

Enhanced testing for
multi agent scenarios

See which agents your agent
calls upon to achieve its goals,
with visibility into which tools
and knowledge are used by
each agent

Multi-lingual Support in
the orchestrator

Now easily build and
configure your actions in one
language and test itin a
language of your choice




B3

Rules-based
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Outcome-
based

Two approaches for automation

When you need predictability
Objective is specific
Inputs are structured and static
Task is clearly defined

How it works
Steps are prescribed in advance
Paths are fixed

When you need flexibility
Objective is broad
Inputs are unstructured and may change
Tasks are numerous or ambiguous

How it works
Steps are assembled by Al in real-time
Paths may vary

assembly Il ine"™
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Add intelligence or structure where needed

G Add intelligent steps P Agent flows
to optimize structured processes with decisions
strategic useof traditional and a o @ a_ a_ a Q’ a

generative Al for

A deC|S|0n maklng processi ing o unstructured input
Rules-based A unstructured inputs o

A data / document processing

A simplification of complex steps a @ Q Q Q

simplification

~\ Add rules based workflows ‘ Custom agents
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Model-Context Protocol (MCP) servers for Dynamics 365

Accelerate your journey to the Frontier Firm with the most agent -ready business applications

A Enhance agent intelligence : Make agents more
context aware with access to knowledge, actions and
tools from Dynamics 365 Business applications (ERP,
Sales, Service and Business Central)

A Faster time to value : Enable customers and partners to
rapidly build MCP compliant agents to execute
processes autonomously with minimal APl and e
integration efforts
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A Secure, consistent and reliable : Employ enterprise -
security and governance while making MCP servers i 6 0 | e
R . . R for both mae, | will Owate & sngle
available in MCS using the connector infrastructure. - 8 s bt o AT
B atetiadh " o Cortons

AVAILABILITY: Public preview at Build. G —
Read the blog (5/20): https://aka.ms/BUILDMCP = O s




Microsoft Copilot Studio

A
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Al Powered Organisations

Copilot  Copilot Microsoft Copilot Al Foundry 3rd Party and
Chat M365 Agents  Studio & Azure Custom Agents

(

|
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Personal Business - o
0 Productivity Productivity eExtenS|b|I|ty e Customizability



Employee Self-Service Agent

A Employee Self-Service can help you find
personalized, official answers to workplace policy
guestions based on employee data(ex location,
role type)

A With this agent, you can update information and
create tickets connected to third -party systems i B Employee Self-Service
like ServiceNow, Workday, and SAP
SuccessFactors for completeness. It also
seamlessly connects with 3P agents like the
ServiceNow Now Assist live agent and Workday
Agent to continue work.

A Employe Self-Service can help organizations
reduce inquiries to Service teams, including HR,
IT, facilities, and beyond.

AVAILABILITY: General Availability June 2025

Classified as Microsoft Confidential
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2t Customer Insights

C u Sto m e r ., Contoso Ltd: Contact
Data : ,
Platform )

Abbie Moss

1IGH B

Churm risk
Unified customer understanding " New York G 73.8%
,//\_f.——»v_

REAL TIME

Expand your perspective

Customer filetime value

Predict with Al $1SQ,000

Al-generated segments

Average spanding (OB food interests O Engagement score () Avorage wisits

$25,000 ’ sucae 8.
Multi channel activation T

. Deeply understand your customers and gain a comprehensive view across touchpoiritsincluding transactions, campaign
x G Dynamlcs 365 responses, instore or web visits, mobile app, loyalty redemptions, customer service encounters, social interactions,
Customer Insights sentiment, or 10T signals. With Dynamics 365 Customer Insights, import the data or connect to an online service using fre
built connectors for myriad first- and third-party data sources to create this view.



Get responses grounded in customer insights

when chatting with Copilot

Sales reps, service agents, and chat bots
can access unified customer insights when
chatting with Copilot, boosting team
efficiency and fostering customer loyalty
through personalized, impactful
experiences.

A Simply ask Copilot for information about specific
customers directly in the flow your work.

A Effortlessly access rich insights about a lead or
contact from Customer Insights - Data like
predicted lifetime value, propensity to buy, recent
transactions, and interactions.

A Insights are seamlessly integrated into your team's
workflow, giving them a 360-degree view of the
customer.

ﬁ Microsoft Dynamics 365 Customer Insights
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Copilot

\l,])

% A sales rep preparing for a meeting with a lead, Mark. He asks Copilot for Mark's

predicted lifetime value and propensity to buy. Copilot provides insights from Customer
Insights - Data, including Mark's predicted lifetime value, recent purchases, interactions,
and highlights his high propensity to buy but also inform about a medium risk of churn

due to recent inactivity.

2025 release wave 1



Increase accuracy of autonomous agents by
grounding them in Customer Insights

Empower your marketing, sales, and service
teams with Copilots and autonomous agents
that can understand, analyze, and act on
insights. Use CI-D as a knowledge source in
Microsoft Copilot Studio to transform your rich
customer data into a powerful business asset.

A In Microsoft Copilot Studio, you can now add customer
profiles, segments, measures, and other insights from
Dataverse as knowledge sources for any custom or
customizable autonomous agents.

A Every user of the agent instantly gets access to your
key customer insights to get their job done.

A Create agents that can perform autonomous actions or
respond to changes in your unified customer insights.

ﬁ Microsoft Dynamics 365 Customer Insights

Qo < 5 = L] -

i @ Copilot Studio R prod e @ [4)
E : :

o * Describe your agent to create it

® 'S = = \( - \

— [ metpdesk | | Expense track r.7‘J [ Human Resources | G

2| | (D) 1

D Documentation ) Responsibie A FAQs Support community 7 Quick start: Create and depioy an agent

) Secunty and Governance

%" A seller is evaluating a promising new lead named Joe, who recently attended a
new product launch event and has an existing relationship with the company.

Using data from Customer Insights grounded in the agent in Dynamics 365 Sales,
he can now access information about Joe's total spend, his VIP status, and his recent
interactions across other touchpoints.

2025 release wave 1







Easily pause and resume journeys to handle

unforeseen or unplanned events

Protect your brand's reputation and
maintain control over the customer
experience by pausing your journeys
during unexpected events.

A Pause a journey manually to prevent new
customers from entering.

A Resume a journey manually so new customers
can enter.

A If needed, paused journey can be stopped.

@ Microsoft Dynamics 365 Customer Insights
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%" A bank conducts a campaign to contacts borrowers who are behind on their mortgage
payments. When a natural disaster strikes, the bank can effortlessly pause the outreach and
resume it once conditions allow.

2025 release wave 1



Respect customers’ quiet time by engaging

them based on their geo and time zones

In addition to setting quiet times based
on your journey's time zone, set quiet
times based on your customers' time
zone and region, to make sure customers
only receive messages and calls during
suitable hours.

A Ensure adherence to various regulations by
establishing quiet time rules and conditions for
different geos.

A Set the times, days and dates when customers
shouldn't be contacted.

A Upon activation of the journey, interactions are
either initiated or queued in accordance with the
pre-set rules and the identified customer's time
zone or location.

ﬁ Microsoft Dynamics 365 Customer Insights

#" A global e-commerce has customers spread across multiple countries. In order to respect
their customers' time, they set up different quiet rules for customers in the US, Europe, and
Asia, ensuring they comply with each region's specific communication regulations.

2025 release wave 1
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,;Q Copilot in Dynamics 365 "/ Microsoft 365 Copilot for Sales

Copilot in Dynamics 365 is available directly in the Dynamics 365 Al-powered assistant designed to provide insights, recommendations,
application, providing Al-powered experiences across the solution. actions, and up-to-date Dynamics data directly from M365 applications.
a0
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Copilot Applications Agents

@ Relationship Managers
v 4

3 Velocity Sellers

Assistive Autonomous
-] o\
) RN T 4
O OO
Sales Chat Copilot for Sales Sales Agent
Retrieve business Effortlessly handle sales Assistive Autonomous

insight and actions with
a prompt and natural
language experience

................... Extensibility

meetings and sales
email communications,
keep CRM up to date
while working in
Microsoft 365 Outlook
and Teams

Take actions when
asked, automate
workflows, and replace
repetitive tasks for users

‘ Copilot Studio

Operate independently,
dynamically learn, engage

and drive leads and enquiries

to a close (SDR)
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Sales Agent

~m Microsoft




Sales Research A

Agent

2B Microsoft
WMl Dynamics 365







Microsoft Dynamics 365 Contact Center

Deliver effortless
self-service

Engage customers in their channel of
choice and reduce contact center volume
through rich self-service experiences
powered by generative Al

Service Rep

E  Supervisor

Accelerate
assisted service

Reimagine service representative
productivity with embedded Copilot
capabilities, proactive tools for supervisors,
and a 360-degree view of each customer

Supervisor

Service Leader

Drive efficiency
and reduce costs

Gain a single view of truth across disparate
data and support channels, plus the tools
you need to optimize contact center
operations



Drive efficiency and reduce costs on voice calling

Deploy cost efficient calling experience on a global scale with Teams + Dynamics 365

Use Microsoft Teams Phone for telephony in Dynamics
365 Contact Center

o e e en en e e e e e e e e e e e e e e e e e e e e e e e e e e e -

Dynamics 365 Contact Center

Alleviate the need to configure and administer a

[ Call Orchestration ] [ Routing ]
separate phone system for contact center deployments

[ Voice Al Agent ] Live Service Rep
Assist

o T em en e e e e = = e—ay
N e e e e e e e e = e

Apply Teams Phone licenses to enable telephony for

- een e e e e e e e e e e e e e e e e e e e e e e e e e e - - - - -

Dynamics 365 Contact Center users I

Take advantage of the broad geographic availability of L L L & o e e o e e e e e e = = -~
Teams Phone, Calling Plans, Direct Routing, or Operator ! $ N e raEe TEEG

Connect to configure based on your scenario

Take advantage of Teams Phone enterprise features,
including the familiar Teams management interface

Microsoft Teams Direct Teams Operator
Calling Plans Routing Connect

= + QD i




Drive efficiency and reduce costs
With capabillities to manage your workforce

A Service rep Set-up

A Adherence History Reports * @ A skill Management

A Skill Assignment to service reps

Analytics \S/\é(t)_rll::)orce
A Forecast Volume
A Intraday Dashboard WOI‘ka rce A gg:ir;:;els (Voice, Chat, Messages,

A Real-time Adherence Intraday

Mgmt. Management Forecasting

A Case Forecasting
A Capacity Planning

' . A Shift Plan & Activities
A Service rep Calendar Time Shift & A Manual Scheduling

i Management Schedule
» UG Cs: ° Mgmt. ——— A Automatic Scheduling

A Bidding A Break Distribution
A Swapping A Shift based Routing







Al agents pre-built for service

Customer Intent
Agent

Autonomously mine intents
from past and current
customer conversations
across channels to power
dynamic, evergreen self-
service and assisted service

Customer Knowledge
Management Agent

Extract knowledge from
human assisted cases and
draft new/update existing
knowledge articles to solve
future cases via self-service
& assisted service

Case Management
Agent

Automate tasks throughout
the case lifecycle—creation,
updates, collab, resolution,
follow up, & closure—to
reduce handle time and
burden on service reps

Dynamics 365 Contact Center

Dynamics 365 Customer Service

The agents are targeted to be available in public preview in Q1 of CY2025 and after.




§ Microsoft

Transform customer =4
experience with 4 )
Al agents!

Microsoft
™ Dynamics 365

Transform customer experience with Al a


https://www.youtube.com/watch?v=hfahHzq3VHQ

S \icrosoft

Thank you
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