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THANK YOU TO OUR SPONSORS
Please join us in thanking the user group sponsors who make these meetings possible
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TODAY’S AGENDA

1. Who am I?

2. Where were we in Part 1?

3. Where are we in Part 2?

4. The D365 Customer Service FastTrack Solution Architects’ 
‘revolutionary’ optimization tools

5. Transforming Seller Effectiveness with D365 Sales Copilot

6. Copilots + Agents + Asynch: Agents, Agents, Agents!

7. Dynamics 365 Contact Center

8. Merging Sales & Customer Insights certs - then what?

9. Questions
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Where were we in 

Part 1?
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BPFs v’s DBCs
Replacement of Business Process Flow with 

Dynamic Booking Card
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Dynamic Booking Card: Scheduled
Anybody from Microsoft out there?

Post | Feed | LinkedIn

https://www.linkedin.com/feed/update/urn:li:activity:7207427512954433536/?commentUrn=urn%3Ali%3Acomment%3A(ugcPost%3A7207427512191045634%2C7207490421738881024)&dashCommentUrn=urn%3Ali%3Afsd_comment%3A(7207490421738881024%2Curn%3Ali%3AugcPost%3A7207427512191045634)
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Plan and perform assigned tasks with preview of 

sequence steps
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Customer Insights – Journeys: Project Board
Transformational?
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Customer Insights – Journeys: Project Board
Target Audiences, Segments, Journeys, Content, Assets, Images, Branding…
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2024 Wave 1 Release: Lead Qualification
An “Agile” (  Microsoft) customizable Lead Qualification process?
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#TeamANS   #BizAppsSquad
Thank you Phil !

Windows Workflow Foundation and the Power Platform - 
(philcole.org)

https://philcole.org/post/wwf-to-powerfx/
https://philcole.org/post/wwf-to-powerfx/
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Microsoft Project Sophia (in preview)
adoption.microsoft.com/files/project-sophia/Microsoft-Project-Sophia-demo.mp4

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

Part 2?
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The D365 Customer Service 

FastTrack Solution Architects’ 

‘revolutionary’ optimization tools
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Agent Scripts
Step-by-step instructions to help minimize human error and provide 

consistent service



Classification: Confidential
17

Agent Scripts Steps
Build out the steps for your Agent Script
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Agent Scripts Session Template
Associate your Agent Script with a session template
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Customer Service Workspace in a Day
Dynamics-365-FastTrack-Implementation-Assets/Customer 

Service/ComponentLibrary/Omnichannel/CommonAgentScriptsAndMacros at master 

· microsoft/Dynamics-365-FastTrack-Implementation-Assets (github.com)

https://github.com/microsoft/Dynamics-365-FastTrack-Implementation-Assets/tree/master/Customer%20Service/ComponentLibrary/Omnichannel/CommonAgentScriptsAndMacros
https://github.com/microsoft/Dynamics-365-FastTrack-Implementation-Assets/tree/master/Customer%20Service/ComponentLibrary/Omnichannel/CommonAgentScriptsAndMacros
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Microsoft Copilot Studio: 

Building copilots with 

Agent capabilities
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Microsoft Copilot Studio: the Additional innovations
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Microsoft Copilot Studio: Building copilots with 

Agent capabilities
Copilots + Agents + Asynchronous Orchestration

A replacement for Business Process Flows? 
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Microsoft Copilot Studio: #Employeecreator
Or for the need to onboard additional Contact Center Agents? 
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CCAS: Contact Center as a 

Service: The Dynamics 365 

Contact Center
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Dynamics 365 Contact Center

CCAAS: Contact Center as a Service
A Copilot-first Cloud Contact Center to transform service experiences
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Dynamics 365 Contact Centre

Next-generation self-service from Nuance and Microsoft Copilot Studio’s designer
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Dynamics 365 Contact Centre

CCAAS: Contact Center as a Service
A Copilot-first Cloud Contact Center to transform service 

experiences



Classification: Confidential
28

Dynamics 365 Contact Centre

CCAAS: Contact Center as a Service

A Copilot-first Cloud Contact Center to transform service experiences
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Evolving Microsoft’s 

Certifications for Dynamics 365
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Retirement of the three Dynamics 365 Sales and 
Customer Insights certifications and exams 
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The new Microsoft Certified: Dynamics 365 

Customer Experience Analyst Associate

Merging Sales & Customer Insights certs - then what?

Evolving Microsoft Credentials for Dynamics 365 - 

Microsoft Community Hub

https://techcommunity.microsoft.com/t5/microsoft-learn-blog/evolving-microsoft-credentials-for-dynamics-365/ba-p/3768925
https://techcommunity.microsoft.com/t5/microsoft-learn-blog/evolving-microsoft-credentials-for-dynamics-365/ba-p/3768925
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Merging Sales and Customer Insights certificates

- then what?

2023 Release Wave 2

2024 Release Wave 1
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Transforming Seller 

Effectiveness with 

Dynamics 365 Sales Copilot
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Transformation of D365 Sales Hub Home Page
Fully immersive Copilot Home Page
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Transforming Seller Effectiveness with Dynamics 

365 Sales Copilot

Copilot assistant homepage
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Transferring from the immersive Copilot 

experience to Copilot chat.

Immersive experience working in sync with the Copilot Chat Side Pane
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With the full Opportunity record in view and the 

Copilot-generated Summary in the Side Pane.

Navigating the app without losing context
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Copilot in Dynamics 365 Sales Roadmap
With further enhanced features in the Roadmap
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ANY 

QUESTIONS?

www.linkedin.com/in/heuristicdev

https://heuristicdev.co.uk
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THANK YOU
Looking forward to connecting!

www.linkedin.com/in/heuristicdev

https://heuristicdev.co.uk
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QR Codes
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Feedback Form
https://www.d365ppug.com/uk/

feedback

Agenda
https://www.d365ppug.com/uk/

schedule
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