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TODAY’S AGENDA

1. Who am I?

2. What was the Shifting Landscapes?

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

    “There’s no such thing as Normal”
          #ANS Squirrel Club Power  

LinkedIn: 
www.linkedin.com/in/heuristicdev

Website:
www. HeuristicDev.co.uk



Document Classification: Internal
4

What were the 

Shifting Landscapes?
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Microsoft’s London Offices in 

Paddington – February 2024 

Kings College London Strand 

Campus, Safra ‘Hall’ – June 2024

On the BIG stage!
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Timeline of the Shifting Landscapes
From First Hints, through the 2024 Release Waves, and standalone announcements from Microsoft
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Nov 23 Feb 24 June 24 June 24 June 24 June 24

First Hints

Dynamics 365 Field Service 

sees replacement of its 

eponymous Business Process 

Flow (BPF) with a new 

Dynamic Booking Card

2024 Release Wave 1

Dynamics 365 Sales sees its 

Sales Accelerator BPF 

replaced by multi-step 

Sequences. Dynamics 365 

Customer Insights gets first 

sight of the Project Board

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

Sales Copilot Tip Time

Amira Beldjilali and the 

FastTrack team for 

Dynamics 365 Sales keep 

us up to date on how the 

Sales Copilot Home Page 

evolves through 

aka.ms/SalesCopilotTipTime 

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

CCAS straight to GA

Immediately after Microsoft 

Build came the standalone 

announcement of the first 

CCAS: Contact Center as a 

Service in the form of the 

Dynamics Contact Center, 

going straight to GA on 1 July



Document Classification: Internal
7

[Dwell Time]

Spotlights
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Immersive Copilot Homepage: UI for AI
Dynamics 365 Sales
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Project Sophia: Optimising Insights
Microsoft Copilot for Sales (preview): Project Sophia

https://projectsophia.preview.microsoft.com/
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Copilot Learning Hub with Dona & Per
Introducing Project Sophia: AI-Driven Decision-Making for Leadership | Microsoft Learn

https://learn.microsoft.com/en-us/shows/copilot-learning-hub/project-sophia-born-in-ai-copilot
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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

https://www.microsoft.com/en-us/dynamics-365/blog/business-leader/2024/10/21/transform-work-with-autonomous-agents-across-your-business-processes/
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Sales Qualification Agent for Dynamics 365
Introducing the Sales Qualification Agent for Dynamics 365 Sales

https://www.youtube.com/watch?v=FrpMoPrn38s
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Sales Qualification Agent for Dynamics 365
Sales Qualification Agent click through Demo

https://app2.getreprise.com/launch/myM1wyL/
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Case Management Agent for Dynamics 365
Get started with the Case Management Agent for Dynamics 365

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

https://learn.microsoft.com/en-us/microsoft-copilot-studio/template-case-management


18

ServiceNow and Microsoft expand strategic alliance…
ServiceNow and Microsoft to modernize front-office processes – ServiceNow Press​  Nov 19, 2024

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


19

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

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

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

Microsoft Ignite 2024 Pt.2
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Copilot is the UI for AI
Introducing Microsoft Copilot actions, new agents, and tools to empower IT| Microsoft 365 Blog

https://www.microsoft.com/en-us/microsoft-365/blog/2024/11/19/introducing-copilot-actions-new-agents-and-tools-to-empower-it-teams/
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Customer Intent & Customer Knowledge 

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

https://www.youtube.com/watch?v=qO_VTiooQZ0
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Knowledge Management in D365 Customer Service
Convert a case to a knowledge article | Microsoft Learn

https://learn.microsoft.com/en-us/dynamics365/customer-service/use/customer-service-hub-user-guide-convert-case-to-knowledge-article
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THANK YOU!

ANY QUESTIONS?

www.linkedin.com/in/heuristicdev

https://heuristicdev.co.uk
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