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Speaker Bio

• 8+ Years Experience with Dynamics 365 Apps
• Working on both Global and National projects

• Specialising in Customer Experience and Customer 
Service apps 

• Lead Architect on MSFT FastTrack Portfolio Program

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

LinkedIn: 
www.linkedin.com/in/heuristicdev

Website:
www. Heuristicdev.co.uk

Sharon Smith
Solution Architect
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The Shifting (Nessie) Landscape Roadmap

Where were we 
in Part 1

Where were we 
in Part 2

Copilot 
Immersive 
Homepage

Agent Scripts Sales Sequences

Spotlight on: 
Dwell Times



#ScottishSummit2024Classification: Confidential

Meet: The Shifting Landscapes

aka ‘Relegated Timelines 
and Replaced Business 
Process Flows’
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Part 1: 28 February 2024

Microsoft’s London Offices 
in Paddington 
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First Hints: 2023 Release Wave 2: Dynamics 365 Field Service

Everything’s Important…

…until it isn’t
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2024 Release Wave 1: Dynamics 365 Sales

Multiple Sequence Steps

“Agile” Lead Qualification
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Early Waves: Transformational combination technologies

Customer Insights: Project Board

Project Sophia (spoiler alert!)
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Part 2: 24 June 2024

Kings College London 
Strand Campus, Safra ‘Hall’

On the BIG stage!
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Minding the Gaps: D365 Customer Service & Sales

Customer Service Agent Scripts

Copilot Home Page
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New Stops: Copilot Studio innovations & CCAS

Copilots with Agent capabilities

Contact Center as a Service
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Evolutions: Certifying D365 Customer Experience Professionals

Three into one…

…does go?  But where next?
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Dwell Times: 2024 Release Wave 2

Deep Dives:
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2024 Release Wave 2: Dynamics 365 Sales

From ‘Wrapper’ to Copilot Immersive Homepage
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2024 Release Wave 2: Dynamics 365 Sales

Conversation with Copilot in the Immersive Workspace
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2024 Release Wave 2: Dynamics 365 Sales

Conversation transferred to the Copilot Side Pane
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2024 Release Wave 2: Dynamics 365 Sales

Copilot Immersive Homepage ‘Dashboard’
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The Future: Transmogrification with Project Sophia
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2024 Release Wave 2: Dynamics 365 Customer Service

An Agent Script’s ‘Welcome to’ component
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2024 Release Wave 2: Dynamics 365 Customer Service

Creating new Agent Script Steps for a new ‘Chat session script’
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2024 Release Wave 2: Dynamics 365 Customer Service

Creating all Macros with the Start macro execution step as the Trigger
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2024 Release Wave 2: Dynamics 365 Customer Service

Selecting the Agent Script to add to the Session Template
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2024 Release Wave 2: Dynamics 365 Customer Service

Setting the default agent script in the Expression Builder
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2024 Release Wave 2: Dynamics 365 Sales

Automatically created Lead and Opportunity nurturing Sequences
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2024 Release Wave 2: Dynamics 365 Sales

Create a sequence using templates
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2024 Release Wave 2: Dynamics 365 Sales

Adding an Exit criteria to the sequence
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2024 Release Wave 2: Dynamics 365 Sales

Selecting the field to identify the team member assigned the Lead
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2024 Release Wave 2: Dynamics 365 Sales

Connected contacts, showing Progress through the sequence
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2024 Release Wave 2: Dynamics 365 Sales

Actions from the Sequence appear in the Contact’s Timeline
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2024 Release Wave 2: Dynamics 365 Sales

Sequences connected to the contact record using the same view
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Thank You to our Sponsors…

With Thanks
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Thank you!

LinkedIn: 
www.linkedin.com/in/heuristicdev

Website:
www. HeuristicDev.co.uk

For your time

For being you
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