®
‘POWERED BY«':i“ DUG

—~ B "t | v @\ 3
1% Customer Engagement <

A DYNAMICSCON PRESENTATION
dynamicscon.com/virtual



The Shifting
Landscape of the
Dynamics 365
User Interface &
User Experience

The DynamicsCon
Vitual Edition



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 B

Lead Architect on ANS Group's Microsoft FastTrack Portfolio Program
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Today'’s Agenda

Where were we in Part 1?
Where were we in Part 2?

Spotlight on: Dwell Times
e Copilot Immersive Homepage

« Copilot for Sales & Project Sophia
The Future: Al and Autonomous Agents




Meet: The Shifting Landscapes

- aka ‘Relegated Timelines
and Replaced Business
Process Flows’

Fynamic Booking ¢

20 November 2023 | Dynamics 365 First Party Apps

Relegated Timelines and "replaced” Business Process
Flows

Are these changes signposting a fundamental transformation in the way
we work with the out-of-the-box Microsoft Dynamics 365 Business

Applications? 8

Continue Reading




Part 1: 28 February 2024

Microsoft’'s London Offices
in Paddington

Dynamics 365 &
"‘ Power Platform
h/

UK User Groups



First Hints: 2023 Release Wave 2: Dynamics 365 Field Service

Dynamics 365

B o Bswe & saves&Cose + New [MBook [ Rebook [ Delete () Refresh
£ Home
® Recent v
Sample_WO013799
% Pinned - Work Order - Work Order
My Work fork Order Business Pr p ® N
for 35 da Work Order (35 D) Schedule Werk Order Close Work Order
D Get Started Active for 35 da =
Summary Settings Products  Services Ser ACVEforsdars Related Q. Search
Dashboards R—
ccount * 3 Eourth Cof . x
Scheduling GENERAL TR I 74 P z .
Account A Fourth Cof.. X CUSTOMER DETAIL ‘ E @ save & Savesclose New Delete Redresh
| B Work Orders N @ Home
Work Order D Sample WO13799 A Waterflo., %
[0 Schedule Board Number .
Priority 1l Urgent x 85% 1/8/23 956 AM toso Lid
R Bookings Servioe Account 8 Fourth Cottes X Urge Email 3
Eourth Colfes R = 2 Pinned oeder (preview) v weved
Resource Require. raer B Disgnosis.. x claudia@pmgdemo.onmicro
Billing Account x
2 ‘ - Address Phe General ¥ g T R Relate
& Requirement Gro. Sharon Smith VA
B Time Off Racuests Functional Location - ks 8 Repair call
mcomrcsoemm—nady | March 2024 @ 9am. Detat
[f Time Entries System Status —— T ) ] € Copllot recap reavaw Generate recap
‘ INCIDENTS
Customers Substa ? Modified on: 5:47 P Water flow issues Sut, @ Unscheduled
N Booking suggestions
" " Cafe Duo-Device Contr
o) e oo = T Phone Call from: & Alex Baker Active v @ s Schedaling
- B Laccacsemm i Reschedule of Diagnosis & Repai - High e
. Contacts Booked call missed. Reque: = | | e B
Price List lar Prige List X : 2 Work cex = AV "
rice Lis 3 Reguiar Price view mere B B Contoso Lic 2 v
Service Delivery o ) 1
Work Hour Template BOOKINGS <
& Cases o and repair X
Work O o
D Work Order Summary i Cafe Duo machine.
e. Conduct repairs as Sevht type (@ HVAC fll system duagnosis and rep. M-500 PM

B s 5 .

Tracdde 8 flecuricl X A

Time entries

hancler, cols, heat

Customers TIare LpGIaes

Everything's Important... .
Luntil it isn't

required above

80th

aliey between

LN L

A i




2024 Release Wave 1: bynamics 365 Sales
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ly Waves: Transformational combination technologies
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Part 2: 24 June 2024

Kings College London
Strand Campus, Safra ‘Hall’




Minding the Gaps: D365 Customer Service & Sales

Agent scripts

Agent Scripts

v Greet Customer

Bmld out the steps for your Agent Script Vi Mt Compbel (ol T

contacting Contoso Coffee Su
work together to find a solutio
for you

Update case

Resolve case

O Copilot rew

Wsse G Soes

Greet Customer

Curtomer suppory

Hi {anchor._customerid_value@OData.Community.Display.V/1.Formg X

Customers

. Thank you for contacting Contoso Coffee Support.

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

- @

Customer Service Agent Scripts | -

Low Waste Technology - Organic and Shade-Grown Coffee Bioans

Copilot Home Page |
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New Stops: D365 Customer Service & Sales

‘r—

Email arrives

Early Access Preview

COpiIOtS with agent Eé Copilot triggered : - l
capabilities K s =z
understands opens new looks up Contact Center 2 g Aaeon Kane ‘

Can be triggered by events - intent of email service ticket account in CRM

not just conversation B e m .

checks previous checks places the

3 nventol order
Automates and orchestrates long SO sdiobiasl

running, asynchronous copilots

Follows human guardrails
and asks for help

replies to sender with status
and asks if they're satisfied

Hi Adwsn, what do you need Recent cases

Monitor, learns and improves , M R AR O it v oo O oo

with each interaction oo %"
gets confirmation

closes ticket

Update shipping address - 12/2821 - Cosed

e PR pe— A% gomorvtend cortet ey e Products cwned

Product Warranty Guoraty

Copilots with Agent capabilities
Contact Center as a Service
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New Stops: D365 Customer Service & Sales

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

Three into one...
...does go? But where next?

ASSOCIATE CERTIFICATION

Microsoft Certified:

Dynamics 365 Customer
Experience Analyst
Assoclate




Dwell Times: 2024 Relea Wave

Deep Dives:

Customer Service and

Customer Experience

(2024 RELEASE WAVE 2 )

HeuristicDev T | 7 Ldoloy
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2024 Release Wave 2: bynamics 365 Sales
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2024 Release Wave 2: bynamics 365 Sales

Dynamics 365
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Dynamics 365
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2024 Release Wave 2: bynamics 365 Sales
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2024 Release Wave 2:

Dynamics 365
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Copilot for Sales: Project Sophia

] 4+ Mew workspace

04 Sales Performarce s

Help me optimize the s

s performance with a focus on sales representat...

Overview

Quick Overview
Thie Excel fle ‘Sales Performance’ containg data on
50 accounts scross vanous industries. It includes
details such as account name. industry, annial
revenue, revenue target, key decis'an-makers, main
chalonges, sscount cbjoctivas, kay
products/services, contract renewal date, pipeline
value, compatitors, account relationship strangth,
marketing campaigrs, upsell/oress-sell
OppOrtunizies. next action steps, salos rop, and
territory.

Analysls

* Top Accounts in Education Industry: The
fop three accounts in the Education industry
By annual revenue are E-Leam Pro
1$5.200,000), EduGaming Ce. ($7,500,000),
and Education Innovators (56,400,000

 Top Accounts In Energy Industry: | the

Enargy industry. the top throe accounts by

aneual revenue are Green Energy Co.

1§8.220,000), Green Energy Co. ($3.020,000),
and CleanWater Technologies ($4,200500)

Tep Accounts in Finance Industry The top

three accounts in the Finance industry by

annual revenue are Financlal Solutlons

1§25 800,000). Financial Services Inc.

$15,222,000).

* Top Accounts In Healtheare Industry: In
the Healthcare industry, the top three
accounts by anrual revenue are HealthFit
Solutions ($14563,000,

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

300

5 200M

Annual Revenue of Each Account Grouped by Sales Rep

Travel Adveniures Lid
Tech Wald

FRoboTech Inc.

Pirk Transport Salutions.
Hialth Snacke €'n

B Al cursor Preview
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Suggested next steps
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Fellow ug action
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1 Identify key challenges and objective...

Explore o analyze data

Evaluate the performance of each sal...
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1 Examing the effectiveness of differen...
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Copilot for Sales: Project Sophia

) =+ New workspace

e

fe

Project Sophia Project Sophia

Explore solutions to complex business problems with Project
Sophia's infinite, Al-powered canvas Explore solutions to complex business problems with Project
Sophia's infinite, Al-powered canvas
Sales and marketing Customer service

Sales and marketing Customer service
+ Add data

Sales and marketing Finarxce Cundonmer ser vico

Close deals faster See how revenues Improve queue
compared to efficiency
budgets or.

+ Add data

Corming soon Corming soon

Sales and marketing Franoe Cuntoeray ser vice Sabes and murketing

Close deals faster See how revenues Improve queue Meet revenue
compared to efficiency targets
budgets or

Coming soon Coming soon Cormung soon
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Copilot for Sales:

e .

Account plans may help account managers and sellers effectively o
meet targets and grow revenue. To get started, upload one or more
recommended below. You can always add more data later!

o Sales (eg. revenue, units sold, usage, geography or teritory, cut
Pipeline (ideally with status indicators: proposed, active, and clos

Customer information (.g., support case history, customer satis{
acquisition dates)

Recent
@ Default

@ SalesD:

Use data from
@ Dataverse

© Dynamics 365 Sales

@ Dynamics 365 Customer Service

csv, s, or .pdf)

Domain: Sales and marketing A ‘
g Open
& v N > Per - Microsoft > Sample dataset > Demo Guides > Account Planning Data
Organize ~ New folder
A Has (J Name Status
W) Gallery 89 Accounts demo data ©]

v @ Per - Microsoft
@l Desktop
- Documents

Microsoft Edge

Microsoft Tean
Notebooks
ﬂ Pictures
Recordings
> Sample datase

Shared Docum

Shared Docum

Snagit

roject Sophia

89 Pipeline demo data

()8 Sales History Demo Data
s

Type: Microsoft Excel Comma Separated Values File
Size: 2.57 KB

Date modified: 2/7/2024 3:20 PM

Availability status: Available on this device

Activity: Shared

File name:

)

Type

| Custom files v

Upload from mobile ‘ Open Cancel
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Copilot for Sales: Project Sophia

(AW + Newworkspace [IC)

V/ ® Domain: d marketing Data | | A
v Keepit () W
I§ i R

nerated content Guide =

Account plannin |
/ i 9 Al-generated account plan

) Data strength ® A - Vi ® in: v [ pata | | A

Account plan summary

The goal of this account plan is to draw an actionable roadmap to manage the account portfolio effect
analysis of historical and projected data, the priority accounts within the territory were determined. The

for growth, upselling opportunities, industry specifics, and account objectives. Highlights of this plan in 7 t O
strategic account prioritization, and a recommended action plan to achieve significant account growth 1

¢ HIgn PerTorming Accounts

Guide)) ¢ Refere 1. The Phone Company showed  total consumption of $750,000 in the most recent quarter, the highest among all. Given their objective to drive revenue
" growth and their industry that necessitates consistent technical advancement, there seems to be an apparent upsell opportunity in real estate investm{ LI I EE 2y
& Z £ Q Account planning consulting. Their contract renewal date is 4/1/2024, providing ample time to strategize enhancements. However, relationship strength with this account is

Monthly projected usage over;time Numberaf.« [ oatastrength @ limited, which may need amending to maximize the opportunities

2. Fabrikam, Inc., with a total consumption of $510,000, aims to expand their market presence. Given their standing in real estate and the fluctuations in
housing markets, upselling opportunities exist in real estate investment consulting. The account managers should keep in mind the limited relationship

== strength while formulating a strategy.

=== 3. Lucerne Publishing also has  considerabl of $510,000. Their main challenges are project delays that may be an opportunity to upsell
personalized marketing automation, aligning with their objective to improve project efficiency. The relationship strength is limited and needs enhancement

North [N for fruitful results.

West

South

November 2023
Date: 11-01-2023

To improve your account plan, continue uploading data. 4. Tailspin Toys shows identical consumption trends to Lucerne Publishing, but operates in the retail industry. They aim for supply chain optimization, and
Monthly Projected Usage: 500,000 tast A upselling luxury upgrade options could be a promising strategy. Their limited relationship strength needs attention.
Examples: 0 —_ . VanArsdel Ltd., despite their challenges of project delays, remain a valuable account with $510,000 worth of consumtion. Upselling luxury upgrade options
* Pipeline: probability, status '3 Aug 23 could contribute to their market expansion goals. Limited strength un the need for building strategies.

* Account Manager: target

Account Prioritization for Increased Growth

Upload or connect more data to . - . : .
el o 1. With a value of $110,000, Fabrikam, Inc. should be a priority. They aim to expand market presence and their real estate business indicates promising 2
e opportunities for increased growth. With potential upsell real estate investment consulting services, personalized strategies for this account could result in a
Chart To improve your account plan. continue uploading data. substantial revenue jump. . . . 2 A
2. The Phone Company occupies the second spot, with a high value of $75,000. Their objective is to drive revenue growth, signifying the need for innovative
Examples: solutions. Upselling real estate investment consulting services could tap into potential growth areas.
* Pipeline: probability, status 3. VanArsdel Ltd. stands third in line. Their objective of market expansion in the construction industry aligns with potential growth opportunities. A value
* Account Manager: target proposition focusing on upscale luxury upgrade options might increase their account worth.
The analysis didn't yield two more accounts due to lack of sufficient data.
© Continue exploring your data
ERll Upioad o connect more data to
increase your data strength
Action plan
a. Tailored Sales Pitch: Cater sales efforts to each company’s unic () Rewrite mpponunmes. For Fabrikam, Inc, focus might be on real estate
investment consulting services, whereas, for The Phone Company, it could be on compliance structures. v)
This product s in preview. See terms
@ Continue exploring your data
+,
L >
Mlursor|  Select aQ & @
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