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TODAY'S AGENDA

1. Who am I?
Where were we in Part 1?

Where are we in Part 27

> oW

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

Transforming Seller Effectiveness with D365 Sales Copilot
Copilots + Agents + Asynch: Agents, Agents, Agents!
Dynamics 365 Contact Center

Merging Sales & Customer Insights certs - then what?

o o N o U

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: Schedt[=le

Anybody from Microsoft out there?

Details €3 Copitot recap mevew  ©
Status ) Scheduled Booking
Priority High v & Kadji Be Tue Aug 30, 202:
. ) YUAC Tad 10:00 AM - 1200 PM
Service account * & Contoso Lrd. % Q
Work order type * [® Diagnose and repair X Q
§ Incident type @ HVAC full system diagnosis and repair X Q
Trade & Electrical X Q B Scheduled
Agreement © 3 year HVAC maintenance % Q %
More bookings
Summary Assess the ductwork, air handler, coils, heat pump, and e :
thermostats. Run all firmware upgrades. Replace filters over W °
6 months old.
Comutted

Conduct repairs as needed and under NTE. Quote approval

required above.
« Kadji Bell £) Fri Aug 16, 2022
Account instructions Maintenance entrance is located on aliey between NE 80th HVAC Technician © 900 AM - 11:00 PM
St and Cleveland St. Call via keypad to enter.
Coonplated &) 2h duration
I N
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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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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
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Customer Insights — Journeys: Pr o][la @ :{eE]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, ) ‘ >

[ &
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2024 Wave 1 Release: Lead QuElliile=]ilels

An “Agile” (™ Microsoft) customizable Lead Qualification proc 33
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#TeamANS #BizAppsSquad [LLLETRY

Thank you Phil !

Windows Workflow Foundation and the Power Platform -

(philcole.org)

Windows Workflow Foundation and the Power Platform

Phil Cole 2021-06-24 Solutions

About Phil Cole

Phil Cole is a Dynamics 365 and Power Platform consultant with an interest in tech, spaceflight and electric cars.
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https://philcole.org/post/wwf-to-powerfx/
https://philcole.org/post/wwf-to-powerfx/

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

Where are we In
Part 27?
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The D365 Customer Service
FastTrack Solution Architects’
‘revolutionary’ optimization too
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L]

Smart assist

E Knowledge article suggestions =

=

Order Shipping Time 0
Online Shipping and Expedited Shipping options {n m
are available.

Agent Scripts

(@ + 36% confidence + Relevant? Yes No

Delivery Never Arrived

Submit a case to explain why your product is not &
delivered to the address you specify.

Step-by-step instructions to help minimize human error and pr{e)%{:[2 e
consistent service T

we can replace it for you and request to return it

@ - 79%confidence - Relevant? Yes No

f Similar case suggestions

& You have 21 days left in your trial.

New look ‘) Q + e ?

Milk is leaking when grinding is struck
Resolved « 01/06/2024 + Sharon Smith s

Solved with service warranty repair of grinder and
replacement of the frother seal

Agent scripts g,

= (@ Home [} Inbox ¢ |tem defective on delivery ... X

+ 67% confidence + Relevant? Yes No

Save @ Save & Close I Save & Route () Refresh |- New [ Resolve Case [} Cancel Case R, Assign [\ AddtoQueue  [B Queue Item Details 4, Create Child Case  [i] Delete : [& Share +
Case trial agent script ~
(1]
Item defective on delivery (sample) - saved CAS-D1010-L3Y8G3  Phone  6/2/2024 9:00 AM Sharon Smith v Greet Customer
Case - Case for Multisession experience o Case Number QOrigin Created On o Owner

Hi Maria Campbell (sample), Thank you for
contacting Contoso Coffee Support. We will

Summary Details Related v work together to find a solution that works

for you.
: > Update case LS
Case Title * Item defective on delivery (sample) g Summary N
> Resolve case LE
Customer * [ Maria Campbell (sample) X pe;
Timeline + 0 v = Knowledge search @
Subject Delivery )
O Search timeline Search My favorites Y 1l =
L. . 0O = X
Priority High f Enter a note.. (4 Item defective on delivery (sample) m
5 Results found Sorted by Relevance
Case Status In Progress 9 Highlights N Delivery Never Arrived 2, ...
™ Recent Purpose & Scope If your product is not delivere
Product - pe d to the address you specify, please submit a ca

& Auto-post on Case Item defective on delivery (sa... 6/3/2024, 637 PM

se through the portal using the Delivery Issues.-
Case created by Sharon Smith for Contact Maria Campbell (... 4 P q v

Description External  Published

KA-01072 50 - 0
@® More matches found in this article v
Damaged or Defective Products Lo -

No restocking fee will be charged for exchangi
ng damaged or defective products.

External Published
KA-01071 250 - 0

@ More matches found in this article N ﬂ

C‘ D365PPUG UK




Agent scripts

Agent Scripts Steps v

v Greet Customer

Build out the steps for your Agent Script

Dynamics 365 Customer Service admin center £ Search New look ‘)

Hi Maria Campbell (sample), Thank you for
contacting Contoso Coffee Support. We will
work together to find a solution that works

for you.
« B o Save @’ Save & Close New [ Deactivate [i] Delete () Refresh @ Check Access A, Assign 32 Flow @B Word Templates Run Report y
Get started
~ . . > Update case E,E
Home Case trial agent script - saved
Agent script
S h ad tt..
2 S > Resolve case LE
& Guided channel s... General Related v

Customer support

@ Name * Case trial agent script Agent script steps -+ New Agent script step
Qverview
A User management Unique Name Mol msdyn_caseTrialAgentScript [ Name~ Order T~ Action type ¥ Modified On ~
& B [ Greet Cust r 1 Text 6/1/2024 5:28 PM
° o Owner N e Sharon Smith (Offline) * 0 reet bustomer ex
% Cizls () Update case 2 Macro 6/1/2024 5:28 PM
O Queues Language - English (United States)
] Resolve case 3 Macro 6/1/2024 5:28 PM
@ Routing Description
A= Workst Dynamics 365 Customer Service admin center 2 Search New look Q Q@ + fr
Il 'orkstreams
[CD Case settings =
« B o Save @' Save & Close New [ Deactivate  [i] Delete () Refresh @ CheckAccess A, Assign ¥ Flow ~ B Word Templates Run Report (& Share v
Customer settings Get started @
Agent experience @ Home Greet C_ustomer - Saved
a L Search admin sett.. Agent script step
Overview
57 Guided channel s... General Related v
'8 Workspaces
@  Productivity Customer support
e L [ h id_val ity.Displ dVal
§ Overview Hi {anchor._customerid_value@OData.Community.Display.V1.FormattedValue},
& User management Unique Name 0 msdyn_caseGreetCustomer
SR Owner . @ Sharon Smith (Offline) X v § ol
4 Crannls - . Thank you for contacting Contoso Coffee Support.
D Queues Agent script £ Case trial agent script X 2
. ord . . ' '
& foutng * We will work together to find a solution that works for you.
4= Workstreams X
Action type “ Text
[] Case settings
Customer settings Text instructions " Hi {anchor. customerid_value@QOData.Community.Display.V1.FormattedValue}, Thank you for contacting Contoso Coffee Support. We will work together to find a selution that works for you.

(‘ D365PPUG UK W......




Agent Scripts Session Templatz

Associate your Agent Script with a session template

Dynamics 365

Get started

@ Home

Customer support

1 Overview

& User management
8 Bots

@ Channels

[0 Queues

< Routing

4 Workstreams

[CD Case settings

Customer settings

Agent experience
R Overview

B Workspaces
@&  Productivity

&

Knowledge

o This is a system session template and can't be edited.

L Search admin sett..

& Guided channels...

C‘ D365PPUG UK

Customer Service admin center

< B o Save @ Save & Close New

Case Session Trial Template - saved
Session Template

General Agentscripts  Related v

Name " Case Session Trial Template
Unique Name i msdyn_CaseSessionTrialTemplate
Type *®  Entity

Entity " Case

Apply session title to anchor [(
tab

%

Communication panel Hidden
mode

Title fanchor title}
Description -

Owner

- @ Sharon Smith (Offline) X

[® Deactivate

0 Search

[il Delete

() Refresh @ Check Access

Additional Tabs

Name T v

Dynamics 365

A, Assign

2 Flow “~ OB Word Templates v

Can close ¥ Title v

stomer Service admin center

Z Item defective on delivery (sa.. R Maria Campbell (sample)

Save @ Save &Close 17 Save & Route () Refresh + Ne

New look 0 Q . -
Item defective on delivery (sample) - saved

Case - Case for Multisession experience ~

Run Report

Summary Details Related

Case Title ltem defective on delivery (sample)
O Refe Customer [ Maria Campbell (sample) pe
Page Type v Modified On v

O Search

Get started

r Home

£ Search admin sett...

& Guided channel s...

Customer support
Overview
User management

Bots

A B X

Channels

Queues

® P

Routing

Workstreams

o+

Case settings

]

Customer settings

o This is a system session template and can't be edited.

« BH o Save

Case Session Trial Template - saved

Session Template

General Agentscripts  Related
Agent scripts
] Name T~

O case trial agent script

Rows: 1

@’ Save & Close

New [ Deactivate  [i] Delete () Refresh Q@ Check Access R, Assign 2 Flow *~ @B Word Templates
Agent scripts
Case trial agent script e Bl Add Bxdsting Agentscr.. () Refresh
Created On ~
~ Greet Customer

6/1/2024 5:28 PM
Hi Maria Campbell (sample), Thank you for
contacting Contoso Coffee Support. We will
work together to find a solution that works

for you.
> Update case S
> Resolve case LE



Customer Service Workspace [IERDEL

Dyvnamics-365-FastTrack-Implementation-Assets/Customer
Service/ComponentLibrary/Omnichannel/CommonAgentScrip®I:Gle |\ Eld e - R F 5
- microsoft/Dynamics-365-FastTrack-Implementation-Assets (qi{i1T]eXe111))

O microsoft / Dynamics-365-FastTrack-Implementation-Assets

<> Code (5 Issues 52 i1 Pull requests 8 ® Actions [ Projects @ Security |+ Insights

(1 Files Dynamics-365-FastTrack-Implementation-Assets / Customer Service / ComponentLibrary / Omnichannel / CommonAgentScriptsAndMacros / (&

¥ master v + Q viange Add files via upload

Q Gotofile t
E——— . Name Last commit message
> Al
b Automation
[ ContosoMainSolution_1_0_0_1.zip Add files via upload
v Omnichannel
I v CommonAgentScriptsAndMa... O Macros.pdf Add files via upload

[ ContosoMainSolution_1_0_0...

Y Macros.pdf

C‘ D365PPUG UK



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

Microsoft Copilot Studio:
Building copilots with
Agent capabilities
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Microsoft Copilot Studio: the AdditiqEIRIale)Z ile] gk

Add available knowledge sources (rov

Users with edit permissions for this copilot can also reuse

Additional innovations with Copilot Studio

There's a lot more to share at Microsoft Build with Copilot Studio, and we’ll touch
on just a few of our new capabilities here. To learn more—just sign up and try it

Featured

Add existing knowledge . Public website N Files
out for yourself here. M comers s daa et @ ncomore ny bant e —
It's easier than ever to create copilots. With Copilot Studio, creating and testing SharePoint and OneDrive Dataverse Microsoft Fabric (preview)

securely integrate and manage intemal o Customize and deploy structured data T

dat, table: ¢
Bring your enterprise data (16)
Enterprise website . Custom connector )
E.,_ {preview) g Azure DevOps (preview) ] (preview) -i Jira (preview)

+ Describe your copilot to create it

ADLS Gen2 (preview)

Power Platform
connectar

ﬁ Azure SQL (preview)

File share (preview)

B CSV (preview) B Microsoft SQL (preview) IV Mediawiki (preview) Confluence (preview)
& Copilot Sdio & a Q

- o - . i}
Wacarg (] Copilots £ & Helpdesk Copilot corfgumtion dnowicdge Tepics Actions  Analytics  Crarnss Publish ~ Sestings - =
e T Nadted By Laat pubhons Cwea @
o w oo & Summary | Custamersatisfartion  Seszon hesith  Recommendations  Biling = 0 -| B v/ m
- ot Reneliis
- w Vs L ‘ Copilot usage and engagemant

Covilin Expperss

Total users 8 Total sessians 11 Engagement rate (0 Resclution rate (0 Escalation rate (1 Abandon rate 0

'@ Comtosa Helpdesk
1,008 290 98.9% 8.9% 8.9% 8.9%

{;9 v {} Comtosa HR g e e A IR g — 2118 Tm— TR T

1 Heledesk Copilat

R

Start with & burglete

Agprrd Mawge

Saksicn angageenant aver time il Session outoammes aves time

@ Wiskme ; y QP e ""’ P — -

W Cooiot far Micrascét 365

O

Leaming sreacrces -

B Cooilot for Sales
L)

Cooiot in Cynamics 356 Custe

1 trevronty vy Lapdot Agerts Sacrry wd 3y b Caming e

[
-

S warh

e W iscslston rate B aba

G to session health

Ga ta sasson path

Customer satisfaction

Custamer satesfacticn score £ Opportunties far improveimeat {15}
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Microsoft Copilot Studio: Building cqfelile}&R iy
Agent capabilities

Copilots + Agents + Asynchronous Orchestration
A replacement for Business Process Flows?

>
Email arrives

Early Access Preview J

Copilots with agent =& Copilot triggered
capabilities
- understands opens new / looks up reviews
Can be triggered by events — intent of email service ticket account in CRM order history
not just conversation g
checks previous | | checks places the -
conversations | inventory order

Automates and orchestrates long
running, asynchronous copilots

Follows human guardrails

and asks for hel » replies to sender with status
P ‘ and asks if they're satisfied

Monitor, learns and improves

with each interaction ° Rets confimation

closes ticket

(:\ D365PPUG UK



¢ Instructions

Send introduction message with onboarding plan

Meeting facilitation
Assign buddy based on preferences and skillset

Produce training plan

? Triggers

ﬂ New Hire Detection

[][]Q\ Knowledge

L Llinkedin - Learning

) Contoso HR - HRweb

erday

0 PM

5 AM

Great choice! You're now registered.

C‘ D365PPUG UK

Viva
Learning

Linked )

3 references v [ Y Al-generat

@ Employee Onboarding

Copilot usage and engagement

I'll send you the pre-course materials a week before and follow up with a survey afterwards

Engagement rate

98.9%

Microsoft Copilot Studio: #Employeeldg:Ejfe]s

Or for the need to onboard additional Contact Center Agents?

Publish

Settings

Abandon rate

Go 1o session path



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 expe ({=li{d:5

e Lanceinng rvon Visior: Lema Ive cn,

Missing Items in Shipment - Order #NW45678

Message Details Related

Jerome Duyer

Attachments (0) .

Sender and Recipients (1)

0 Sessions ~  [%) q ECu

36 sec

n for your

. Voice call request from Joe Smith T Copilot i
Countdoum: "

v m St Al-powered helg with salving customer issues Ms such as

m Reject Ask a question  Write an email Salesforce. Enrico, custome ice agent at NW
Traders, has logged into Salesforce

%) Northwind Traders Home | Pages - | Q  Signin

Console w

Customer

v

nent process,

Active (0) inz or if there was

Embrace Adventure with Northwind Traders - Your Ultimate Partner in Exploring the Unseen!

Choose from a variety of products to help you explore the outdoors. From camping to hiki we have you covered with the best gear and the
best prices.

ems resent to me as soon as possible? Al ly, woulda =

est your our atteation to this

< in resolving th

. promptly. T appre
Hi Enrico, what do you need?

You currently do not have any
active sessions. t B
Northwind Traders

Great news! Your order (#X120E ) for
the Trailmaster X4 tent s scheduled for
delivery in five days

° Anything else | can help with?

That's perfect, thanks! One more question
¢ Trailmaster X4. s the product

vaterproof?

Tents

Unfold adventure with Northwind's range of tents - your portable home under the stars. From intimate two-person camping shelters to family-size
canopies, our tents are your ticket to escaping the ordinary and embracing the great outdoors.

Since the chatbot has access to both the NW

e and intemal knowledge b ° Yes, the Trailmaster X4 tent is
completely waterproof.
related questi | e e
0 s there anything else | could help you
with?

containment and frees your agen y message B

PREVIOUS CLICK TYPE YOUR MESSAGE L ai)

C\ D365PPUG UK




Dynamics 365 Contact Centre

Next-generation self-service from Nuance and Microsoft Copil ¢ 310 XY =T [ =T

I Al | RIRRNE |

@ Northwind IVR

RO Ute tO th e 1 . Your TrailMaster X4 is covered

for 90 days. Do you need to

rlght agent ' start a return?

‘ ’ ° Serena D. (Mobile)
\ i\ Um, maybe | just need help
setting it up.

° Shawn H

Can | still return this shirt if
it's been more than 30 days?

@© Northwind IVR

Q Agent skills and availability | Sure thing. Let me connect

you to an agent.

¥ Northwind Chatbot

ustomer sentiment
Hello Shawn, | see you're ~ ' 6 Sessions »
asking about our return policy ) ’
I'll look that up for you! ‘ /K @ “ ws

Incoming call from Serena
27 «

e Countdown: 32 sec

‘»t‘l\.'. more

As a platinum member, returns
are permitted up to 60 days
from purchase. Would you like
me to start the process for you?

@ Serena

} 9 Il

C\ D365PPUG UK




Dynamics 365 Contact Centre
CCAAS: Contact Center as a Service

A Copilot-first Cloud Contact Center to transform service

experiences

Q=

C‘ D365PPUG UK

m Customer details

(tmn

D Timelee haghlgity

™ Timeline highlights £

« Serena purchased the TrailMaster X4 July 18th using
a rebate of 5840 loyalty points and paid for expedited
shipping.

* She contacted Northwind support 2 minutes ago and
her case was escalated.

+ Serena needs assistance in assembling the TrailMaster X4.
There have been recent complaints that assembly
manuals have not been printed in the localized language.

| O cory JO) 49

Al-generated content may be incorrect. Make sure Al-generated
content is accurate and appropriate before using. See terms

" Copilot '

L

R I WNoin o e

o Preston. what do you need’

R I e T s T



Dynamics 365 Contact Centre

CCAAS: Contact Center as a Service

A Copilot-first Cloud Contact Center to transform service expeg=li{d=5

ncomin

-

Avp spond W Aliandored 1ote Omgoeng Ay harctin ime

4587 35 01:03:29 00:14:19 22.71% 18 00:41:00 89%

irews ot 0ne Cvee e Qo Cormversations by status
[P PO U —
o . - B verry B W
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Evolving Microsoft's
Certifications for Dynami
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etirement of the three Dynamics 365 SEIEER

ustomer Insights certifications and exayB

Microsoft -

Microsoft

Sharon Smith

has successfully passed all requirements for

Sharon Smith

has successfully passed all requirements for

Microsoft Certified: Dynamics 365 Sales Functional Consultant Associate Microsoft Certified: Dynamics 365 Customer Insights (Journeys) Functional Consultant Associate

Credential ID: 64530B699AE56E52 Credential ID: FI0BATAOD4D79179

Certification number: 460D49-20152E

Microsoft
CERTIFIED

Certification number: D33SB8-9EDP51

Earned on: September 9, 2023 Earned on: October 7, 2023

gﬁlr N

Satya Narayana Nadella

fafr N

Satya Narayana Nadella

ASSOCIATE

* %

Expires on: September 10, 2025 Expires on: October 8, 2024

+ Online Verifiable +~ Online Verifiable

= Microsoft

Sharon Smith

has successfully passed all requirements for

Microsoft Certified: Dynamics 365 Customer Insights (Data) Specialty

Credential ID: B166538B619958A2

Microsoft
CERTIFIED

Certification number: A6G9C3-4DD32E

Earned on: December 16, 2023

'Q'JT N

Satya Narayana Nadella

Expires on: December 16, 2024

+ Online Verifiable

C‘ D365PPUG UK




The new Microsoft Certified: Dynamid3e{s
Customer Experience Analyst Associ@i=

Merging Sales & Customer Insights certs - then what?

Evolving Microsoft Credentials for Dynamics 365

By Gretchen LaBelle Evolving Microsoft Credentials for Dynamics 365 -
Published May 16 2024 09:00 AM 3 13K Views Microsoft Community Hub

Coming soon: New Microsoft Credentials for Dynamics 365
The new Microsoft Certified: Dynamics 365 Customer Experience Analyst Associate certification

C‘ D365PPUG UK
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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

Merging Sales and Customer Insightsge=lgijile: 1=
_ th en Wh at? ilnve:stme,:;ireas A _ Q Dynamics365cUstomennsightsandDynam:s’asiSa|es... COEM

Customer Experience

( 2024 RELEASE WAVE 1 >
=

E s
D R ——
2023 Release Wave 2 ) | G NN E,}')

.......

Unify sales and marketing
Tear down data silos and gain a ubiquitous understanding of your customers through a unified view of data across the

organization and improve your business outcomes across marketing, sales, and service.

2024 Release Wave 1

Copilot and Al innovation
Boost your productivity by harnessing the power of generative Al. As your dally assistant, Copilot in Customer Insights

automates manual tasks and helps you be more creative, ultimately leading to better business outcomes.

Moments that matter
Understand your customers’ expectations and identify the most effective communication channels and touchpoints to

trigger interactions that will successfully engage customers in the moments that matter.
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Transforming Seller
Effectiveness with
Dynamics 365 Sales Copilot
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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

C\ D365PPUG UK —




Transforming Seller Eff
365 Sales Copilot

Copilot assistant homepage

Dynamics 365

@ Home

My Work
@ Copilot

&/ Sales accelerator

Activities

% Dashboards

Customers

Accounts

R Contacts

Sales
& Leads
I} Opportunities

5’7\ Competitors

Collateral

Quotes
Orders
Eé Invoices
@ Products

Sales Literature

Marketing

B Sales

C‘ D365PPUG UK

0 Search

T. Co p| lot Preview

® Recent v

57 Pinned v

Get info Ask questions
Get latest news for accounts What's newly assigned to me
Show my pipeline What's new with my sales records

Use the % menu for more suggestions.

Here's the pipeline of your open opportunities ordered based on est. close date.

Deal tracker  Sales funnel

Probability
S

05/01/24

@ 1-Qualify @ 2-Develop @ 3-Propose

ute « Est.r €110

c Design In

®

Fst. reventie €39

Alnine Ski House «

Ask a question about the data in the app. Use

Make sure Al-generated content is accurate and appropriate before using. See terms

08/01/24

Est close date

@ 4-Close

& 7 Café Corto Espresso Machines for Graphic Design Institute

to reference data

Low Waste Technology - Organic and Shade-Grown Coffee Beans
00

ectiveness witjlin)%

Stay ahead

Prepare for sales appointments

Show emails that need follow up

Show my pipeline

namics

New look Q Q




Transferring from the immersive Copifels
experience to Copilot chat.

Immersive experience working in sync with the Copilot Chat Si =11

Dynamics 365 | Sales Hub O Search Newlok @@ Q@ + & 2?2 @ B &

= L] Copilot  preview

@ Home @ 1-Qualify @ 2-Develop @ 3-Propose @ 4-Close
@ Recent v

_ & 7 Café Corto Espresso Machines for Graphic Design Institute <L, Summarize (3
X7 Pinned 4 Graphic n Institute + Est. revenue €110,000.00

My Work

& Low Waste Technology - Organic and Shade-Grown Coffee Beans
Al Ski H Est. revel 0
| @ Ccopilot
% Sales accelerator & 8 Café A-200 Automatic Espresso Machines for Fourth Coffee
Fourth Est
Activities
& 10 Airpot XL Coffee Makers for Alpine Ski House
Dashboards A 5 E :
Customers & 18 Airpot Coffee Makers for Northwind Traders
Northwind Traders + Est. revenue 0
Accounts
Show more
R Contacts
(3 show all
Sales 4 9

& Leads

(0] rtuniti
[3 Opportunities Summarize opportunity "7 Café Corto Espresso Machines for Graphic Design Institute”

,(’7\ Competitors

Here's the opportunity summary for 7 Café Corto Espresso Machines for Graphic Design Institute.

Collateral « The Est. revenue for the opportunity is €110,000.00, which helps in revenue forecasting.

The Customer Need is that the customer wants to outfit their offices with automatic espresso machines.

B Quotes The Proposed Solution for the opportunity is Café Corto Espresso Machines meeting the customer's
Orders requirements. o

The expected Est. close date of the opportunity is 6/3/2024 for accurate revenue forecasts.

The Annual Revenue for the account linked to this opportunity is $120,000,000.00 under the Account entity.
The Primary Contact, Aurora Badillo, from the Account entity serves as quick access to contact details.
Aurora Badillo holds the job title of a Sales Manager under the Contact entity.

B Invoices

@ Products

Sales Literature Ask a question about the data in the app. Use / to reference data

Marketing o

H Sales

<>

Make sure Al-generated content is accurate and appropriate before using. See terms
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With the full Opportunity record in ST ilcRigl=

Copilot-generated Summary in

Navigating the app without losing context

Sales Hub L2 Search

New look ‘) Q
o

Dynamics 365

=1 Save | I New & Collaborate {§ Closeaswon (%) Close as lost Recalculate & Sequences T Connect sequence ® share -
@ Home Chat

1111=8Side Pane.

+ & 2 o ®

Copilot

Summarize opportunity “7 Café Corto
Espresso Machines for Graphic Design
Institute”

Here's the opportunity summary for 7 Café
Corto Espresso Machines for Graphic Design

itute.

The Est. revenue for the opportunity is
€110,000.00, which helps in revenue
forecasting.

The Customer Need is that the
customer wants to outfit their offices
with automatic espresso machines

The Proposed Solution for the
opportunity is Café Corto Espresso
Machines meeting the customer's
requirements.

The expected Est. close date of the
opportunity is 6/3/2024 to aid in
accurate revenue forecasts.

The Annual Revenue for the account
associated with this opportunity is
$120,000,000.00 under Account

The Primary Contact for this account is
Aurora Badillo who holds the job title of
Sales Manager under Contact.

The product involved in this opportunity
is named Café Corto under Opportunity
Product.

A notable strength identified includes
Grinders overtaking market share due to
their accuracy in grind size in B2B

Recent N - . . . .
© 7 Café Corto Espresso Machines for Graphic Design Institute - saved Graphic Design Institute ~ 6/3/2024 €110,000.00 Sharon Smith
% Pinned v Opportunity - Sales Insights ~ Account Est closedate  Est revenue | Owner
My Work Sales Process @ O O O
A for 12 days Qualify (12 D) Develo Propose Close ?
p P
@ Copilot
Summary Relationship analytics  Quotes Products Related -
%/ Sales accelerator
Inst
Activities Key detail .
tai
Dashboard €y cetails Upnext © O Opportunity score ®
ashboards
Manage your activities .
Topic 7 Café Corto Espresso Machines... S ) vities b ing th B b Grade A
Customners ee upcoming activities by connecting the opportunity to a sequence or by 7 Improvin
creating an activity. Learn more P 9
AV Contact [’ Aurora Badillo x pel . ) .
aa Connect sequence Create activity A Estimated budget is $110,000.00 ()
R Contacts Purchase timeframe i
Uifis QUETiEEr A Purchase timeframe is this quarter (O
.
Sales Currency * & Euro X 0 Timeline + A 7 A Decision maker identified ()
£y £ Search timeline v i i
& Leads Budget amount I ETIID Purchase process is committee @ .
I [ opportunities & Enter anote.. 1] Details
Purchase process Committee
2
2 Competitors scored on 6 0] .
Description Buying new machines for their
Collateral current offices. .
Quotes Assistant
y .
Crie Get started o
R Notifications
® Invoices
. Capture and manage all records in your timeline.
@ Products More info O 1 reminder ~

Sales Literature Opportunity’s close date has
passed

T 7 Café Corto Espresso
Machines for Graphic Design

Institute

Marketing

C‘ D365PPUG UK 8

Current situation

No espresso machines in their facilities.

Ask a question about the data in the app. Use
/to

reference data

B¥lre Al-generated content is accurate and
appropriate before using. See terms




Copilot in Dynamics 365 Sales Road

With further enhanced features in the Roadmap

C‘ D365PPUG UK

Copilot in D365 Sales Roadmap

& Copilot Chat

Understanding customer

Summaries - Lead, Opportunity, Account
Get Cl insights in Lead summary
Stay on top of what's changed with your records
Account News
Use AI to prepare for meetmg
af

Acceleratlng Deals

Summarize RFP document

Q&A SharePoint documents from within Dynamics
Get recommendation on content e.g., Product
catalogue, Case Study etc.

Chat - Natural language chat on Sales Data

Natural language chat e.g., get insights of a record
details, ask questions on related entity

Chat with Copilot using Sales specific language like
Sales pipeline, Deal value, Customers | have not
contacted since last 2 weeks etc.

Get calculated insights like

= Conversion rate

= Sales cycle & size

* Win rate

* Business growth

& Embedded

Email Copilot in Dynamics Sales
+ Draft Sales email using Copilot
* OOB Prompts
* Custom prompts
* Enhance your email using Copilot Email Assist

Opportunity summary as a widget

& !mmersive

Understanding customer

All the skills available in Copilot chat
Landing page with customizable insights
What's newly assigned to me

Pipeline view with graph

Accelerating Deal

All the skills available in Copilot chat
Email follow-up
Get insights across your Dynamics records

Chat Get insights across Dynamics Sales

All natural language chat capabilities similar to
side car but the context is across Dynamics 365
Sales

Sales pipeline - with chart

Listing of records based on direct field queries



ANY
QUESTIONS?

in| Www.linkedin.com/in/heuristicdev

®| https://heuristicdev.co.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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Feedback Form

https://www.d365ppug.com/uk/
feedback
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QR Codes

Classification: Confidentia

D0
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|
Agenda
https://www.d365ppug.com/uk/
schedule
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