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TODAY'S AGENDA

1. Whoam I?

2. What was the Shifting Landscapes? 1
3. Spotlight: Immersive Copilot Homepage in D365 Sales

4. Spotlight: Project Sophia in M365 Copilot for Sales (preview)

5. Autonomous Agents at Microsoft Ignite 2024

6. Live Demo of Pre-built D365 Autonomous Agents?

7. Where next?
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Speaker Bio: Sharon Smith

* Dynamics 365 Solution Architect

* Dual Microsoft BizApps MVP for Customer Experience
and Customer Service

* 8+ Years Experience with Dynamics 365 CRM & ERP Apps
* Working both Global and National projects

* Lead Architect for ANS Group’s Microsoft FastTrack Portfolio Partner program

* Microsoft Women In Power(Platform) Mentor and Power Up Program Champ

LinkedlIn:
“There’s no such thing as Normal” www.linkedin.com/in/heuristicdev

#ANS Squirrel Club Power Website:

www. HeuristicDev.co.uk
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What were the
Shifting Landscapes?

C‘ D365PPUG UK



Microsoft’s London Offices in (X eC] T I3l ondon Strand
Paddington - February 2024 =101 JITMYY i ‘Hall' — June 2024
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Timeline of the Shifting Landscapes

From First Hints, through the 2024 Release Waves, and standalone announcements from Microsoft

2024 Release Wave 1 Sales Copilot Tip Time CCAS straight to GA

Dynamics 365 Sales sees its Amira Beldjilali and the Immediately after Microsoft
Sales Accelerator BPF FastTrack team for Build came the standalone
replaced by multi-step Dynamics 365 Sales keep announcement of the first

Sequences. Dynamics 365 us up to date on how the CCAS: Contact Center as a

Customer Insights gets first Sales Copilot Home Page Service in the form of the

sight of the Project Board evolves through
aka.ms/SalesCopilotTipTime

Dynamics Contact Center,
going straight to GA on 1 July

June 24 June 24 June 24 June 24

MSFT FastTrack Tech Talks

The Microsoft FastTrack
Architects looking after the
Dynamics 365 Customer
Service apps introduce us to
Agent Scripts through their
Tech Talks videos

Microsoft Build

Microsoft Build saw Copilot
Studio transformed with all
the functionality required to
build the component parts
that give us Copilot Agents:
Copilots + Agents +
Autonomous Orchestration

First Hints

Dynamics 365 Field Service
sees replacement of its
eponymous Business Process
Flow (BPF) with a new
Dynamic Booking Card

) D365PPUG UK

Document Classification: Internal



[Dwell Time]
Spotlights

C‘ D365PPUG UK



Immersive Copilot Homepage: Ul for Al

Dynamics 365 Sales

Dynamics 365 Sales Hub P Search Newlook @D @ aF b3
=  Copilot  Preview @ =
@ Home inf i h
Get info Ask questions Stay ahead Copilot
O Recent N Get latest news for accounts What's newly assigned to me Prepare for sales appointments
s Pinned v
Show my pipeline What's new with my sales records Show emails that need follow up
My Work
Use the % menu for more suggestions.
@ Copilot

& Sales accelerator Show my pipeline

Activities
Dashboards Here's the pipeline of your open opportunities ordered based on est. close date.
s Deal tracker  Sales funnel
Accounts Today, 06/15/24
R Contacts 100
2
Sales 2 5
8
°
& Leads =
0
I} Opportunities
R Competitors 05/01/24 06/01/24 07/01/24 08/01/24 09/01/24 10/01/24 11/01/24 12/01/24  01/0.
Est close date
Collateral
@ 1-Qualify @ 2-Develop @ 3-Propose @ 4-Close
B Quotes
Orders & 7 Café Corto Espresso Machines for Graphic Design Institute
Graphic Design Institute « Est. revenue €110,000.00
B Invoices
& Low Waste Technology - Organic and Shade-Grown Coffee Beans
@  Products Alnine Ski House + Fst. revenue €3.990.00
Sales Literature Ask a question about the data in the app. Use / to reference data
Marketing Lo
B Sales & Make sure Al-generated content is accurate and appropriate before using. See terms
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Project Sophia: Optimising Insights

Microsoft Copilot for Sales (preview): Project Sophia

Project Sophia is free to try. Sign in to save your work and unlock insights for your enterprise data. | Sign in

T Back to top

Project Sophia

Explore solutions to complex business problems with Project
Sophia's infinite, Al-powered canvas

Sales and marketing Customer service Finance Human resources

Sign.in to save your work and unlock insights for your enterprise data

Sales and marketing Finance Customer service Sales and marketing
Close deals faster See how revenues Improve queue Meet revenue
compared to efficiency targets
budgqets or...

Coming soon Coming soon Coming soon

&

Start a data exploration journey highlighting key insights and trends __

I

Overview Sales Rep Performance based on Territory

Summary

The data presents insights on sales performances,
industry challenges, and contract renewal dates
for various entities. Key trends include varying
revenue achievements across sales reps, a diverse
set of challenges across industries, and specific
contract renewal distributions among accounts.

Lisa Johnson (Florida) o

8en Olson (idaho)

Luna Moon (Oregon)

Sales Rep Performance based on
Territory
¢ Top Performer. Lena Powels (Washington)
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https://projectsophia.preview.microsoft.com/

Copilot Learning Hub with Dona & Per

Introducing Project Sophia: Al-Driven Decision-Making for Leadership | Microsoft Learn
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https://learn.microsoft.com/en-us/shows/copilot-learning-hub/project-sophia-born-in-ai-copilot

Autonomous Agents at
Microsoft Ignite 2024
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Transform work with Autonomous Agents

Transform work with autonomous agents across your business processes - Microsoft Dynamics 365 Blog

= Microsoft | Dynamics 365 Explore v Products ~ Pricing Resources v Partners ~ Support v~ Contact us Try for free Sign in All Microsoft v Light Dark
.}:i‘"*:’: () Blog home / Business Decision Makers Search the blog Q
e
5
,,.. i
A
s ‘z&&-
: .~p i
J .o o 3 riom, 2 )
@ :’3§ t‘ . ) Business Decision Makers News and product updates
R 33 ———
whi L 'm‘ ”t Dynamics 365 Customer Service . 4 min read

Transform work with

autonomous agents across your
business processes

By Bryan Goode, Corporate Vice President, Business Applications and Platform

October 21, 2024 We're expanding our ambition to bring Al-first business process to
6 X m organizations. First, we're announcing that the ability to create autonomous
agents with Microsoft Copilot Studio will be available in public preview in
Tags November 2024. Learn more on the Copilot Studio blog.
“ Second, we're introducing 10 new autonomous agents in Microsoft Dynamics
Srefivess Appleziions L B 365 to build capacity for sales, service, finance, and supply chain teams. These

agents are designed to help you accelerate your time to value and are configured
Product . _ .
to scale operational efficiency and elevate customer experiences across roles and

Dynamics 365 Customer Service functions
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https://www.microsoft.com/en-us/dynamics-365/blog/business-leader/2024/10/21/transform-work-with-autonomous-agents-across-your-business-processes/

Sales Qualification Agent for Dynamics 365

Introducing the Sales Qualification Agent for Dynamics 365 Sales

r<}

Sales Qualification
Agent
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https://www.youtube.com/watch?v=FrpMoPrn38s

Sales Qualification Agent for Dynamics 365

Sales Qualification Agent click through Demo

C\ D365PPUG UK

%

R Home
®

(L) Recent

57 Pinned

My work
& sales accelerator

Dashboards

Activities

Customers
& Accounts

A Contacts

Sales

Leads

=

Opportunities

ﬁ Competitors

Collateral

©® Quotes
% Orders
E’é Invoices
@ Products

Sales Literature

]

Marketing
B Marketing lists

€3 Quick Campaigns

Performance

n Sales

My open leads v

% Hi Mona, 68% of goal achieved and rest can be achieved by focusing on 20 top leads.

Copilot has pinpointed 20 key leads that show strong purchase intent and are actively engaging. These leads need your focus.

\ Jane Reyes

Allan Munger
@ 00 + Northwind Trader R

5 Smart data = Edit filters 0% Edit columns

t $45 million

ivities

| Cafe A100 for Woodland Bank

€8 Review draft and reply to Chris Naido

° g +. 3 c - +.
E5 Engage with Jane Reyes (& Prepare for meeting with Allan
Jane may be interested in upgrading espresso machines for her in Prepare for high-buying intent meeting Copilot scheduled for 2 PM e Partnership opportunity for Fabrikam
store coffee shops. regarding upgrading service contract .3 .1

Welcome to Sales Qualification Agent Demo

{ search

B Prepare me for Fabrikam's key stakeholder meeting

Show all key activities

The Sales Qualification Agent is designed to automate manual aspects of

the sales process such as researching leads and reaching out to customers

so you can maximize your time building customer relationships and closing

Name deals.

Winford Asher

Josia Love

Ll Harrison Curtis Issue with throughput on EspressoMaster
(] Jermaine Berrett New roaster in distribution facility

(J Gerald Stephens Concerns on current machines

L Halle Griffiths Expanding business

(] Rachel Michael Addressing service concerns

(] Alex Baker Premium coffee beans

(] Lilly Pyles Cafe A100 bulk rate

Improving cost per cup

New

New

Created on 4
4/02/2024 1200 PM
3/30/2024 7:45 AM
3/28/2024 3:30 PM
3/25/2024 11:05 AM
3/23/2024 450 PM
3/21/2024 10220 AM
3/19/2024 1:15 PM
3/17/2024 8:00 AM
3/13/2024 2:45 PM

3/10/2024 9:30 AM



https://app2.getreprise.com/launch/myM1wyL/

Case Management Agent for Dynamics 365

Get started with the Case Management Agent for Dynamics 365

ol

Case Management
Agent
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https://www.youtube.com/watch?v=G-eI3NpRfT8

Live Demo of D365
Autonomous Agents?
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Pre-built Case Management Agent in Copilot Studio

Case Management Agent - Microsoft Copilot Studio | Microsoft Learn

Create

Agents

Copilot Studio #

Create

New agent
Create an agent that leverages end-to-end generative Al for task completion,

knowledge sharing, analytics, and more.

Explore agents

This Al-powesed feature is currently in préview

@ ©¢ 0 ¢

Safe Travels

Provides answers to common travel questions
and related health and safety guidelines.

Store Operations

Improve the efficiency of retail frontline workers
by enabling easy access to store procedures and
policies

Sustainability Insights

Enables users to easily get insights and data
about a company’s sustainability goals and
progress

Citizen Services

Enable Public Sector organizations to build an
agent with their publicly available websites to
assist citizens navigate services and information,

—

o

Website Q&A

Instantly answer user questions using the
content of your web site or other knowledge.

Financial Insights

Helps financial services professionals get quick
and accurate info from their org’s financial
documents and other available resources.

Weather

Your go-to assistant for getting weather forecast.

Self-Help Agent

Boost customer service with Al for faster,
consistent, and efficient resolutions.

&

Team Navigator

Assists employees in finding colleagues and their
hierarchy within the organization using Microsoft
Teams,

Case Management

Provide round-the-clock automated support to
customers by understanding their issues and
creating cases.

Voice
A Copilot with voice capabilities.

Coming soon

Approval Manager

Streamline your approval process across multiple

systems with arized requests in a

®
o

@

Emaronment

B CustomerService Trial

IT Helpdesk
Empowers employees to resolve issues and
effortlessly create/view support tickets.

Inclusivity

Helps employees to have a safe place to ask
questions and to learn how to activate inclusivity
in a modern and diverse workforce.

Benefits Agent

Benefits Agent provides personalized
information on various benefits offered by the
employer that are tailored to employee’s unique
circumstances.

CV Match

Employ: e

er of Al to analyze CV

and get recommended CVs.
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https://learn.microsoft.com/en-us/microsoft-copilot-studio/template-case-management

erviceNow and Microsoft expand strategic alliance...

ServiceNow and Microsoft to modernize front-office processes — ServiceNow Press Nov 19, 2024

servicenow.

Products v Platform Partners v Resources v Company v

ServiceNow and Microsoft expand strategic alliance to modernize the
front-office with Copilot and Al agents

Enhanced alliance builds on existing ServiceNow Now Assist and Microsoft 365 Copilot integration that streamlines workflows and enables self-service capabilities

within Microsoft apps
Microsoft Copilot and ServiceNow Al agent collaboration will bring together two leading Al offerings to drive maximum value across every corner of a business

SANTA CLARA, Calif — Nov. 19, 2024 — ServiceNow (NYSE: NOW), the Al platform for business transformation, today announced an expanded strategic alliance with

Microsoft to modernize front-office business processes with Copilot and agents.

The news builds on years of partnership bringing new advanced cloud and Al capabilities to customers in their flow of work. Most recently, both companies
introduced ServiceNow Now Assist and Microsoft 365 Copilot integration which streamlines workflows and enables self-service capabilities within Microsoft
applications. Initial use cases include employee and IT scenarios where employees working in Microsoft Teams can use Copilot to search the ServiceNow
knowledge base, request service catalog items through a guided, conversational experience, and ask to chat with a live agent when a case needs to be
escalated. Now Assist provides employees with responses to questions as well as recommended actions and next steps in a conversational manner based on

domain knowledge of the enterprise and awareness of the user's context and organizational data from Microsoft 365 chats, email, calendar, and files.

Al-enhanced products and services are rapidly becoming a central theme for C-suite executives looking to digitally transform their businesses. With this
expanded partnership, ServiceNow and Microsoft will advance their vision to reimagine the front-office with a Microsoft Copilot and ServiceNow Al agent
collaboration that leverages the unique strengths of both platforms. Guided by strong governance and human oversight, these front-end agents will solve
customer problems in Copilot to seamlessly connect back-end workflows. Copilot will streamline user tasks through intelligent automation, while ServiceNow Al

agents orchestrate workflows, providing real-time responses to complex issues, ultimately collaborating to execute tasks on behalf of employees.

As Al transforms every corner of work, customers are migrating from legacy systems of record. Together, Microsoft and ServiceNow are innovating to help
customers drive maximum value with GenAl, including through a new shared initiative to medernize their frent-office. With this joint commitment, customers will
benefit from customizable, interoperable solution offerings spanning ServiceNow and Microsoft products, which move customers to Al-first business processes

across the enterprise.

[
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https://www.servicenow.com/company/media/press-room/ai-microsoft-alliance.html

Create Power Platform Solutions with Al and Copilot

Create Power Platform solutions with Al and Copilot - Training | Microsoft Learn

3500 XP

Create Power Platform solutions with Al
and Copilot

4 hr 12 min » Learning Path » 6 Modules
Beginner App Maker Business User  Microsoft Power Platform  Power Apps  Power Automate  Microsoft Copilot Al Builder

Microsoft Dataverse  Power Pages

Do you want to create intelligent apps for your organization fast? Then this path is for you. It introduces
you to creating Power Platform solutions with Copilot to speed up development and add Al functionality

to make your solutions more intelligent.
This Learning Path covers the new GPT powered experiences for Power Platform including:

e Excel to Power App

e Power Apps Copilot

¢ Power Automate Copilot

e Al Builder create text with GPT using a prompt
¢ Power Pages Copilot

¢ Create copilots with natural language
Prerequisites

* New to Copilot? Start with this learning path: Get started with Copilot for Microsoft Power Platform leaming path

s You'll need a Power Apps Developer environment (based in the United States region) with a licensed user to
complete these exercises.

¢ An Al Builder trial or license

¢ A Power Pages trial or license

* A Copilot Studio trial or license

¢ p365PPUG UK



https://learn.microsoft.com/en-us/training/paths/copilot-solutions/

reate a Copilot (aka Agent) for a real estate solution...

Create a copilot for a real estate solution using natural language in Copilot Studio - Training | Microsoft Learn

Environment
Heuristics Environment

" Copilot Studio #

Real Estate Booking Service (3 Overview Knowledge Topics  Actions  Activity — Analytics  Channels

Published 12/9/2024 Publish Settings
Home
@ X » Test your agent o O X
Create
e Your agent is ready! Here's what's next: & . s ]
",
‘ Agents {? Add actions so your agent can do things for you S
-
B ) Build topics to focus and guide how your agent answers -
Library /N publish your agent 5o others can use it Ve 2=
Details / Edit
@. Name
Real Estate Booking Service
Description

You assist users in scheduling showings on the Contoso Real Estate website and answer any questions related to Contoso Real Estate.

Instructions

Your name is Contoso Real Estate Assistant. You assist users in scheduling showings on the Contoso Real Estate website and answer any
questions related to Contoso Real Estate. Use a friendly yet professional tone when interacting with users. If the user asks about other real estate
companies, politely decline to discuss and offer to help with quesxtions related to Contoso Real Estate.

Orchestration

Use generative Al to determine how best to respond to users and events (preview). Learn more Q Enabled

Hello, I'm Real Estate Booking Service, a virtual

assistant. Just so you are aware, | sometimes use
Knowledge + Add knowledge Al to answer your questions. If you provided a

. . ,

Add data, files, and other resources to inform and improve Al-generated responses. website during creation, try asking me about it!

Next try giving me some more knowledge by
Allow the Al to use its own general knowledge. Learn more @ Disabled setting up generative Al.

15 minutes ago
@ https://contosorealestate-1234.powerappsportals.com/ &
Ask a question or describe what you need

072000 =3

See all

Actions + Add action Make sure Al-generated content is accurate and appropriate
before using. See terms

Add actions to empouwer the Al to complete specific tasks for improved engagement

O D365PPUG UK :



https://learn.microsoft.com/en-us/training/modules/create-copilot-real-estate-natural-language/

Autonomous Agents at
Microsoft Ignite 2024 Pt.2
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Copilot is the Ul for Al

Introducing Microsoft Copilot actions, new agents, and tools to empower IT| Microsoft 365 Blog
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Copilot Copilot Studio

Copilot Control System
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https://www.microsoft.com/en-us/microsoft-365/blog/2024/11/19/introducing-copilot-actions-new-agents-and-tools-to-empower-it-teams/

Customer Intent & Customer Knowledge
Management Agents for Dynamics 365

Get started with the Customer Intent & Customer Knowledge Management agents for Dynamics 365

"]

Customer Intent &
Customer Knowledge
Management Agents
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https://www.youtube.com/watch?v=qO_VTiooQZ0

Knowledge Management in D365 Customer Service

Convert a case to a knowledge article | Microsoft Learn

(

VN

CSR creates an article

@

Draft

CSR updates an article

Reviewer rejects the article

5

CSR marks article for review

Needs Review

Reviewer

B’O picks an

article for
review

[

In Review

Reviewer approves the article

2
Article is available in searches

for other CSRs

CSR marks
the article

for
translation

CSR publishes the article
to portal
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https://learn.microsoft.com/en-us/dynamics365/customer-service/use/customer-service-hub-user-guide-convert-case-to-knowledge-article

THANK YOU!
ANY QUESTIONS?

in| Www.linkedin.com/in/heuristicdev

®| https://heuristicdev.co.uk
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