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Where we're not going...

Don’t Panic!!!
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Where are we...

Almost...

S B Show Chart New O Refresh | Visualize this view 3 Export to Excel - ] Show As (& Share -

{2 Home
B Work Order list (New)
o
Y Re t s . —
=) Recen Active Work Orders - % Edit columns % Edit filters
57 Pinned v
[[]  Work Order Number + Service Account ~ Functional Location ~ Substatus v System Status v Created On | ~ Work Order Type ~ Primary Incident Type ~ Primary Incident Description ~
My Work
B Get Started [ sample_WO00016 Bean-to-Cup Machines Scheduled 1/13/2024 4:25 PM Heat Bed Sensor Failu
et Starte
%= Dashboards [] sample_w0O00013 Cafe Duo Scheduled 1/13/2024 4:25 PM Switch Valve non-opel
ample_WQO00001 ean-to-Cup Machines nschedule 3/ 3 Aaintenance request
3 le_WOO0000 B Cup Mact Unscheduled 1/13/2024 4:25 PM M
Scheduling
I E| Work Ord D Sample_WQ00020 Cafe Duc Scheduled 1/13/2024 4:25 PM Service Call
ork Orders
Schedule Board [J  samplewO00017 Fourth Coffee Scheduled 1/13/2024 4:25 PM Diagnosis and Repair
FCO‘ Bookings D Sample_WQ00014 Cafe Duo Scheduled 1/13/2024 4:25 PM Heat Bed Sensor Failu
Az
ample_WQO00015 ean-to-Cup Machines chedule 3/ 3 eat Bed Sensor Failu
Resource Require.. [0 sample WO00018 B Cup Machi Scheduled 1/13/2024 425PM  Heat Bed Sensor Fail
Reguirement Gro...
B Sample_WG000010Q Cafe Duo Scheduled 1/13/2024 4:25 PM Heat Bed Sensor Failu
‘?é Time Off Requests
. = [ sample_WO00005 Cafe Duo Completed 1/13/2024 4:25 PM Diagnosis and Repair
ime Entries
[0  sample WOO00004 Bean-to-Cup Machines In Progress 1/13/2024 4:25 PM Heat Bed Sensor Failu
Customers
ample_WO00021 afe Duo chedule 137 3 tandard Maintenance
Sample_WO0002 Cafe D Scheduled 1/13/2024 4:25 PM Standard M
Accounts
Q ¢ [ sample_wWO00002 Cafe Duo In Progress 1/13/2024 4:25 PM Maintenance request
ontacts
[J  Sample WO00012 Bean-to-Cup Machines In Progress 1/13/2024 4:25 PM Heat Bed Sensor Failu
Service Delivery
D Sample_W000019 Cafe Duo Scheduled 1/13/2024 4:25 PM Heat Bed Sensor Failu
éy Cases
[ sample_WO00015 Bean-to-Cup Machines In Progress 1/13/2024 4:25 PM Diagnosis and Repair

Agreements

ﬂ Service
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Sample_WO13799 - Saved
Work Order - Work Order (Legacy) ~

Where we are oo — o

Active for 4 days Work Order (4 D)
v Work Order (Legacy)

GOt there! Summary ¢ Work Order - Mohile !rvices  Service Tasks  Articles

GENERAL

< [ Save [’ Save & Close New [T] Book [X Rebook [i] Delete () Refresh

{at Home
Work Order Number  * & gample W0O13799
(5 Recent N -
= Sample_WO13799 - caved
57 Pinned v Work Order - Work Order . N
Service Account Fourth Coffee % jo
My Work
Active for 35 days Work Order (35 D) Schedule Work Order
~ Work Order o —
B Get Started Billing Account Fourth Coffee X jo.
. Summary ¢ Waork Order - Mobile vices  Service Tasks  Articles  Location Record Log  Related
= Dashboards
Work Order (New)
Scheduling GENERAL Timeline + 0 v
CUSTOMER DETAIL
Work Orders - 2 Search timeline
Work Qrder plla] Sample_WO13799 Primary Contact &
Schedule Board Number & Enter a note... 1]
& Bookings Service Account * 5 Fourth Coffee x jo. Email &
'  Recent
A= Resource Require... claudia@pmgdemo.enmicrosoft.com =
Billing Account {3 Fourth Coffes x jo. ‘? Modified on: 5:47 PM 8
. —_— . Address Phone (2
Requirement Gro... % Phone Call from: [F] Alex Baker Active 2 v B B8 [

B Time Off Requests Functional Location == R Reschedule of Diagnosis & Repair call
Booked call missed. Requestad reschedule

Time Entries System Status * Scheduled View mare o NCIDENTS
Customers Substatus &2 - 0 Water flow issues
Ja— Cafe Duo-Device Controller

Work Order Type * Diagnosis and Repair x 0 Sample_WQ13799
R Contacts

Price List* [& Regular Price List x joi 1-1oft Page 1
Service Delivery

‘Work Hour Template . 0 BOOKINGS

ﬁ Cases
Sample_WQ13799
Agreements Work Qrder Summary  pgsess the water flow in Cafe Duo machine. Sample_WO13799

H Service
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Clean machine. Conduct repairs as 1/19/2024 9:15 AM
required. :

<>
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Where we're going / got to

Streamlined

Dynamics 365 | Field Service O search Newiook @D @ o & 2?2 © b

< [y Save H° Save & Close New Book [ Rebook  [i] Delete () Refresh (= Share -
a Home
o
t) Recent N
= Sample WO13799 - Unsaved 1/13/2024 4:25PM  Fourth Coffee
57 Pinned 4 Work Order - Work Order (New) - Created on Service sccount
My Work General Products and services  Tasks Reference Timeline Related
[>  Get Started
% Dashboards Details Booking

* = Fri, Jan 19, 2024
Scheduling Status Scheduled ~ Jp Jabez Parker rl.JEn
® 915 AM - 1210 PM
I Work Orders Priority &2 Urgent v [ -555-0164 @ 2h 15min

B = Z@con .C! ) i i
Schedule Board i . Jabez@conteso.com & 40min travel time

Service account * Eourth Coffee X ol
e Bookings =
A= Resource Reguire... Work order type [ Diagnosis and Repair * >
Requirement Gro... Incident type * A Water flow issues o Requirements
B Time Off Requests @ 1h 30min duration Find availability

Agreament Sample Agr00138 x pel
Time Entries

Summary Assess the water flow in Cafe Duo machine. Clean machine. Conduct repairs as required.
B Contacts v
Accounts

Reported by [Al Alex Baker x £
R Contacts
ount contacts are p ated from the service account's primary contact

Account instructions Conduct required repairs under Sample Agr00138. Quote approval required if above auto-

Service Delivery approval limit
A
2 Cases Assets B v
Agreements =
Primary asset 7 Cafe Duc-Device Controller £

Promised window £ - L —

ﬂ Service
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Everything's Important

What should be on the General tab?

Dynamics 365 Field Service L Search New look e Q + n 3 ? © =]

« B = Save @ Save&Close -+ New [F] Book [R Rebook [i] Delete () Refresh [ Share v
@ Home
R it ~
© Sample WO13799 - sa.ed
7 Pinned A Work Order - Work Order

My Work Work Order Business Pri @ O O
Active for 40 days < Work Order (40 D) Schedule Work Order Close Work Order b

D> Get Started
Summary Settings Products Services Service Tasks  Articles Location Record Log Related
Dashboards

Scheduling GENERAL Timeline + N ¥ =
CUSTOMER DETAIL
Work Orders P Search timeline
Work Order B Sample_ WO13799 Primary Contact ©
f@ Schedule Board Number & Enteranote.. [
£ Bookings Service Account * A O i
9 Fourth Coffee x 2 ' Recent Email &
A= Resource Require.. . claudia@pmgdemo.onmicrosoft.com 5}
4 Billing Account Fourth Coffee X 0 @ Modified on: 7:07 PM
Requirement Grou... 7 Email from: 2 Sharon Smith Active E W Address Phone &
o Functional Location - o Confirmation of Rescheduling of Diagnosis & Repair call
2 Time Off Request ~ 9 g P
7 T SIS Hello Alex, Just a short email to confirm, as agreed during our telephone call on 17 Febru...
[H Time Entries S *
ystem Status Scheduled Vi ~
chedule: iew more INCIDENTS
Customers Substatus £ — P @ Modified on: 2/17/2024 8:04 PM ] Name T~ Custom... ~ WorkO... ¥~ Functic
= Note modified by R Sharon Smith
J— Work Order Tome - o . ‘ R 7 Note modified by aron Smi g D 2 W )
yP Diagnosis and Repair X -~ Rescheduling of Diagnosis 8. Repair call [J  Water flow iss... Cafe Duo-Dev  Sample WO1:Z
R Contacts Call rescheduled for Friday 1 March 2024 @ 9am
Price List * [® Regular Price List * P View more "y
Service Delivery
» Work Hour Template - - 7 Modified o 2/17/2024 547 PM
Cases
Work Order @ Phone Call from: [ Alex Baker Active A v BB W
8 ork Order Summa i i
Agreements v Assess the v.valer oy i @elfe DumGrzdifia Reschedule of Diagnosis & Repair call Rows: 1
Clean machine. Conduct repairs as required. Booked call missed. Requested reschedule :
Asset: Vi v
ssets iew more BOOKINGS
§ Assets PRIMARY INCIDENT
[] Namev Work Q... ¥ Start.. L~ EndTime*
B Service o} ) )
Primary Incident A\ Water flow issues X Samnla WO1T 2/1/2024 2/1/2004
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Until it isn’t

Streamlined

Dynamics 365 | Field Service P Search nwiook @D @ 4+ 0 & 2?2 © B

< [ Save J Save & Closs New Book @ Rebook ]ﬁ[ Delete O Refresh (= Share -
{2 Home
(S Recent N
= Sample WO13799 - Unsaved 1/13/2024 4:25PM  Fourth Coffee
X} Pinned v Work Order - Work Order (New) ~ Created on Service account
My Work General Products and services  Tasks Reference Timeline Related
[>  Get Started
iz Details
<~ Dashboards Booking

* = Fri, Jan 19, 2024
Status Scheduled v JP Jabez Parker rloEn

Scheduling ® 915 AM - 1210 PM

Work Orders Priority &2 Urgent v [ -555-0164 @ 2h 15min
p=n & jabez@con .C ") i i
Schedule Board i . Jabez@conteso.com & 40min travel time
Service account * Eourth Coffee X ol
e Bookings =
Scheduled v » Rebook
_ Work order type * 0
A= Resource Reguire... YP El Diagnosis and Repair X >
Requirement Gro... Incident type * A Water flow issues o Requirements
B Time Off Requests @ 1h 30min duration Find availability
Agreament Sample Agr00138 x pel
Time Entries
Summary Assess the water flow in Cafe Duo machine. Clean machine. Conduct repairs as required.
B Contacts v
Accounts
Reported by [Al Alex Baker x £
R Contacts
ount contacts are p ated from the service account's primary contact
Account instructions Conduct required repairs under Sample Agr00138. Quote approval required if above auto-
Service Delivery approval limit
A
2 Cases Assets B v
Agreements =
Primary asset 7 Cafe Duc-Device Controller £

Promised window £ - L —

ﬂ Service
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Relegation or Promotion?

Making room

H D) Schedule Work Order

=Himpymaics 365 | Fid Snvce Rt = Locetion Recordlog  Relaed

< & iy Save @ Save & Close New Book [T Rebook il Delete () Refresh
{2t Home Timeline + 0 ¥
(T) L Search timeline
Y} Recent b
= Sample_WO13799 - saved 113,
57 Pinned v Work Order - Work Order (New) - Creat & Enteranote..
My Work General  Products and services  Tasks Reference Timeline Related —
ilter by
[>  Get Started
Record type
5  Dashboards Timeline

] Notes (1)
O Search timeline
Scheduling \:‘ Activities (2)

& Enter a note...
‘Work Orders

Activity type
Schedule Board Filter by > " Recent D ——
Modified on: 2/22/2024 7:07 PM ’
& @R Record type ~ @ N o
7 Email from: ~ Sharon Smith Active \:‘ Phone Call (1)
A= R Require...
e e D Notes (1) Confirmation of Rescheduling of Diagnosis & Repair call
Requirement Gra... Hello Alex, Just a short email to confirm, as agreed during our telephone call on 17 February, that the diagnosis & repair call for your Cafe Duo mach Activity status
D Activities (2) :
B Time Off Requests View mare Activity status reason
Time Entries Activity type @ Modified on: 2/17/2024 804 PM Modified date
[] Email (1) = Note modified by /% Sharon Smith ' Recent
Customers Reschaduling of Diagnosis & Repair call
[ Pnone call (1) Call rescheduled for Friday 1 March 2024 @ 9am. B vodified on: 2/22/2024 707 PM
Accounts
View more s
2 Contacts Activity status
Activity status reason '? Modified on: 2/17/2024 5:47 PM
Service Delivery @ Phone Call from: [J Alex Baker Active A v B B W

Maodified date ~~ . .
Reschadule of Diagnosis & Repair call

Bocked call missed, Requested reschedule

ﬁ Cases

Agreements View more N

H Service e
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€ — Save J Save & Close

Timeline Count

Err... where?

Work Order - Work Order (New) -~
Dynamics 365 Field Service 0 Search New look ‘) Q@
<« B o Save @G Save & Close -+ New [F] Book [ Rebook [i] Delete () Refresh General Products and services Tasks Re
@ Home
© Recent M Sample_ WO13799 - saved 171372
2 Pinned v Work Order - Work Order (New) v Crezted . .
Timeline
My Work General  Products and services  Tasks Reference Timeline Related

D Get Started

¥ Dashboards

£ Bookings

A= Resource Require..

&

i

Time Off Requests

Accounts

L Contacts

Service Delivery

& Cases

Agreements

Assets

§ Assets

H Service

Requirement Grou..
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Timeline

9 Modified on: 7:07 PM

7 Email from: & Sharon Smith  Active

Confirmation of Rescheduling of Diagnosis & Repair call
Hello Alex, Just a short email to confirm, as agreed during our telephone call on 17 February, that the diagnosis & repair call for your Cafe Duo machine has been rescheduled for Friday 1 March 2024 @ 9am. If you have any querie

View more

Call rescheduled for Friday 1 March 2024 @ 9am.

View more

sy

Modified on: 2/17/2024 5:47 PM
% Phone Call from: R Alex Baker Active

Reschedule of Diagnosis & Repair call
Booked call missed. Requested reschedule

View more

Sample_WO13799 - saved

O Search timeline

Record type -~

\:l Motes (1)

[E Time Entries 9 Modified on: 2/17/2024 8:04 PM D Activities (2|
= Note modified by 2 Sharon Smith
Customers Rescheduling of Diagnosis & Repair call

Activity type

[ ] Email (1)

(] Phone Call (1)

Activity status ~
Activity status reason ~

Maodified date

£ Search timeline / Enter a note...
Scheduling

& Enteranote.
Work Orders ><
fH Schedule Board " Recent Filter b:."



Timeline Count Timeline notes

Where? There! | J AAA

Dynamics 365 Field Service R Search New look 0 Q + Q ] ?

S = Save @ Save & Close I New [Z] Book [ Rebook [i] Delete () Refresh [& share v
@ Home
Re it N
© Rezr Sample_WO13799 - saved 113/2024425PM  Fourth Coffee
57 Pinned % Work Order - Work Order (New) ~ Created on Service account
My Work General Products and services  Tasks Reference Timeline Related
P> Get Started
e Details
% Dashboards Booking
. = [ -555- & Fri (0] i
il Status Scheduled " P Jabez Parker & ;67 555-0164 Fri, Mar 1, 2024 D 2h 55min
cheduling & jabez@contoso.com © 9:00 AM - 12:26 PM 3 31min travel time
Work Orders Priority & Urgent v
Scheduled v
ff Schedule Board . C
Service account Fourth Coffee % jel
& Bookings
_ Work order type * % Di i ir X
A= Resource Require... e Diagnosis and Repair »
Contacts Y
Requirement Grou.. Incident type * A Water flow issues X 0
Reported By Contact
B Time Off Requests Agreement & Sarmple AqI00138 A Alex Baker & 207-555-0163
fH  Time Entries - 3 :‘;IE,‘;;;’U‘CWZSWWE‘ & alex@contoso.com
Summary Assess the water flow in Cafe Duo machine. Clean machine. Conduct repairs as required.
Customers
Assets & 7
Accounts
L Contacts Primary asset
Account instructions - Cafe Duo-Device Controller

Conduct required repairs under Sample Agr00138. Quote approval required if above auto-approval limit
Service Delivery

& Cases

Agreements

Promised window & o @ 2 &
Assets
$ Assets Time window - ® ®
H Service e Timeline notes 10
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Timeline Count

But why?

Dynamics 365 | Field Service P Search

Newlook @ @ + Q

« o Save ' Save & Close New [ Book [ Rebook [[ Delete () Refresh
@ Home

© Recent v

Sample_WO13799 - saved
X Pinned v Work Order - Work Order (New) ~

My Work

General Products and services  Tasks Reference Timeline Related

D Get Started
Dashboards Details

Status * o
Scheduling as @ Scheduled

Bl Work Orders Priority Urgent v

ff Schedule Board

Service account * Fourth. x 2
A& Bookings

Work order type * osis and R x o
A= Resource Require, i B Disgnesisand Repic .
Requirement Grou... Incident type * A Water flow issues X »p
B Time Off Requests

Agreement & B Sample_Agr00138

£ Time Entries
Summary Assess the water flow in Cafe Duo machine. Clean machine. Conduct repairs as reauired.
Customers i
Dynamics 365

Accounts

R Contacts
Account instructi i @ tome
ntinstructions  Conduct required repairs under Sample Agr00138. Quote approval required if al
Service Delivery ® Recent ~
£ Cases <2 Pinned v
B Agreements My Work
Promised window ® g &
Assets D Get Started
& Assets Time window ¢} % Dashboards
H Service © Timeline notes 1o Scheduling

Bl Work Orders

5l Schedule Board

£ Bookings

A= Resource Require...
Requirement Gro.
& Time Off Requests

&l Time Entries

Customers
Accounts

R Contacts

Service Delivery

£ Casas

Agreements

-
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1/13/2024425PM  Fourth Coffee /.

Created on Senvice account

Booking
& 567-555-0164 & Fri, Mar 1, 2024 D 2h 55min

P Jabez Parker s .
© jabez@contoso.com © 900 AM - 1226 PM

£ 31min travel time

B Scheduled v 2 Rebook

Contacts 7

Reported By Contact

Alex Baker ¢ 207-555-0163

Field Service Engineer & alex@contoso.com
123-555-

Field Service O Search New look @D

¢« B o save ' Save &Close New [ Book [ Rebook [I] Delete (D Refresh
Sample_WO13799 - saved 1

Work Order - Work Order (New) - o

General  Products and services  Tasks ~Reference  Timeline Related

Timeline

P Search timeline
& Enteranote..

' Recent

@ Modified on: 2/22/2024 707 PM
% Email from: 2 Sharon Smith  Active
Confirmation of Rescheduling of Diagnosis & Repair call

Hello Alex, Just a short email to confirm, as agreed during our telephone call on 17 February, that the diagnosis & repair call for your Cafe Duo machine has been rescheduled for Friday 1 March 2024 @ 9a

View more

@ Modified on: 2/17/2024 804 PM
= Note modified by & Sharon Smith
Rescheduling of Diagnosis & Repair eall
Call rescheduled for Friday 1 March 2024 @ 9am.

View more

D Modified on: 2/17/2024 547 PM
¢ Phone Call from: FJ Alex Baker Active
Reschedule of Diagnosis & Repair call

Booked call missed. Requested reschedule

View more

X

<) Chat /] Compaose [N

@& Protected
.‘5 Copilot

Your personal and company data are
protected in this chat

The addition of the Timeline Notes control to
the General tab of the New Work Order form
in Dynamics 365 Field Service is part of
Microsoft's efforts to enhance the user
experience 1) 2. The 2023 release wave 2 of
Dynamics 365 Field Service introduced a
refreshed user experience to manage work
orders, aiming to simplify how users create,
manage, and schedule work orders| 1

The new experience provides more
information at a glance and features visually
appealing forms with fields that can be
updated quickly 1. The Timeline Notes
control shows the number of notes in the
timeline, and selecting the number takes the
user to the timeline tab on the form 2. This
control doesn't work on custom entities, even
if they have the timeline control in them 2 .

This enhancement is designed to improve
efficiency and productivity by providing easy
access to important information and actions.
However, the specific reasons for adding the
Timeline Notes control would be best
answered by the Microsoft Product Owners,
as they would have made this decision based
on various factors such as user feedback,
usability studies, and strategic product
direction. It's always a good idea to check the
latest updates or announcements from
Microsoft for the most accurate and detailed
information.

Learn more

U@ Your personal and company data are protected in this chat

l&sk me anything... v
RS 0/4000



Work Order Copilot Recap

Yes, this isn't my tenant...

80%

er « Work order (preview) v Cost not-to-excoed  Price not-1o-ceceed  Created on Service account

85% 7/8/23 9:56 AM  Contoso Ltd.

Products and services Tasks Reference Timeline Related v

(’ Copilot recap EVIEW Generate Emp

£® Unscheduled v
Booking suggestions
H!gh N
3 Kadji Bell 3 Tue Aug 30, 2022
HVAC Technician .
(<} Contoso Ltd Q (_) 10:00 AM-12:00 PM
L 20min travel time
type * [® Diagnose and repair % Q
Maricel Bautista £ Tue Aug 30, 2022
d : Mma HVAC Technician ~
[® HVAC full system diagnosis and repair X Q Sl sl © 3.00 PM-5:00 PM
(3 25min travel time
63 Electrical X Q
: Renata Hall 3 Mon Sep 4, 2022 @
© 3 year HVAC maintenance X Q REY | VAC Technician T I
: _ (2 12min travel time
Assess the ductwork, air handler, coils, heat pump, and
thermostats. Run all firmware upgrades. Replace filters over
6 months old (3 2h duration
) Mon Aug 29, 2022 - Fri Sep 2, 2022 £o Find more availability
Conduct repairs as needed and under NTE. Quote approval ® 700 AM - 6:00 PM

required above.
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Work Order Copilot Recap

Yes, this isn't my tenant...

(:\ D365PPUG UK

Cyemd

r - Work order (preview) v

Products and services  Tasks  Reference Timeline  Related v
8 Unscheduled v
High v
& Contoso Ltd Q
type * (@ Diagnose and repair X Q
[® HVAC full system diagnosis and repair X Q
& Electrical X Q
O 3 yoar HVAC maintenance X Q

Assess the ductwork, air handier, coils, heat pump, and
thermostats. Run all firmware upgrades. Replace filters over
6 months old

80%

Cost not-1o-exomed

(: Copilot recap »

Regenerate recap

Booking suggestions

Kadjl Bell
HVAC Technician

85% 7/8/23 9:56 AM

Price not to-cxceed Created on

£ Tue Aug 30, 2022
& 1000 AM-12.00 PM
L2 20min travel time

Contoso Lid,

Sorvice sccount




BPFs v's DBCs

Replacement of Business Process
Flow with Dynamic Booking Card
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Work Order Business Process

BPFs: an all-time Classic

Dynamics 365 | Field Service L Search New look @D 8?7 © i

i Save @ Save & Close New Book [& Rebook Til Delete () Refresh [& Share -

{2 Home
()
Y) Recent v
= Sample_WO13799 - saved
57 Pinned N Work Order - Work Order -
My Work
< Work Order (35 D) Schedule Wark Order Close Work Order ?
I Get Started
. . i , E2
) Summary Settings Products Services  Ser Active for 35 days Related
% Dashboards
Service Account * -~ A Fourth Cof.. X 0O
Scheduling GENERAL + 0 v :
Billing Account v A Fourth Cof.. x 2 CUSTOMER DETAIL
Work Orders
Work Order "8 sample WO13799 Primary Incident "~ A Water flo... x 0O Primary Contact (&
Schedule Board Number Type i
Priority + &)
£ Bookings Service Account * Eourth Coffee Y I Urgent x 4 Email &
RS Resource Require... Werk Order Typs * Diagnosis... x P claudia@pmgdemo.onmicrosoft.com =]
Billing Account A Fourth Coffee x
Requirement Gro... m Sharon Smith g D 2 m Address Phone &
B Time Off Requests Functional Location . is & Repair call
— cmmresrwarsereerrady 1 March 2024 @ 9am,
e s System Status * Scheduled View maore N INCIDENTS
Customers Substatus & o= je .? Madified on: 5:47 PM Water flow issues
H
TR Work Order T @£ Phone Call from: A Alex Baker Active A BB T Eafe [‘Jui\—’[c))e.l\!:zgontmller
‘ork Order e i 8] ample, 7
P Diagnosis and Repair > s Reschedule of Diagnosis & Repair call Fe-
S Contacts Booked call missed. Requested reschedule 1-1of1 Page 1
Price List * [& Regular Price List x pe v o
iew more
Service Delivery
‘Work Hour Template i 0 BOOKINGS
& S le_WO13799
ample_ 7
Agresments Work Order Summary  pgsess the water flow in Cafe Dua machine. @ Sample_WO13799
Clean machine. Conduct repairs as 3/1/2024 9:00 AM
requirad.

ﬂ Service

<>

1-10f1 Page 1
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Mdved

ount *

(:\ D365PPUG UK

€L Contoso Ltd

rtype *

© 3 year HVAC maintenance X

er - Work order (preview) v

Products and setrvices Tasks Reference Timeline Related v

{6 Unscheduled

High v

(@ Diagnose and repair X
[® HVAC full system diagnosis and repair X

£3 Electrical X

Assess the ductwork, air handler, coils, heat pump, and
thermostats. Run all firmware upgrades. Replace filters over
6 months old

Conduct repairs as needed and under NTE. Quote approval
required above.

D 08 B 20 O

o Copilot recap preview (O

80%

Cost not-10-exceed

Booking suggestions

a Kadji Bel

MB

RH

Mancel Bautista

Renata Hall

Price not-to-excoed

Dynamic Booking Card: Unsch{=le[¥I[zle

Nope, still isn't my tenant

7/8/23 9:56 AM  Contoso Ltd,

Croated on Service account

B B 8 -

;;;;

Lo Find more availability
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Details
Status ) Scheduled
Priotity High v
Setvice account * & Contoso Ltd Q
Work order type * (@ Diagnose and repair X Q
Incident type [® HVAC full system diagnosis and repair X Q
Trade & Electrical X Q
Agreement O 3 yrar HVAC maintenance % Q
Summary Assess the ductwork, air handler, coils, heat pump, and
thermostats. Run all firmware upgrades. Replace filters over
6 months old.
Conduct repairs as needed and under NTE Quote approval
required above.
Account instructions Maintenance entrance is located on alley between NE 80th

St and Cleveland St. Call via keypad to enter,

o Copilot recap mivaw (O

£ Scheduled

More bookings
W
Comitted

. Kadji Bel

HVAC Technican

Show 2 more

Dynamic Booking Card: Schedt[=le

Anybody from Microsoft out there?

8 Fri Aug 16, 2022

© 900 AM - 11:00 PM

() 2h duration



Prionity

Service account *

Work order type *

1 Incident type

Trade

Agreement

Summary

Account instructions

L2
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c Contoso Ld

© Completed

High v

[@ Diagnose and repair X
[® HVAC full system diagnosis and repair X

& Electrical X

£ B 0 30 P

O 3 year HVAC maintenance %

Assess the ductwork, air handler, cosls, heat pump, and
thermostats. Run sl firmware upgrades. Replace filters over
6 months old.

Conduct repairs as needed and under NTE Quote approval
required above.

Maintenance entrance i located on alley between NE B0th
St and Cleveland St. Call via keypad to enter,

o Copilot recap movew (O

Summary

&

Completed

Resolution

°

Line items
wed ©

& Serwvice report

Contacts

Account
Robin Counts
Facoties Manager
Contoso Lig

Reported by

Dynamic Booking Card: Compi[=i{=le

psst... make all new preview features available in the Trial licenses!

Generate recap
Total cost @
Total price ©
Duratson
B> post

=1 rpbin Countsdbcontoso com
0 Message



20 November 2023 | Dynamics 365 First Party Apps

Relegated Timelines and "replaced"” Business Process
Flows

Are these changes signposting a fundamental transformation in the way
we work with the out-of-the-box Microsoft Dynamics 365 Business

Applications? &

Continue Reading

The next Wave

2024 R.elease Wave 1 https://www.linkedin.com/posts/heur
Dynamics 365 Sales isticdev_heuristics-timeline-bpf-

Customer Insights - Journeys activity-7132261306950115328-
cjoQ?utm source=share&utm mediu
m=member desktop

C‘ D365PPUG UK
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Improve customer engagement

Linking the past to the future

ith sequences

8 @€ oven -~ o G Womoh W K @ Mersssh PowerPu

e

a ‘i;\‘vlflu urnou d trave
(@ JoEGTICHUGH




HET Tl Mol=lalel g0 I [ ile REN G With preview of
sequence steps

£

‘n. —— . B Veroe® (omadtore » + - 0 x

P
o
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Q Kate Larsson e
srta
Surmary  Melbormbep Arrics  Detad P atoe!
l' ‘"“TJ" 1
Ma ™ {
q ,q_

4
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Transformation of D365 Sales HuleR glelni =R el=

Fully immersive Copilot Home Page

mamics 365 Sales x = (=] X

D e
& > 0

D

Dynamics 365 3 £ Search

O Copilot

Get latest news for accounts

CECO)

Toitwind Traclers and Alpine Ski House were

mentioned in the news this week Q
@ v + (= . oY
" - e marketing matenals
© Copilot o ® Lo Prepare for the meeting o
Chat k-
¥ What's newly assigned to me
Jasiah Love opes Ratersl  Wiarm
‘ Leadt - ] .

3 leads and 2 opportunities have boen

Review pricing mforma

- Lead to Oppesiunity Sal. M for the t 1530¢ [0 yOu toc
Prepare for the meeting assigned 1o you today
. ry Details  Relationship Analytics  felated h
0 : M
5 Sk House Aok cuestions
et Lead s tation »
. Grade s Stay shasat
Trm) s - P & Duciion mabe is ontfiod I
Sales - ¥ e tmefamme s o " aest Find leads that showed an interest in non-alcoholic beverages and visited the website recently

¥ Estimsnad bdgat s bk

Here are the leads that showed interest ir

on-alcoholic beverages and visited the website in last 30 da

Name Topic Account Lead Score Creation date

% O Henry Brill 50 Cr

Who Knaws Wham

s of Refreshing B @ Adatum Corporation 98% 117/2024

= %% B icishida Racks Non-aicoholi.. N  Tailwind Traders 98% 117/2024
% 6 Danielle Booker Mindful Sip Sampler Set 95% 1/16/2024

rates of Temperate 0 Alpine Ski House 94% 1/15/2024

o AR August Bergman

% MK Mikhail Kotov 165 Crates of Crisp and € 94% 1/12/2024
% o Laurence Gilbertson  Guilt-Free Guzzler's Gift B Q Alpine Ski House 88% 1/09/2024

% 6 Sarah Perez Series 9 Kio!

%

m Corporation 86% 12/31/2
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Shaping the future of retail with Al and Dynamics 365 - Micr@eladiBiViaETalleNelslol =1 (o]0

Customer Insights — Journeys: Pr o)[la @ :TeET{e

The 2024 Wave 1 Release that isn't a 2024 Wave 1 Release

.r

P sewch

% Build your project with Copilot

Filter

Assets

AAAAA



https://cloudblogs.microsoft.com/dynamics365/bdm/2024/01/11/shaping-the-future-of-retail-with-ai-and-dynamics-365/

Customer Insights — Journeys: Pr o)[la @ :TeET{e

Transformational?

)  © Oymamics 365 Customer Insights X = o X

/0 Search

(%) Brand Profile £23 Settings

(© Recent

52 Pinned v

@ Build your project with Copilot

Get started A
= Describe your project  Upload brief
& Projects ittt aitinn
create a campaign to generate 100 new retail leads, educate them on the market potential of non-
Engagement A alcoholic ales in their region, and convince them to allocate shelf space to the new beverage line

$#3  Journeys ‘\Yk >

i Analytics

% Trggers

Audience A Plan a hybrid campaign with S als 1o te ; k
@ Segments Build a 1 referval campaion for Macyland retail buyers
R Contacts ’
[E§ Consent center
Recent projects - - = Filter v

Lead management N
Alcohol-free TAM lead generation campaign

Leads
ive of this

gn is to ge

[B Scoring models
&) Qualification

Channels A
= Emails

N Fforms

{} Push notifications

(3 Text messages

g\ D365PPUG UK Y- 4




Customer Insights — Journeys: Pr o)[la @ :TeET{e

Target Audiences, Segments, Journeys, Content, Assets, Images, B clil[1:]: ¥

) O Oynamics 365 Customer insights X = o X

yanarsdel.crm. dynamics. com

Dynamics 365 jhts Jrmeys L Search

Brand Profile o3 Settings

®© Recent v
52 Pinned v
Get started A » Brief T Project execution

ll 25 Projects OBJECTIVE »
) ) VanAr l: wurneys (1) Emalls (6) \
anArsde The objective of this campaign s to generate 100 new retail leads, educate —_ R
Lead generatlon campaign them on the market potential of non-akoholic ales in their region, and 3

N\
Engagement convince them to allocate shelf space to the new beverage line.

{‘2 Jourmneys

Promotion

. L]
B Analytics
$ Triggers % Audiences (2)
Audience A
@) Segments 25k 1.6k
R Contacts VRIS
(5§ Consent center
Lead management A * Mores .
@€ Leads - Event registration
™ T y ; X
= Scoring models 1k = SIS 1.1k

&) Qualification

Channels A

= Emails

b Forms & Assets
{} Push notifications

(9 Text messages

$  More channels

Assets N

W\ Library s, ) ‘ >

[ &
() D365PPUG UK |-




RIP BPFs?

Is this the death-knell for the
Business Process Flow

C‘ D365PPUG UK
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2024 Wave 1 Release: Lead QuElliile=]ilels

An “Agile” (™ Microsoft) customizable Lead Qualification proc 33

“‘ D365PPUG UK Bm.




2024 Wave 1 Release: Lead QuElliile=]ilels

Copilot generated Lead Qualification summary

Lead l']l».]l"vfd
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202x Wave x Release: ???

The caveats

L — \( PAST IT'S .
= > PRINE: b

£
-

CMPem "o !
o et Lot v eml o LI -
. —
4 < -~
.y Quani®y Dby 0y
z o
Vuarreary " -y Nelate
z | ————
2!
- Comat Up mevt
Tragee 2000 Fackl Nem ool anAnael Amoer = o — —
| < Lo N )
5 rasdy war
haowt
shete .
& e Sun Lo u
st t "
-
Lead e
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202x Wave x Release: ???

The caveats

< ] = S e B e aOne tow B Do ) seben Coaquat#y L Qually X Dnconniet sotuece

E Apply to each - Type

ot e Dvpina of P ! H -~ i
— Lata lype Lurrency
Cit - YT ~ppend to string variable Ficld Type Calculated
L e =
—— et “ 2Imp
-~ = redision

(T IO L Leod minte Calculated

Mutzie preoe FNIEEE 8T ot S eaended amount x i SR Manusi Dscount . ciscoune. - nimum Value Rollup
aximum Value - d

™ )
'\ D365PPUG UK B

PAST IT'S
PRIME?

Lead qualified

N Accoment
' Eric Ishicla - CrPem o
v ol Lot ~ el pmvw iy Lot -
) DA T 0y
° P w \J Oy "
Quanity Debop Moo
‘ 'J e Mg ation wammary
[ g ¥ hey Nelater
% coman = [ : G ,
Tizpee 2000 Racks e =
le O agerimnt o runis
'T [T T e \l/ M e
- Initialize variable . Nasnnt . T
Last sarme ahete l . For information about how to interact with entities and fields programmatically, see the Microsoft Dynam




202x Wave x Release: ??? PAST IT'S

PRIME?

The caveats

”
e g’; Shr B (e e B Dolew | Pabiemn O Daaqueldy L Ouaisy, W Dinconiet st e

Lead qualified

. BN =1 £2 «
- -

Eric Ishicdla G ot ot
et Lot + eml v . ety ) Cormtan -

Summmary Dt ¥y Nelate s

Comact Up et ) )

Teagee 2000 Rackt e sl NANIN Ameas —
' \4 Account: New business rule - B B B 0. &

cope: Account

+ A i} 14 ] &=

[T T LT Bty

Components Properties ' !

Lt ~arvwe Condition

Display Name
=

Entity

Tvmns of P oy

Account

Rules =

Rule 1

Source
Entity e
Field
Accaunt Name o
"~ Operator

‘% Business Rule (Text View)

Account Name equals “Jones™
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#TeamANS PHILpaTA

Thank you, Phil

Windows Workflow Foundation and the Power Platform -

(philcole.orqg)

Windows Workflow Foundation and the Power Platform

Phil Cole Solutions

2021-06-24

About Phil Cole

Phil Cole is a Dynamics 365 and Power Platform consultant with an interest in tech, spaceflight and electric cars.

C‘ D365PPUG UK



https://philcole.org/post/wwf-to-powerfx/
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The Future

Where next...?

C‘ D365PPUG UK
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Data is Key!

High quality, well indexed, complete content & context

G Copilot recap retview

L Targeted Approach
O Aug when Mica Perevra reported unusua ¢

This work order was created on Tue A

from the HVAC duct

Several notes have been added with photos from the customer showing where the

s heard. There 15 also a note from Mona Kane that outlines the suspected cause

prooem

as the recirculator fan and recon

T Project execution

{ren 4

Regenerate recap
Pro=otesn i Business
problem
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Foundational Prompt Engineelgljle

Register @ : https://Inkd.in/eSw5Zwgp

LET'S GET
QUESTIONS!

Certificate

Sharon

Has successfully completed a course at Data Science Frontiers in

Prompt Engineering

C\ D365PPUG UK
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Al DRIVING THE UIIUX
REVOLUTION s

Project Sophia

The Future =

Where next... Project Sophia?
Al driving the Ul/UX revolution -

Project Sophia — Data Science
Frontiers

C\ D365PPUG UK
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Microsoft Project Sophia (in pga&Ew).

http://aka.ms/projectsophia

Exploratory
GUIDES @
Account planning

Microsoft Project Sophia

Explore solutions to complex business problems with Project Sophia’s infinite, Al powered canvas. Build

ugg
Process Guides to aid you through the process of gathering relevant data to tackle spacific business tasks

Exploratory Journeys discovering

wd insights and actions ove

y business data or allow Business

Help me optin

Preview with sample data L ]

N Salescey 4

Overview SAMPLE

Quick Overview

Analysis
The

C\ D365PPUG UK

Distribution of Relat... SAMPLE Trend of sales pipeli... SAMPLE

4M

Limited
¢ IM

2M

darate

Annual Revenue by Industry

Travel and Taurlsm
Technolagy

Robotics

Real Estate

Mantal Health Services
IT Consulting
Healthcare Services

Suggested next steps SAMPLE

Generate emall draft using the con

Follow



http://aka.ms/projectsophia

Microsoft Project Sophia (in pga&Ew).

adoption.microsoft.com/files/project-sophia/Microsoft-Project@Ye] ] [E R [T1 1T N11]  L-.

R + New workspace <> J () Data

£l Sales Performance xlsx
°

Help me optimize the sales performance with a focus on sales representat...

Al-generated content can have mistakes, Make sure it's

accurate and appropriate before using it 6 {)

1reference T 1ieference N/ &7 e 11eference N/
Overview Relationship between Annual Revenue and Pipeline Value for each Sales ... Suggested next steps
Quick Overview 300M /7 Generate email draft using the conte...
The Excel file 'Sales Performance’ contains data on Follow up action
50 accounts across various industries. It includes
details such as account name, industry, annual L " Jation b
revenue, revenue target, key decision-makers, main 5 = é\na‘ yzeithe cc:rre Zmn etieRp A
r an. ta
challenges, account objectives, key g v A i b
products/services, contract renewal date, pipeline & &
value, competitars, account relationship strength, & 100M m 1 Identify key challenges and objective...
marketing campaigns, upsell/cross-sell A Explore or analyze data
cpportunities, next action steps, sales rep, and
. L
territory. 0 1 Evaluate the performance of each sal...
Analysis 20M 25M 30M 35M 40M Explore or analyze data
* Top Accounts in Education Industry: The Annual Revenue
top three accounts in the Education industry B1 Examine the effectiveness of differen...
by annual revenue are E-Learn Pro Explore or analyze data
($8,200,000), EduGaming Co. ($7,500,000), P s -
and Education Innovators ($6,400,00C). 1reference N/ B8
Te ts i Ind 2 In th
* Top Accounts in Energy Industry: In the Annual Revenue of Each Account Grouped by Sales Rep
Energy industry, the top three accounts by
annual revenue are Green Energy Co. SR d
($8,220,000), Green Energy Co. ($8,020,000), el Ve’T‘:I’f:ML(:Ici
and CleanWater Technologies ($4,200,000). RoboTech Inc.
* Top Accounts in Finance Industry: The top Pink Transport Solutions
three accounts in the Finance industry by Healthv Snacks Co
annual revenue are Financial Solutions 5 x 2
($25,800,000), Financial Services Inc. ‘ Al cursor Preview & X
($15,222,000). "
* Top Accounts in Healthcare Industry: In What are some of the reasons Lena is outperforming?
the Healthcare industry, the top three
accounts by annual revenue are HealthFit
Solutions ($14,560,000), HealthTech
: €0 3
lnnov?tlons(.g,‘O0.000). and Wellness ?
First (39,230,000). v
R - . | Generate as new blueprint [

This feature is in preview. See terms
Generate in place of existing block

C‘ D365PPUG UK



https://adoption.microsoft.com/files/project-sophia/Microsoft-Project-Sophia-demo.mp4

. Learn how to use Copilot
within the Dynamics apps

. Teach others how to use
Copilot

C I I t A t — . Learn how to Prompt
a 0 C I 0 n . Teach others how to
Prompt

. Learn more about Project
Sophia

. Provide feedback on your
progress and impact at our

next UK D365PPUG
London meeting.

C\ D365PPUG UK
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THANK YOU

Looking forward to connecting!

in| Www.linkedin.com/in/heuristicdev

®| https://heuristicdev.co.uk
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