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to our Sponsors...
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Platinum Sponsor
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Gold Sponsors

ANEEEEAAAEAAA

L

A AR

automate your documents ;
integrate your data

L

R R
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L

77
7

With Thanks

AGILECADENCE Lightning

- Telefonica Tech
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5 DY:o 495 | 1\ scrm-addons.com

\ 4 Your company for MS-CRM ADD-ONS!
CloudSurge | oGIQAPPS U4
UNLEASH YOUR POWER Ics

powered by

I
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Bio

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

« Specialising in Customer Experience and Customer
Service apps

 |ead 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

#ScottishSummit2024 ‘
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Road %

. <
Where were we Where were we Spotlight on: >
in Part 1 in Part 2 Dwell Times

Copilot
Immersive Agent Scripts Sales Sequences
Homepage

#ScottishSummit2024




Veet: The Shifting Landscapes )

\

aka ‘Relegated Timelines &
and Replaced Business

Process Flows'

Stk 08 e previons boutmn pustubbe s e

N ) /. 3 £ . s 3
#ScottishSummit2024 ‘




28 February 2024

Microsoft's London Offices

in Paddington

Dynamics 365 &
"‘ Power Platform
A/

UK User Groups

#ScottishSummit2024
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2023 Release Wave 2: Dynamics 365 Field Service

Newlook @D ©

Dynamics 365 Field Service

+

Sample_WO13799

‘Work Order Business Py @
Active for 35 days Work Order (35 D)

Summary

Customs

€ Copllot recap rav Generate recap

{9 Unscheduled

Booking sugg

Everything's Important...

Customers

A Ac o Find mare availability

...unfil itisn’t

Contacts

#ScottishSummit2024



Dynamics 365 Sales

.......

Multiple Sequence Steps

“Agile” Lead Qualification

#ScottishSummit2024
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Transformational combination technologies

Dynamics 365

Get started # Brief

48 tha VanArsdel:
Lead generation campaign

Brand Profile

T Project execution

o
\Pagn 15 10 generate 100 new retad lesds, echcate

hev regon, and

Engagement A n he new beverage ine.

Promation

Audiences (2

Overvie

Quick Overview

Customer Insights: Project Board

¥ by
nclal Sokutions
ncial Services Inc.

Project Sophia (spoiler alert!)

#ScottishSummit2024



24 June 2024

Kings College London
Strand Campus, Safra ‘Hall' &

the BIG stage
I i

#ScottishSummit2024 ‘
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D365 Customer Service & Sales

Agent scripts

Agent Scripts

Bui

~ Greet Customer

Id out the steps for your Agent Script

rics 365 | Cuntorme

> Update case

> Resolve case

 Copilot news

Hi {anchor._customerid_valu Data.Community.Display.V1.FormattedValu
. Thank you for contacting Contoso Coffee Support.

We will work together to find a solution that works for you.

Customer Service Agent Scripts
Copilot Home Page

#ScottishSummit2024



& :
Email arrives

~ Early Access Preme!}
Copilots with agent E?a Copilot triggered
capabilities
a understands opens new looks up
Can be triggered by events — intent of email service ticket account in CRM
not just conversation
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 ° Gats Conmation
1 ¥

closes ticket

Copilots with Agent capabilities
Contact Center as a Service

review] B

order hist

Copilot Studio innovations & CCAS

i ath by coomy TS ‘

Contact Center

#ScottishSummit2024



Certifying D365 Customer Experience Professionals

Retirement of the three Dynamics 365 Sales and
Customer Insights certifications and exams

ASSOCIATE CERTIFICATION

AESOCLATE

‘W Microsoft Certified:

Dynamics 365 Customer
Experience Analyst
...does go? But where next? Associate

Three into one...

#ScottishSummit2024



2024 Release Wave 2

Deep Dives:

Customer Service and

Customer Experience

2024 RELEASE WAVE 2 )

S

HeuristicDev

and the Shifting Landscape

#ScottishSummit2024



Dynamics 365 Sales

Good morning, Radi

From ‘Wrapper’ to Copilot Immersive Homepage
#ScottishSummit2024




Dynamics 365 Sales

DA U B 70
7 A
7 Dynamics 365 ales Hub

2 Copilot #e

AR A

0 Espresso IV < for Graphic D stitute
L, 2 orto Espresso Machines for Graphic Deslgn Institut

Low Waste Technolog vic and Shade-Grown Coffee Beans

8 Café A-200 Automatic Espresso Machines for Fou

DL
Asrpaot XL Coffec Makers for Alpine Sid Mouse

18 Aupot Coffee Makers for Northwind Traders

.
:
|
.
7
.
.
/
|
7
’
/
/
L
é
i
.
|
.
7
.
.
/
|
.
.
.
/
|
L
.
A

G

Summarze

ANEEEEAAAEAAA

//////////////WW///////////////////////
nr's the apparin ity summan,
* The Est, revenwe 1o 190 0p00 5
* The Customer Need & 1wl the cuslom $ fo 1t 5 with 2 anso machones
* | h= Proposed Schution | C

requirements,

The capected Est. close date

The Annual Revenue o7l o

he Primary Contact Aur

A AR

L

Lterature

Marketing

L n Sales

Conversation with Copilot in the Immersive Workspace
e #ScottishSummit2024
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Dynamics 365 Sales

SIS 57
7

Dynamics 365

 Copilot

Chat

AR A

& x . 7 Cafe Corto Espresso Machines for Graphic Design Institute - sswu phic Design In ¢« 6 £110,000.00

22 revesue

d h Sunenaniac oppoaunity 7
Pinre y Opportun Sales inaghts »
Wiy pportunity -~ Sakos insig Exprwsso Machines for Geaghic D

Irstibte”
My Work Sales Process @ § thate
Active for 12 Cayy ) Qualify (12 D) f )

Copdot
Summary  Hela 2 Ayties Quotes  Pro

G

w ESt revenue |
Up next ) Opportunity score (0 £170.000.00, which i

Manage your activities ocasting

st6 Coro Fepressa Machines., Geode A » Customner Need 1 1hia) 1 }
T 1) | . " o CUSIOMEr Wan's &0 1 thalr offices
: o Dbk 4 ~* Improving s
2 : eressn machines

T Proposed Solution “or the
Estimated budget 5 $110,000.00 tweity bs Cald Carto €

.
:
|
.
7
.
.
/
|
7
’
/
/
L
é
i
.
|
.
7
.
.
/
|
.
.
.
/
|
L
.
A

DL
Purchase timeframe is this quarter (2

Timdine ' Fom) Deawon maker identified
search simeline

Purchase process is comenittoe

e

ANEEEEAAAEAAA

WWWW
holds the jcb tite of
hines for their

Get started

A AR

fication,
L Notificatiors

More info .

reminder

portunity’s close date has
pessed
T Caké Corto Espresso
Marketing Aok Machines for Graphic Design

Institute

L n
&
Sales

Conversation transferred to the Copilot Side Pane
— #ScottishSummit2024
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Dynamics 365 Sales

Copilot Immersive Homepage ‘Dashboard’
#ScottishSummit2024
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A AR

L T

AR

2

LI

) 4+  Mew workspace

A

Transmogrification with Project Sophia

sccurate and appraprisie before ung A

A

A

AR

AR

L

04 sales Performan e sis
.

Hulp me optirmize the ssles performance with & focus on sales representat..

W
Owverview

Quick Overview
The Excel fle ‘Sales Performance’ cantains data on
50 accounts scross warious industries, It incdudes
details Such B3 ACOOUMNT AT, INEJSLTY, SNnILY
revenue, revenue g, key dacision-malers, main
count objectives. koy
productsfservices, contract reneswal date, pipel ne
valug. competitors. account relationship strangth,
marketing campaigrs, upsellicross-sell
opportunities, next action steps, salos rop, and
berritony.
Analysls
* Top Accounts In Education Industry: The
top three accounts in the Education industry
by annual revenue are E-Leamn Pro
1§35 .200,000), EduGaming Ca. ($7,500,003),
and Education Innowators (58,400,000
Top Accounts in Energy Industry: I the
Energy indusiry. the top three accounts by
anrial revenue ané Green Energy Co.
(§8 220,000}, Green Energy Co. ($5.020,000)
and CleanWater Techniologies (54, 200 000)
Top Accounts in Finance industry: The top
thrée acoounts in the Finanos industey by
annual revenue are Financlal Sokutlons
(525 800,000, Financial Services Inc,
{$15,222,000).
Top Accounts in Healtheare Industry: In
the Healthcare "-('US*.F:.'. the top three
accounts by anrual revenue ane HealthFit
Solutions (414560000} HealthTech
Innovations {§5 300,000, and Wellness
Flrat (33,230,000}

Relationship between Annual Revenue and Pipeline Value for each Sales ...
300

u 2008

e i

Annual Revenue of Each Account Grouped by Sales Rep

Travel Adveniunes Lid
Tach Wald

RoboTech Inc

Pirik Taansport Salulions
Heabthu Snacke f'n

# Al cursor Preview

What are some of the reasons Lena is outperform ng?

= -

Generate as new blueprint

O

Suggested next steps
&7 Ganerate emall draft using the conte...

Foldlow ug adtion

Analyze the comelation betwesn Ann..
Explore or aralyze data

Identify key challenges and objective..
Explore or aralyze data

Evaluate the performance of each sal..,
Explore or analyze data

Examing the effectiveness of diffe
Explore or aralyze data

Generate in place of existing block

This feature i in proview. See

#ScottishSummit2024
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Dynamics 365 Customer Service

Dynamics 365 v Omnichannel for Customer Service

Customer Summary

o Clay Roddy m
n 0 Home loan

Home loan address change
Hi Clay! Hope your are doing Conversation - Customer summary
good today. I've got your request. i
Just allow me sometime to access Details > update address manually
your account to process it.

» update address online

» credit card transaction fee

Home loan address change

Sure Kenny! How much time does Acoount Tenelne v - Welcome t6 conversation
it take? Clay Roddy Home loan address change L

Contoso Pvt Ltd Seattle

@ At st on Demo
X 1425-882-8083 = Normal ! y Kenny {
Just 2 more mins. I'm almost there.

Greet customer
Active

Verify customer

= | > Increase cash withdraw limit
Great! Please ping me once done.

Search and share article

Take note

Conversation details

Live Chat

7 secs

Home loan

Users Q

LA Internal

An Agent Script’s ‘Welcome to’ component
#ScottishSummit2024
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Dynamics 365 Customer Service admin center New look 0 Q + 3

Y

I Save & Close New [2 Deactivate [i] Delete ( ¢ i veck A 2, 2 flow ~ & Word Templates {# Run Report
//////””’/////////////’W//””””////////’”’////’ L Search admin sett...
% Guided channel s... . i
Chat session script - save
Agent script
Customer support

7
.
/
Z
.
.
’
Z
|
.
.
/
Z
L
é
A

~ General Related
WWWW &1 Overview

£ User management

8 Bots Name Chat session script Agent script steps

Channels X 7 P < . -~ " "
Unique Name 2 Contoso_script Name Order Action type

AR A

WWWW

Text 3/15/2024 9:30 PM
Routing

Macro 9/15/20 :37 PM
Workstreams Language *  English (United S

> 3 Macro 938 PM
Case settings

ANEEEEAAAEAAA

Ye<rnn n . o A
Description This a cript is used for chat sessi
7. o ¢ F

Customer settings

Agent experience

Overview

A AR

L ‘-’OYkS;)d(Z?S
Productivity

Knowt

Collaboration

L

Creating new Agent Script Steps for a new ‘Chat session script’
#ScottishSummit2024
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Dynamics 365 Customer Servicg

L

77
7

Macros

AR A

£ Search admin sett...
WWWWWW

Guided channel s...
Name

Customer support
Description

7
.
/
Z
.
.
’
Z
|
.
.
/
Z
L
é
A

= i

[’ Overview
WWWW//////W

User management

Bots

Channels

AR A

Predefined automation actions Built-in

Workstreams

Case settings

ANEEEEAAAEAAA

T [&] Customer settings

Agent experience

Ov

A AR

Norkspac
T L Workspaces

Productivity
Start macro execution
Knowledge 4

Collaboratior
Collaboration Don't see what you need?

L

Creating all Macros with the Start macro execution step as the Trigger
#ScottishSummit2024
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A

Select

Jo)
&

Dynamics 365

Search admin sett...

Guided channel s...

Customer support

B0+ Ok A& 0 % D

Overview
User management
Bots

Channels

Routing
Workstreams
Case settings

Customer settings

Agent experience

2

B
@

Overview
Workspaces
Productivity

Service scheduling

Miscellaneous

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

¢« B o Wsave & Save&Close b New [2 Deactivate [i] Delete () Refresh & CheckAccess A, Assign 2 Flow ~ @& Word Templates

Chat session - default - saved
Session Template

General Agent scripts  Related -~
Set Defaul Script
Agent scripts B Add Existing Agent scr... it Agent Scup

Name 1+ Created On () Set e toggie to Yes to |
2 patticular session type.

Enable build expression
We didn't find anything to show here

Build expression

Dynamics 365 Customer Servicg

Lookup Records

Select record

ing the Agent Script to add to the Session Template

#ScottishSummit2024




Dynamics 365 Customer Servicg

’ 0O Search Action
=
punt-in

Customer Service

Choose an action

connecior

Action

s Set default agent script n ©OH <et default agent script
Bl Agent script connector

Setting the default agent script in the Expression Builder
#ScottishSummit2024
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A AR
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AR

2

LI

Dynamics 365 Sales Hub

Dynamics 365 Sales

New lox

s Home SGQUEDCES

ent
od Sales accelerator
NeC

Sales Insights Werkspace Learn about sequences

s B Cioba . Sequences

Work assignment

Assistant studio
Home
7
Insight cards
Productivity
Conversation intelligence
ZLZLZ Insights (preview)
Auto capture

Email engagement

Notes analysis
Y

Relationship insights
Overview
Analytics and health

N Who knows whom

Automatically create

O

Status

Record type

Max. steps Owner Last modifi... Modified by

Q Shar

ortunity nurturing Sequences
#ScottishSummit2024
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Dynamics 365 Sales

Create a sequence 2
pe Y Filter

Follow up when contacts don't show up Details

High volume outbound prospecting Follow up when contacts don't show up

ption

Jse this sequence to follow up with a customer when they

IEVAIE AR pkoniig aveny don't show up for a meeting. You can customize the

templates and steps to secure another meeting.

Meeting for product demo requests
h - United States

Upcoming account renewal

Webinar follow up 5 days
ys

Contact

Start from blank ‘ Cancel ‘

Create a sequence using templates
#ScottishSummit2024
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L

A AR

L

T T .
n Sales Insights sett... O

T
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Search

Overview
Designer

Sales accelerator nkedin integrs
Workspace
Sequences

Work assignment

Assistant studio
Home

Insight cards

Productivity
Conversation intelligence
Insights (preview)

Auto capture

Email engagement
Notes analysis
Relationship insights

Call to confirm the meeting
Overview

Analytics and health

Who knows whom

o h m letail
Predictive eols Share meeting details

Lead scoring

Opportunity scoring

Dynamics 365 Sales

New |

Sequence starts here

Request for another meeting

Advanced email conditions

Call to request for another meeting

Advanced phone condition

Adding an Exit criteria to the sequence

#ScottishSummit2024



Dynamics 365 Sales

L

77
7

Sales Hub

Properties

Follow up when contacts don't show up for a meeting
Sequence name *
Overview
Designer Connected cor s Follow

AR A

WWWWWWW
Sales accelerator Linkedin v st be turned on to & Ins Description

Workspace
Sequences

Sequence starts here

Work assignment

7
.
/
Z
.
.
’
Z
|
.
.
/
Z
L
é
A

WWWW
Assistant studio Assign to
Home

Request for another meeting

Insight cards

AR A

WWWW Productivity
Conversation intelligence Advanced email conditions
Insights (preview) A

Auto capture

Email engagement @

Notes analysis

ANEEEEAAAEAAA

L

Relationship insights ke a g : :
Call to confirm the meeting Call to request for another meeting
Overview

A AR

D L Analytics and health

Who knows whom
Advanced phone condition
& Share meeting detai
s hare meetiny ails
Predictive models e s S e
|
Lead scoring -

U . .
u Sales Insights sett... O Opportunity scoring

A R

Selecting the field to identify the team member assigned the Lead
#ScottishSummit2024
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W/WWW

LA

AR

LA

(7 7 Analytics and health

Ao

L

Dynamics 365 Sales

L

77
7

Dynamics 365 Sales £ Search

Follow up when contacts don't show up for a meeting @ Active E s B P s[5 € a Deactivate

AR A

//////////ﬁ///////////////////////////////
Sales accelerator Designer Connected contacts
Pinned ;

Workspace

Sales Insights Connected segments (0)

Sequences
bal settings

Work assignment

7
.
/
Z
.
.
’
Z
|
.
.
/
Z
L
é
A

Assistant studio Connect segments
Home

Insight cards

AR A

WWWW Productivity
Conversation intelligence
Insights (preview)

Auto capture
Connected contacts (24)

ANEEEEAAAEAAA

T 7 Email engagement

Notes analysis { Name Progress Current Step Days Elaps... Connected On | Segment Version

Relationship insights

Overview

A AR

Who knows whom

Predictive models

Lead scoring

S

Sales Insights sett... § Opportunity scoring

Connected contacts, showing Progress through the sequence
#ScottishSummit2024
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Dynamics 365 Sales

SIS 57
7

Dynamics 365 Sales Hub Search

AR A

G

25 Zoltan Szabo - saved 9 Sharon Smith

2 Pinned Contact - Contact
My Work Summary D

Copilot

@
5 Salesax CONTACT INFORMATION Fanelive e
I Who Knows Whom

L
Activi Y
Name Zoltan No connections found
Dasht
Start by creating a manu th Zoltan Szak

Last Name Szabé

R Sales Manager
Acc

.
:
|
.
7
.
.
/
|
7
’
/
/
L
é
i
.
|
.
7
.
.
/
|
.
.
.
/
|
L
.
A

L AR LA A Assistant
3

Sal mail pminc.com Notifications
ales 5 z LAMING.COf

®

Leads

No notifications or suggestions

ANEEEEAAAEAAA

' e dified on: 8/2/2024 6:56 PM 5
WWWW ' 2 ¢ ’ e Check back later to see what's new and stay up to date.
: Meeting from: = Jeremy Johnson Closed

Revie he final quotation

10 Café A-100 Automatic Espresso Machines for Fabrikam

A AR

dwards Ave.

L

RECENT OPPORTUNITIES

Marketing

ddress 1: City ° 2 Café Duo Espresso Machines for Fabrikam

L

Meeting from: 2 Jeremy Johnson Closed

Actions from the Sequence appear in the Contact’s Timeline
— o #ScottishSummit2024
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Dynamics 365 Sales

Connect contact to sequence

Sequences connected to the contact record using the same view
#ScottishSummit2024
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Gold Sponsors

ANEEEEAAAEAAA

L

A AR

automate your documents ;
integrate your data

L

R R
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With Thanks

AGILECADENCE Lightning

- Telefonica Tech

AR A

WWWWW

7
.
/
Z
.
.
’
Z
|
.
.
/
Z
L
é
A

WWWWW

5 DY:o 495 | 1\ scrm-addons.com

\ 4 Your company for MS-CRM ADD-ONS!
CloudSurge | oGIQAPPS U4
UNLEASH YOUR POWER Ics

powered by

AR A

N
N
ANEEEEAAAEAAA

Noteworthy

,
MX : Support

% QL3IX < proxiMO=
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LinkedIn:
www.linkedin.com/in/heuristicdev

SRR
VIRRE
CLuB : ‘

29 90O A9 00 NS

Website: % A

www. HeuristicDev.co.uk

For your time

For being you
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