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A DYNAMICSCON PRESENTATION

dynamicscon.com/virtual

Customer Engagement
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The Shifting 
Landscape of the 
Dynamics 365 
User Interface & 
User Experience
The DynamicsCon 
Vitual Edition
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Speaker Bio: Sharon Smith

• Dynamics 365 Solution Architect

• 8+ Years Experience with Dynamics 365 Apps

• Working both Global and National projects

• Specializing in Customer Experience and Customer Service

• Lead Architect on ANS Group’s Microsoft FastTrack Portfolio Program

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

LinkedIn: 
www.linkedin.com/in/heuristicdev

Website:
www. HeuristicDev.co.uk
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Today’s Agenda

• Where were we in Part 1?

• Where were we in Part 2?

• Spotlight on: Dwell Times

• Copilot Immersive Homepage

• Copilot for Sales & Project Sophia

• The Future: AI and Autonomous Agents
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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



Document Classification: Public

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: D365 Customer Service & Sales

Copilots with Agent capabilities

Contact Center as a Service
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New Stops: D365 Customer Service & Sales

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



Document Classification: Public

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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Copilot for Sales: Project Sophia

An Infinite Research Canvas
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Copilot for Sales: Project Sophia
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Copilot for Sales: Project Sophia
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Copilot for Sales: Project Sophia
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