
Customer Service 

Modernization



Microsoft is the 

trusted leader in 

business applications 

and low-code 

solutions

97% of Fortune 500 companies choose 

Dynamics 365 or Power Platform

500K organizations use Dynamics 365 

and Power Platform every month

40K+ customers use Copilot features in 

Dynamics 365 or Power Platform

30 year history of enhancing and redefining 

CRM and ERP solutions



The blueprint for cross-organization impact
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How we help customers deliver great experiences

Deeply understand customers Personalize every interaction Leverage data and AI

ServiceMarketing

Sales

Dynamics 365 

Sales

Dynamics 365 

Customer Insights

Dynamics 365 

Customer Service

Dynamics 365 

Field Service

Built on the Customer 

Data Platform (CDP)

Connects to 1st and 3rd party 

data sources

Delivers real-time Customer 

Journey Orchestration (CJO)



A connected experience for every role to deliver a 

seamless customer journey

Customer

360-degree view 

of the customer at 

every touch point

Interacts with 

marketing campaign

Marketing

• Improve marketing 

efficacy and ROI

• Higher quality leads

• Better pipeline health

• Increase cross sell and 

upsell opportunity

Connects 

with seller

Sales

• Increase win rate

• Higher deal sizes

• Faster time to close

• Improve seller 

productivity

Receives ongoing 

support

Service

• Deliver more contextual 

and faster support

• Drive first time resolution

• Increase CSAT

• Reduce churn

Personalized customer experience at every stage



The customer journey in service

Customer

360-degree view 

of the customer at 

every touch point

Service

Uses automated 

self-service options

Self 
Service

• Anytime automated fast 

response to questions

• Quick and easy low-code 

deployment options

• Conversational AI for 

human-like interactions

Receives support 

from agents

Assisted 
Service

• Engage in customer’s choice 

of channel (omnichannel)

• Improved agent productivity 

with holistic UX and AI-assist 

tools

• Modern case management 

and collaboration

Gets onsite service 

from technicians

Field 
Service

• Proactive service with IoT and 

AI-driven automation

• Optimized resource scheduling 

and work order management

• Technicians empowered with 

mobile app and remote assist



Service experience directly impacts business 

performance…

83%
of customers agree that 

great service will turn them 

from one-time into life-time 

shoppers1

96%
will leave your business if 

you deliver poor customer 

service2

1Forbes. Is Customer Service Still Important? On A Scale Of 1 To 10, It’s An 11. 

Jul. 20, 2022
2Forbes. Ninety-Six Percent Of Customers Will Leave You For Bad Customer Service. 

Jul. 12, 2020.

180%
market share growth for 

customer-obsessed 

companies3

$7B
in incremental revenue 

for organizations that resolve 

customer issues on first contact4

3Forrester. The State of Customer Obsession, 2023. Oct. 2, 2023.
4Forrester. Money On The Table: Proof That Customer Service Drives Revenue. Jan. 30, 2023. 

Combined incremental revenue across airline industry ($705M), auto/home insurance industry 

($1B), and auto industry ($5B).

https://www.forbes.com/sites/mikekappel/2022/07/20/is-customer-service-still-important-on-a-scale-of-1-to-10-its-an-11/?sh=1a9c4e314f85
https://www.forbes.com/sites/shephyken/2020/07/12/ninety-six-percent-of-customers-will-leave-you-for-bad-customer-service/?sh=48bd5d6330f8
https://media.bain.com/bainweb/PDFs/cms/hotTopics/closingdeliverygap.pdf
https://www.forrester.com/report/money-on-the-table-proof-that-customer-service-drives-revenue/RES178794


…but service teams are not equipped to make that 

impact

53%
of contact center leaders lack the 

information to help agents better 

understand customer context1

<10%
of contact centers have agents 

reaching proficiency in fewer 

than two months2

#1
priority is to reduce operating 

costs and boost productivity, 

according to business leaders3 

The bottom line

• Inability to get support on 

customers’ terms are leading 

to decreased engagement 

and brand loyalty

• Manual tools and systems are 

leading to reduced productivity 

and long case resolution time

• Limited insights, reactive 

decision making, and multi-

vendor system complexities are 

leading to high operational cost

1Forbes. 50 Stats That Prove the Value of Customer Experience. 2019. 
2ProcedureFlow. The State of Contact Center Training. Jun. 2021.

3Customer Contact Week Digital. 2022 January: Market Study: State of Contact Center Technology. Jan. 27, 2022.

https://www.forbes.com/sites/blakemorgan/2019/09/24/50-stats-that-prove-the-value-of-customer-experience/?sh=476a4cf94ef2
https://www.callcentrehelper.com/images/resources/2021/procedureflow-state-of-the-contact-centre-training-report-whitepaper-210623.pdf
https://www.customercontactweekdigital.com/tools-technologies/whitepapers/2022-january-market-study-state-of-contact-center-technology


The age of AI

AI sets the stage for a 

new era of innovation



Microsoft Copilot 

for Dynamics 365

AI as a real-time 

collaborator that:

Generates content

Sparks creativity

Automates tasks

Surfaces insights 



Copilot in 
Dynamics 365 
Customer Service
transforms the customer experience by 

empowering agents to drive faster 

resolution with generative AI and 

automation.

Copilot in Dynamics 365 Customer Service 

is built directly into the Dynamics 365 

Customer Service platform.



Copilot in Dynamics 365 Customer Service 

Resolve issues faster with 

a conversation expert

Use a conversational interface to 

ask questions of organizational 

knowledge sources to quickly 

find answers

Discover agent productivity 

improvements

Understand how Copilot is impacting 

key support metrics, then convert 

those findings into changes that 

positively affect agents

Select the underlined text to navigate to the associated capability slide.

Ramp up quickly with automatic 

conversation summaries

Expedite activities like ramp 

ups, handoffs, and wrap ups 

with automatic conversation 

summaries 



Copilot helps every agent become a super agent 
Reduce time spent on ramp ups, handoffs, and wrap ups with conversation 

summaries

Support agents can accelerate the time it 

takes to ramp up, handoff, and close cases 

with automatic conversation summaries, 

including summaries of long-running 

cases.



Copilot helps every agent become a super agent
Resolve issues faster with a conversation expert at your fingertips

Using a conversational interface 

to ask questions of their organization’s 

knowledge sources, agents can quickly 

gather relevant information to respond to 

customer’s inquiries. Copilot can also 

create personalized email responses based 

on the context of that email conversation.



Copilot helps every agent become a super agent   
Understand Copilot impact and discover agent productivity improvements

Support managers have a detailed view 

into Copilot usage by agent groups, and 

how it’s impacting key support metrics 

including handle times, throughput and 

more through intuitive out of box reports.



The AI shift in service is impacting everyone

Customer

“I want to access support 

on my terms, through my 

preferred channel and get 

answers quickly and efficiently.”

87%
of brands say customers 

increasingly expect relevant, 

personalized information based 

on their decision journey1

Agent

“Outdated and manual 

agent tools and service 

systems reduce my 

productivity.”

85%
want digital tools to be 

more agile, to automate daily 

tasks and make information 

more accessible2

Supervisor

“I don’t have the right visibility 

and analytics to proactively 

improve my service 

operations.”

61%
of supervisors report 

a growth in call volume 

and complexity3

Service Leader

“I need digital tools 

and platforms that 

do more with my 

reduced budget.”

84%
of leadership believes 

AI is the key to achieving 

their call centers’ growth 

objectives4

1Deloitte. Want to pull ahead of the pack? Ramp up data-driven capabilities. March 2022.
2Microsoft. Microsoft Business Trends Survey​ 2023. According to 4,500 business decision makers (BDMs) in the United States, the United Kingdom, and Japan ​Customer care in 2022 and beyond.

3Microsoft. Microsoft Business Trend Index 2022. August 2022.
4CIO Insights. 2022 Trends: Discover the Future of Call Centers. December 2021.

https://www.deloittedigital.com/content/dam/deloittedigital/us/documents/offerings/offerings-20220411-forrester-cx-%202021-download.pdf
https://www.microsoft.com/en-us/worklab/work-trend-index/
https://www.cioinsights.com/blog/2022-trends-discover-the-future-of-call-centers#:~:text=2022%20Trends%3A%20Discover%20the%20Future%20of%20Call%20Centers,Security%20Policies%20...%207%207.%20Expand%20Training%20Possibilities


We hear from our customers that they need to:

Customer

Personalize service 

experience and connect 

through customer’s 

preferred channel

Agent

Make agents’ work 

more effortless with 

increased productivity 

and collaboration

Supervisor

Get proactive visibility 

to maximize service 

operations

Service Leader

Automate and 

augment to run the 

business fast and lean



Capabilities in Dynamics 365 Customer Service

Personalize service 

experience and connect 

through customer’s 

preferred channel

Make agents’ work 

more effortless with 

increased productivity 

and collaboration

Get proactive visibility 

to maximize service 

operations 

Automate and 

augment to run the 

business fast and lean

Customer

Engage on channel 

of choice

Self serve with 

conversational AI

Get 24/7 anytime 

support

Connect with the right 

agent every time

Agent

Resolve issues faster 

with Copilot

Assist with smart 

recommendations

Get real-time context

Collaborate with Teams

Supervisor 

Make data-driven 

decisions

Gain visibility into trends 

and issues

Identify agent coaching 

opportunities

Predict and plan for 

fluctuating needs

Service Leader

Increase customer 

acquisition and revenue

Automate to drive 

efficiency

Scale with elastic cloud

Simplify and lower costs

Select the dot to navigate to the associated capability slide.



See how you can achieve more with Dynamics 365 

Customer Service

Customer

53% higher customer 

advocacy

48% expect to see higher 

CSAT with call outcomes by 

improving agents access to 

internal collaboration tools1

Agent

97% of site visitors’ 

questions resolved 

80% decrease in case 

backlog2

73% decrease in average 

agent handling time3

15% improvement in first 

call resolution3

Supervisor

3,850 hours saved 

weekly with automation

50% time savings 

due to improved agent 

productivity3

Service Leader

30% decrease in 

operating cost across the 

entire CRM solution

1Boost Your CX with a Better Integrated Contact Center, CRM, and Collaboration Systems, a commissioned study by Forrester Consulting, April 2021
2The Total Economic Impact  of Microsoft Dynamics 365 Customer Service, a commissioned study by Forrester Consulting, August 2020, result achieved by interviewed government agency

3The Total Economic Impact  of Microsoft Dynamics 365 Customer Service, a commissioned study by Forrester Consulting, August 2020



Video of



Copilot experiences for all

Copilot in Dynamics 365 

Customer Service

Dynamics 365 

Customer Service

Copilot for

Service

Your existing contact 

center system



Copilot 
for Service
modernizes existing service 

solutions with generative AI to 

enhance customer experiences and 

boost agent productivity.

Copilot for Service integrates into existing 

contact center and CRM solutions without 

costly rip and replace efforts. 



Copilot for Service

Infuse generative AI into your 

contact center in minutes

Connect to existing contact center 

systems and other trusted knowledge 

sources to enable real-time 

responses across your data

Boost agent productivity 

in the flow of work

Help agents accelerate 

onboarding and case resolution, 

improve efficiency, and 

automate tasks

Customize for a solution 

tailored to your needs

Meet your needs with built-in 

configuration and extend with 

Copilot Studio to create custom 

dialog and automate workflows



Infuse generative AI into contact center
Integrate data across trusted knowledge sources 

Accelerate time to production with point-

and-click setup 

Access out-of-the-box integrations with 

major service vendors, including Salesforce, 

ServiceNow, and Zendesk 

Connect to public websites, SharePoint, 

knowledgebase articles, and offline files



Boost agent productivity in the flow of work 
Access productivity enhancements in the tools agents already use every day

Combine generative AI with contact center 

knowledge to resolve customer issues

Ask questions in natural language to receive 

relevant answers in the productivity tools 

agents use every day, such as Outlook and 

Teams with Copilot for Microsoft 365

Embed Copilot in agent desktops of choice 

including Salesforce, ServiceNow, ZenDesk 

and others



Customize for a solution tailored to your needs
Configure and extend for a uniquely customized solution

Customize with Microsoft Copilot Studio—

add additional topics, automate actions and 

workflows

Extend to other systems with more than 

1,000 pre-built and custom connectors that 

eliminate the need for expensive IT 

integration work



Expand and customize 
your service solutions 
with a platform

Meet customers where they 
are with your preferred 
solutions in an open, 
flexible platform

Unified 

Communication

Dynamics 365

Customer Service 

Contact 

Center

Telephony CCAI

Digital Contact Center Platfo
rm



The scale of Microsoft’s support

10s of thousands 

of agents

92 contact centres

120 countries

1B+ consumers

46 languages 

Across consumer and commercial businesses

10,000 enterprise, 1M+ SMB

Dynamics 365 Xbox Azure Office Teams

145M+ contacts

73M+ calls

61M+ emails

11M+ chats



Disparate solutions in 

16 different systems 

and 500 tools and 

vendors to manage

Contact 

Center

AI

Azure

Power BI

Microsoft

Platforms

Virtual 

Hold

Unified 

Communication

CRM

ASD

MST

Omnichannel

c

Customer



Digital transformation journey to modernize 

Microsoft support

2019
16 different systems for case management and 

500 tools for customer care 

2020
Unifying systems and tools in one customer care 

platform built on Dynamics 365 Customer Service

2021 Integrating Teams for real-time collaboration

2022
Expanding AI, intelligent routing, PVA chatbots 

and migrating omnichannel to platform

2023
Copilot in Dynamics 365 Customer Service to scale 

personalized service and resolve issues faster

boost in self help32%

20% reduction in missed routes

31% increase in first-call resolution

12% CSAT increase



Front agents to super agents
Office of Chief Economist, Wave 2.5 Study results of internal use of Copilot in Dynamics 365 

Customer Service among Microsoft commercial business support engineers

Agent success

Just want to share my gratitude to Copilot 

as a person who always struggles to wrap up 

wording before sharing with the customer. 

Amazing time and pain saver for me!

With Copilot, I feel like I got 10 extra pairs 

of eyes, and feeling being 'lost' or not able 

to help disappearing on a fly.​

My customer switched from English to 

Spanish mid-chat, Copilot enabled me to 

continue to solve the problem regardless 

of the language shift.

Already in love with Copilot. Using this to 

answer couple of ​my teammates’ customer 

related queries!

Findings

Agents have reduced average handling time by 12-16% 

while reducing the time to close cases by 7.5% and first 

responses to customers 9% faster

Copilot has helped reduce the total number of phone 

and email interactions by 6-8%, with 9-12% more cases 

are being handled over chat

In one support business, 13% of cases that normally 

require collaboration with peers were resolved 

independently



Creating a single 

customer care platform 

built on Dynamics 365 

Customer Service

Unified 

Communication

CRM Contact 

Center

Telephony CCAI

Digital Contact Center Platfo
rm



Microsoft empowers 

support engineers to 

shine brighter with 

Dynamics 365 

Customer Service
Read full story here

https://customers.microsoft.com/en-us/story/1678501262113237102-microsoft-partner-professional-services-dynamics-365-customer-service


Situation: Solution: Impact:

Customer:

 NatWest

Industry:

 Financial Services

Size:

 10,000+ employees

Country:

 United Kingdom

Products and services:

 Microsoft Dynamics 365 

 Dynamics 365 Customer Service

Watch full story here 

or on the next slide

“We needed a cutting-edge customer engagement platform to modernize 

the CX across all of our business areas… Microsoft Dynamics 365 was the only 

clear choice.”

— Wendy Redshaw, CDIO Retail Bank, NatWest Group

As one of the UK’s leading 

financial services institutions, 

NatWest employs more than 

14,000 front-line colleagues to 

look after 16 million customers. 

It chose Microsoft Business 

Applications for its new 

platform, with Microsoft 

Dynamics 365 Customer 

Service at its core.

NatWest has reduced the cost and risk 

associated with maintaining its legacy 

systems, streamlining processes and 

delivering a better experience for its 

customers. Consolidated 5 different 

booking legacy apps and delivered 

more than £10M+ software savings 

by consolidating onto Dynamics 365. 

https://customers.microsoft.com/en-us/story/1620574179512671478-natwest-banking-capital-markets-dynamic-365-en-united-kingdom


Situation: Solution: Impact:

Customer:

 Lufthansa Cargo

Industry:

 Travel and Transportation

Size:

 1,000-9,999 employees

Country:

 Germany

Products and services:

 Dynamics 365 Sales

 Dynamics 365 Customer Service

 Dynamics 365 Customer Voice

Read full story here

“The major advantage is the level of transparency between the different departments. It 

ensures we're always talking about the same customer—no matter at which of the multiple 

touchpoints they engage with us throughout their journey.” 

— Michele D’Angelo, Senior Manager of Processes and Performance for Global Customer Service at Lufthansa Cargo

As one of the world's leading 

companies in airfreight 

transportation, Lufthansa Cargo 

provides transport service with 

speed, efficiency, and care. The 

organization wanted a unified 

system that allowed for greater 

collaboration and intelligent 

customer insights.

Lufthansa Cargo developed 

oneCRM, a custom sales and 

customer service platform built 

on Microsoft Dynamics 365 Sales, 

Dynamics 365 Customer Service, 

and Dynamics 365 Customer 

Voice.

With oneCRM, sales and customer 

service teams have centralized access 

to information, data, and proactive 

suggestions making it easier for the 

organization to provide standout sales 

and service to its customers. Decreased 

operating cost by 30% across the entire 

CRM solution.

https://customers.microsoft.com/en-us/story/1523703341361466078-lufthansa-cargo-travel-transportation-dynamics-365


Situation: Solution: Impact:

Customer:

 SHI Cryogenics Group

Industry:

 Manufacturing

Size:

 50-999 employees

Country:

 United States

Products and services:

 Dynamics 365 Customer Service

 Dynamics 365 Field Service

 Dynamics 365 Sales

Read full story here

“With Dynamics 365 Customer Service, we’ve harmonized our operations at a 

global level. We can streamline the service of products from all around the world 

in one centralized location.”

— Anthony Pothecary, Operations and Quality Manager, SHI Cryogenics Group

One of its biggest customers was 

eager to learn more about the 

products that SHI Cryogenics 

Group uses. The company 

recognized this as an opportunity 

to provide a major customer with 

better visibility and reimagine its 

service and repair operations. 

SHI Cryogenics worked with 

partner Velosio to implement 

Microsoft Dynamics 365 Customer 

Service to provide customers with 

real-time insights into performance 

issues and service needs and help 

the company’s engineers repair 

equipment. 

In addition to improving products, SHI 

Cryogenics used its new intelligent 

business applications to substantially 

reduce product repair turnaround times 

from two months to two weeks and 

increase UK sales revenues by 78.6% 

over five years. 

https://customers.microsoft.com/en-us/story/847954-shi-cryogenics-manufacturing-dynamics-365


Situation: Solution: Impact:

Customer:

 Westpac: New Zealand Limited

Industry:

 Banking and Capital Markets

Size:

 1,000-9,999 employees

Country:

 New Zealand

Products and services:

 Dynamics 365 Sales

 Dynamics 365 Customer Service

 Power Platform

Read full story here

See next slide for video story

“In 2018, we wanted to transition to an even more customer-centric business strategy, with 

a more consistent approach to customer onboarding, follow-up, and personalization. We 

introduced the cloud-based Dynamics 365 Customer Service and Sales modules, and our 

understanding of the full breadth of the possibilities has been growing ever since.” 

— Deyna List, Chief Experience Officer for Business Services, Westpac NZ

Westpac wanted to create a bridge 

between the bank’s on-premise 

CRM environment and a new 

cloud-based system. Needed to 

automate processes across the 

business to improve CX and digital 

transformation to remain at the 

forefront of banking in 

New Zealand.

Engineered system to sync 

on-premise data with Microsoft 

Dynamics 365 in real-time. 

Migrated to the cloud to improve 

customer data security, accuracy, 

and quality. Used Power Platform 

to build over 20 applications to 

transform processes across the 

business.

Automated credit submission process 

cut downtime to first decision by 21.5%. 

Power Platform initiatives combined to 

save 3,850 hours per week across the 

business. Automated data reconciliations 

are performed daily, ensuring data 

accuracy and quality.

https://customers.microsoft.com/en-us/story/1444906362168855191-westpac-new-zealand-limited-banking-dynamics-365-en-new-zealand


Situation: Solution: Impact:

Customer:

 University of Salford Manchester

Industry:

 Higher Education

Size:

 1,000-9,999 employees

Country:

 United Kingdom

Products and services:

 Dynamics 365 Customer Service

 Power Apps

Read full story here

“We estimated a 30% increase based on the abandonment rates we were seeing, 

but we’ve seen a 300% increase in applications from overseas students for some 

courses.“

— John McCarthy, Associate Chief Operating Officer, University of Salford Manchester

As a global institution with over 

23,000 students from around the 

world, reliance on legacy solutions 

hindered its ability to attract top 

global talent. 

To streamline the applicant journey, 

the university modernized their 

admissions and operations with 

D365 and Power Platform to 

support better, faster student 

engagement.

By combining at least 7 legacy systems 

into a new admissions portal, they’ve seen 

a 300% increase in applications from 

overseas students and international 

enrollment increased from 900 to 1,800.

https://customers.microsoft.com/en-us/story/1478783752425679428-salford-higher-education-power-app-en-united-states


Situation: Solution: Impact:

Customer:

 Information & eGovernment 

Authority, Kingdom of Bahrain

Industry:

 Government

Size:

 50-999 employees

Country:

 Bahrain

Products and services:

 Dynamics 365 Customer Service

 Microsoft 365

 Microsoft Teams

Read full story here

“Dynamics 365 is used to build secure Customer Relationship Management (CRM) platforms 

for a couple of ministries. Having a single sign-on into all systems is an effective way to 

attract employees to join the cloud… users can operate from anywhere, at anytime, without 

any concerns for security.”

— Hesham Ebrahim Al-Hashemi, Director of Government Systems Support & Maintenance at iGA

The iGA of the Kingdom of Bahrain 

is the central authority that 

operates and manages IT 

applications for the government. 

Since its mission is to innovate 

public services for citizens through 

digital transformation, the iGA 

needed a strategy to accelerate 

the process. 

The iGA created a new productivity 

environment by moving to the 

cloud with Microsoft 365 and 

Dynamics 365.

When COVID-19 pandemic hit in 2020, 

the iGA’s team, with employees from more 

than 70 other government organization,s 

were ready to work from home using 

cloud solutions. The government entities 

are securely connected, while more than 

100,000 working hours saved per week 

by employees working in the cloud.

https://customers.microsoft.com/en-us/story/1561523078945232801-information-egovernment-authority-national-government-microsoft-365-en-bahrain


Real results from our customers

100,000 hours saved weekly by transitioning to cloud

3,850 hours saved weekly with automation 

97% of site visitors’ questions resolved

79% increase in revenue over five years

77% reduction in repair turnaround time

53% higher customer advocacy

30% decreased operating cost

Information  eGovernment Authority, Kingdom of Bahrain logo

HP logo

Westpac logo

SHI Cryogenics Group logo

Lufthansa Cargo logo

https://customers.microsoft.com/en-us/story/1561523078945232801-information-egovernment-authority-national-government-microsoft-365-en-bahrain
https://microsoft-my.sharepoint.com/:v:/p/chali/EQFDbJ7kICtJutEY-PQWQscBG8wTmspquESjebL1AWtwvQ?e=zlU6ap
https://customers.microsoft.com/en-us/story/1444906362168855191-westpac-new-zealand-limited-banking-dynamics-365-en-new-zealand
https://customers.microsoft.com/en-us/story/847954-shi-cryogenics-manufacturing-dynamics-365
https://customers.microsoft.com/en-us/story/1523703341361466078-lufthansa-cargo-travel-transportation-dynamics-365


Global success transforming customer service

Trusted by

95% of 
the top 20
financial institutions

Trusted by

more than
half
of the top retailers

Trusted by 

Trusted by

9 of the 
top 10
telcos worldwide

https://customers.microsoft.com/en-us/story/821777-openwork-professional-services-dynamics-365
https://customers.microsoft.com/en-us/story/863482-hafn-it-prodware-dynamics-365-en
https://customers.microsoft.com/en-us/story/845585-kpmg-partner-professional-services-power-apps
https://customers.microsoft.com/en-us/story/1379589284343579550-morgan-sindall-professional-services-dynamics365
https://customers.microsoft.com/en-us/story/786161-venca-consumer-goods-dynamics-365
https://customers.microsoft.com/en-us/story/1350298661794914522-kotsovolos-retailers-azure-en-greece
https://customers.microsoft.com/en-US/story/1350871085402872609-inter-cars-automative-azure-en-poland
https://customers.microsoft.com/en-us/story/856265-phdc-nonprofit-dynamics-365
https://customers.microsoft.com/en-us/story/842349-san-diego-workforce-partnership-nonprofit-power-virtual-agents
https://customers.microsoft.com/en-us/story/1349482134138879436-bromford-orlo-dynamics365
https://customers.microsoft.com/en-US/story/1371809776362060358-bronxconnect-nonprofit-dynamics
https://customers.microsoft.com/en-us/story/1348476681139289992-trustmark-insurance-dynamics-365
https://customers.microsoft.com/en-us/story/1460234973719557006-natwest
https://customers.microsoft.com/en-us/story/1350472567291878597-tfw
https://customers.microsoft.com/en-us/story/822810-Australian-redcross-bizapp-story
https://customers.microsoft.com/en-us/story/843645-sabadell-bank-markets-dynamics365-en-spain
https://customers.microsoft.com/en-us/story/824066-metrobank-bizapp-story
https://customers.microsoft.com/en-us/story/848705-sparebank-1-sr-bank-banking-capital-markets-dynamics-365
https://customers.microsoft.com/en-us/story/832026-eppendorf-hso-dynamics-365-powerbi-en
https://customers.microsoft.com/en-us/story/824330-hp-bizapp-story
https://customers.microsoft.com/en-US/story/1335554391343413084-peri-dynamics-microsoft-365-en
https://customers.microsoft.com/en-US/story/862414-panduit-manufacturing-dynamics-365
https://customers.microsoft.com/en-us/story/1403730483240913988-draeger-avanade-dynamics-en
https://customers.microsoft.com/en-us/story/1460084126007814630-phihong-technology-discrete-manufacturing-dynamics-365-en-taiwan
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https://customers.microsoft.com/en-us/story/823337-penrith-council-bizapp-story
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Why Microsoft

97%
Fortune 500 

companies use 

Business Applications

500k+

Microsoft business 

application customers

16
Analyst reports where 

Microsoft is positioned 

as a Leader

1
Common data model 

across all business 

applications 

Leader
• AI with large language model, ML, and Azure Cognitive Services

• Collaboration and productivity infused in business processes

• Low-code platform embedded in Dynamics 365



Ensure your success with Microsoft Unified
Maximize your investment with expert-led services from planning to deployment and beyond

Protect your organization
Get advice to proactively manage IT 

health and maximize uptime with a 

comprehensive response plan​

Accelerate your outcomes

Partner with a team of Microsoft 

experts who know you to co-design, 

configure, and implement solutions​

Enable you to do more

Transform your most critical solutions 

for success in a cloud-first world and 

maximize your investment​



Microsoft Copilot Principles

Decades 

of research & 

development

Committed to 

advancing 

Responsible AI

Secure 

from 

the start

Reliability & 

performance at 

scale for large 

AI models 

Trusted by 

AI leaders 

like OpenAI

Runs on trust

Your data is your data

Learn more about responsible AI

Deliver enterprise AI built for security and privacy  and  Putting principles into practice at Microsoft

https://cloudblogs.microsoft.com/dynamics365/bdm/2023/05/12/how-copilot-in-microsoft-dynamics-365-and-power-platform-delivers-enterprise-ready-ai-built-for-security-and-privacy/
https://www.microsoft.com/en-us/ai/our-approach?activetab=pivot1%3aprimaryr5


Let’s get started

• Quantify the business value 

with our Business Value 

Specialists

• See it in action with a self-

guided tour

• Jump start your deployment 

with the support of Microsoft 

Partners



Capabilities



Personalize service experience

Engage on channel of choice

Self-serve with conversational AI

Get 24/7 anytime support

Connect with the right agent every time

Select the dot to navigate to the associated capability slide.



Personalize service experience    
Engage on channel of choice

Provide customers the choice and convenience in 

connecting through different digital engagement 

channels

Scale native calling for any size enterprise, with a suite 

of inbound/outbound voice features and SMS support

Protect and personalize with Nuance Gatekeeper to 

analyze a person’s unique voice signature and

speech patterns 

Easily add custom messaging channels, video 

conferencing, co-browsing or remote assist capability

Customer

Customer

Voice channels 

Calls IVR

Bots Social

Mobile 

apps

SMS Web

Live 

chat

Digital engagement channels

Select the persona icon to the left to return to the capabilities overview slide.



Personalize service experience   
Self serve with conversational AI

Provide a powerful conversational IVR experience in 

real time through natural, human-like interactions, 

Get relevant answers immediately from intelligent 

conversational bots that provide solutions, using 

trusted websites and internal documents

Improve customer satisfaction by resolving issues with 

intelligent conversational Power Virtual Agents (IVR) 

that is now enhanced with generative AI capabilities

Personalize self-service with natural language 

processing from Nuance for conversational AI 

Customer

Customer

Voice channels 

IVR

Natural language processing 

for human-like interactions 

Resolve issues with 

IVR in Copilot Studio

= New release  | Select the persona icon to the left to return to the capabilities overview slide.



Personalize service experience  
Get 24/7 anytime support

Build bots quickly and easily with no 

developer skills, using low-code/no-code 

Power Virtual Agents 

Automate routine conversations with real-

time monitoring to handle simple cases

Transfer or escalate bot conversations to 

agents with full context of interaction for 

complex cases

Customer

Customer

Bot in 

development to 

automate routine 

conversations 

with low/no code 

in Copilot Studio

Bot in action to 

resolve simple 

issues

Select the persona icon to the left to return to the capabilities overview slide.



Personalize service experience 
Connect with the right agent every time

Assign incoming services requests on any 

channel to queues and intelligently route to 

best-suited agent

Improve CSAT using automatic classification 

and unified routing to optimize channel 

performance 

Improve first-time resolution with 

standardized rules and AI-based routing to 

match service request with best-suited agent

Customer

Customer

Customer

Voice Channel 

Calls IVR 

Digital Engagement Channels

SMS Live Chat Bots Social Web

Data

In
te

llig
e
n

ce

C
o

lla
b

o
ration

Unified Routing

Automated classification

Intelligent assignment

Agent

Select the persona icon to the left to return to the capabilities overview slide.



Make agents’ work more effortless

Resolve issues faster with Copilot

Assist with smart recommendations

Get real-time context

Collaborate with Teams

Select the dot to navigate to the associated capability slide.



Make agents’ work more effortless  
Resolve issues faster with Copilot

Chat with generative AI-powered Copilot that can diagnose 

issues, ask follow up questions, gather information and 

provide solutions using internal knowledge, historical cases, 

and data from customer interactions and trusted websites

With one click, deliver tailored and contextualized responses 

to any complex questions in real time through chat 

Create relevant and personalized email responses in seconds 

for complex issues that would normally take minutes or hours 

Get automatic conversation summaries including notes, 

emails and conversations to accelerate wrap ups and handoffs

A person with a headset

Agent

Agent

Single click 

chat answers

Conversation 

dialog with 

Copilot

Email 

response 

generation

Case 

summarization

= New release  | Select the persona icon to the left to return to the capabilities overview slide.



Make agents’ work more effortless 
Assist with smart recommendations

Automatically surface AI-driven suggested knowledge 

articles and similar resolved cases with Smart assist

Easily configure search filters, author language, and 

manage knowledge categories

Accelerate time to resolution with intuitive, AI-

suggested replies for agents directly in the digital 

messaging experience

View knowledge base content inline, including images 

and videos, and easily share with customers

A person with a headset

Agent

Agent

Configure search 

filters, categories

Save time with 

article templates

Knowledge article 

suggestions from 

Smart assist

Recommended 

similar cases

Select the persona icon to the left to return to the capabilities overview slide.



Make agents’ work more effortless   
Get real-time context

Resolve issues faster using real-time transcription and 

multi-lingual translation

Give agents the ability to steer conversations toward a 

positive resolution with real-time sentiment analysis

Increase agent effectiveness with AI-recommended 

knowledge articles and Smart assist real-time to 

highlight similar resolved cases

Powerful agent desktop with a holistic view of customer 

data (history, transcript, profile), multi-session UI/UX with 

Inbox, activity timeline and ability to pin/unpin records

A person with a headset

Agent

Agent

Real-time 

transcription 

& translation

Real-time 

sentiment 

analysis

Multi-session 

Interface

Holistic 

customer 

view

Smart 

assist

Knowledge 

management

Data

In
te

llig
e
n
ce

C
o

lla
b

o
ratio

n

Select the persona icon to the left to return to the capabilities overview slide.



Make agents’ work more effortless    
Collaborate with Teams

Connect and expedite issue resolution with key 

contacts and AI-suggested colleagues who have 

resolved similar cases

Seamlessly access and share Dynamics 365 service 

records across Teams and Microsoft 365

Interact and update Dynamics 365 records, manage 

tasks, and automatically capture notes during Teams 

meetings

Discover experts and quickly create a swarm for them 

to come together and drive issue resolution

A person with a headset

Agent

Agent

Contact Center

Supervisor/ 

Experts

Peers

Organization

Beyond Organization*

Component 

Supplier

Multi-directional 

Ticket Exchange

Support

Swarming

Product 

Engineers

*Beyond organization: Future vision/roadmap capability  |  Select the persona icon to the left to return to the capabilities overview slide.



Get proactive visibility to maximize service operations 

Make data-driven decisions

Gain visibility into trends and issues

Identify agent coaching opportunities

Predict and plan for fluctuating needs

Select the dot to navigate to the associated capability slide.



Get proactive visibility to maximize service operations  
Make data-driven decisions

AI-driven analytics and key insights in one, 

comprehensive and easy to view supervisor dashboard

Omnichannel insights dashboard provides KPI and 

trends to understand overall state of the support 

experience at-a-glance

Use transcription and sentiment analysis of 

conversations to train and coach agents

Get full visibility into support conversations with alerts 

for conversations that may require intervention

Supervisor

Supervisor

Comprehensive 

omnichannel dashboards

Topic discovery highlights 

improvement opportunities

Transcription and sentiment 

analysis of conversations

Monitor, whisper, or join (“barge”) 

into an active conversation

Select the persona icon to the left to return to the capabilities overview slide.



Get proactive visibility to maximize service operations   
Gain visibility into trends and issues

Gain rich insights from voice KPIs and conversation 

and channel analytics, and customer sentiment 

Get access to reports that include availability, average 

length of time in conversations, average response time 

per session, and incoming conversations by channel

Enhance data visualizations using Power BI and 

eliminate toggling from one app to another using 

one embedded experience

Supervisor

Supervisor

Drill-down voice KPIs

Conversations metrics

Select the persona icon to the left to return to the capabilities overview slide.



Get proactive visibility to maximize service operations    
Identify agent coaching opportunities

View individual agent performance to overall 

group KPIs and find coaching opportunities

Get full visibility into support conversations with alerts 

for conversations that may require intervention or 

barging in

Get actionable insights into how agents

and support topics are affecting organizational KPIs

Review agent productivity improvements with a 

detailed view into Copilot usage by agent groups 

and the usage impact on key support metrics

Supervisor

Supervisor

Topic discovery highlights 

improvement opportunities

Select the persona icon to the left to return to the capabilities overview slide.



Get proactive visibility to maximize service operations     
Predict and plan for fluctuating needs 

Use the forecast report to help plan the right level of 

staffing for your business based on predicted volume 

of cases and conversations

Automatically detect seasonality from historical traffic 

to accurately predict case or conversation volume 

during special or seasonal events

Visualize forecast volumes on a daily, weekly, and 

monthly interval basis by channel and queue

Supervisor

Supervisor

Select the persona icon to the left to return to the capabilities overview slide.



Run the business fast and lean

Increase customer acquisition and revenue

Automate to drive efficiency

Scale with elastic cloud

Simplify and lower costs

Select the dot to navigate to the associated capability slide.



Run the business fast and lean 
Increase customer acquisition and revenue

Track user behavior and data to identify optimal 

engagement opportunities to improve CSAT and 

reduce abandonment

Help customers navigate through the products and 

drive up-sell and cross- sell revenue with personalized 

offers from agents as well as virtual assistants and 

chatbots

Proactively notify customers of special promotions 

and updates and accelerate their purchase intent

 Service Leader

Service

Leader Select the persona icon to the left to return to the capabilities overview slide.



Run the business fast and lean  
Automate to drive efficiency

Reduce average case handling time by automating post-

call wrap-up and repetitive tasks, including creating and 

sending Outlook emails

Increase efficiency for hybrid teams by using automation to 

request and track approvals in a collaborative Teams space

Increase customer satisfaction by getting faster approvals 

using systematic collaboration on issues such as high-value 

refunds, fee-waivers or rebooking of expensive flights

Save agent’s time labor cost with automation of repetitive 

tasks and reduced onboarding and training

 Service Leader

Service

Leader

$3.4M
cost savings possible via systematic 

collaboration through automation*

Select the persona icon to the left to return to the capabilities overview slide.

*Calculation assumes the following: $15 agent fully loaded cost; 5 price-match requests/day/agent; 250 agents in org. Savings of 30 minsper 

request at $15/hr implies ~$9.4K per day or ~$281K per mo or ~$3.4M per year.



Run the business fast and lean   
Scale with elastic cloud

Scale to accommodate fluctuations; adjust to changes 

in contact volume, agent headcounts, wait times, and 

service levels without performance impact

Find finished as well as customizable solutions that are 

open, extensible, and adaptive

Over 900 data connectors and adapters built into the 

system to allow easy integrations with comprehensive 

offerings that are composable as well as bite-sized

 Service Leader

Service

Leader

Industry-specific components

Microsoft 365 Dynamics 365

Developer Tools Power Platform

Microsoft Azure

Identity, security, management, and compliance

Select the persona icon to the left to return to the capabilities overview slide.



Run the business fast and lean    
Simplify and lower costs

Reduced labor, onboarding, and training costs from 

automation of repetitive tasks

Highly accurate and sophisticated AI models to shape 

customer service solutions that are continuously 

learning from 1 billion+ consumers, staying ahead of 

customer’s evolving needs

Drive operational efficiency while reducing multi-

vendor complexities, cost and time investment with a 

single vendor solution, all built on Microsoft cloud

 Service Leader

Service

Leader Select the persona icon to the left to return to the capabilities overview slide.



Microsoft’s Responsible AI principles

Microsoft Cloud

AI you can trust

Your data is your data.

Your data is not used to train 

the OpenAI foundation models 

without permission. 

Your data is protected by the 

most comprehensive enterprise 

compliance and security 

controls.

Fairness
Reliability &

Safety

Privacy & 

Security
Inclusiveness

Transparency

Accountability



Copilot copyright commitment

Use Copilot services with confidence 

We stand behind 

our Copilot 

customers

We are sensitive to 

the concerns of 

authors

Copyright 

guardrails are built 

into the product



A Leader in CRM Customer Engagement Center

Magic Quadrant  for the CRM 

Customer Engagement Center
November 2023

Read the report

Read the report 

This graphic was published by Gartner, Inc. as part of a larger research document and should be evaluated in the context of the 

entire document. The Gartner document is available upon request from Microsoft. 

Gartner, Magic Quadrant for CRM Customer Engagement Center, Pri Rathnayake, Wynn White, Drew Kraus, 1 November 2023. 

Gartner is a registered trademark and service mark of Gartner, Inc. and/or its affiliates in the U.S. and internationally, and Magic 

Quadrant is a registered trademark of Gartner, Inc. and/or its affiliates and are used herein with permission. All rights reserved. 

Gartner does not endorse any vendor, product or service depicted in its research publications, and does not advise technology users 

to select only those vendors with the highest ratings or other designation. Gartner research publications consist of the opinions of 

Gartner’s research organization and should not be construed as statements of fact. Gartner disclaims all warranties, expressed or 

implied, with respect to this research, including any warranties of merchantability or fitness for a particular purpose.

https://www.gartner.com/doc/reprints?id=1-2ERUVYSL&ct=230822&st=sb
https://www.gartner.com/doc/reprints?id=1-2ERUVYSL&ct=230822&st=sb


A Leader in Service Life-Cycle Management Platforms

IDC MarketScape
October 2023

IDC MarketScape vendor analysis model is designed to provide an overview of the competitive fitness of ICT suppliers in a given 

market. The research methodology utilizes a rigorous scoring methodology based on both qualitative and quantitative criteria that 

results in a single graphical illustration of each vendor’s position within a given market. The Capabilities score measures vendor 

product, go-to-market and business execution in the short-term. The Strategy score measures alignment of vendor strategies with 

customer requirements in a 3-5-year timeframe. Vendor market share is represented by the size of the icons.
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