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GLOSSARY OF TERMS  
 

AXM365 AXM365 company is a Certified Microsoft Partner with the 
experience and knowledge to provide upgrade in business 
processes and technology. 

AX Microsoft Dynamics AX (Axapta), A global Microsoft ERP 
software product for enterprise-level companies. 

  
Azure AD Azure Active Directory is Microsoft’s cloud-based identity 

and access management service, which helps your 
employees sign in and access resources. 

AOS Application Object Server – A server used for sharing 
application objects and information to increase application 
performance. 
 

BI Business Intelligence - A data analysis process that helps 
executives and managers make more informed business 
decisions. 

  
CRM Customer Relationship Management – D365 Product Line. 
  
CSS Microsoft Customer support – dedicated to providing 

quality service for 
Dynamics 365 for Finance and Operations. 
 

D365 Microsoft Dynamics 365 is a set of intelligent business cloud-
based applications that helps you run your entire business 
and deliver greater results through predictive, AI-driven 
insights. 

D365 F&O Microsoft Dynamics 365 Finance and Operations Module. 
 

D365 CE Dynamics 365 for Customer Engagement - the cloud-based 
online version of Dynamics CRM, specifically the 
functionality that deals with customer service, retention and 
support. 

  
D365 BC Dynamics 365 Business Central - the cloud-based version of 

NAV 
  
ERP Enterprise Resource Planning – D365 Product Line 
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KPI Key Performance Indicator 1  – A type of performance 

measurement that evaluates the success of an organization 
or of an activity it engages in. 

  
LCS Lifecycle Services (LCS) 2  for Microsoft Dynamics is a 

collaboration portal that provides an environment and a set 
of regularly updated services that can help you manage the 
application lifecycle of your implementations of the 
Dynamics 365 Finance and Operations apps. 

NAV Microsoft Dynamics NAV is an enterprise resource planning 
(ERP) app from Microsoft Dynamics family. 
 

Support 
incident 

An issue with Dynamics 365 for Finance and Operations that 
the customer encounters while using the service 

Tenant Account you create in the Microsoft Online Services 
environment when you sign up for a Dynamics 365 (online) 
subscription. A tenant contains uniquely identified domains, 
users, security groups, and subscriptions and can contain 
multiple Dynamics 365 (online) instances. The tenant 
created for you has a domain name of 
<<account>>.onmicrosoft.com. 
 

User A single person consuming Dynamics 365 for Finance and 
Operations3, which is associated with a Customer’s tenant. 

 

 

 

 

 

 

 

 
1 KPI – This is a footnote example. 
2 LCS – This is a footnote example that will offer further explanation for a word/phrase. 
3 D365 F&O – This is a footnote example that will explain a term further and further and further 
and further and further. 
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Introduction  

AXM First Level Support AI Automation is a custom AI solution developed by 

AXM365 to enhance efficiency and consistency of first-level support. The 

solution is designed to assist support teams by providing an intelligent first 

point of analysis for incoming requests, helping to reduce manual effort and 

improve response times. 

By analyzing support tickets created in Azure DevOps, the Support 

Automation Agent supports the identification of issue types and suggests 

appropriate next steps. It can distinguish between incidents and change 

requests, offer initial guidance or proposed solutions, and request additional 

information when required. This allows first-level support to focus on validation 

and execution rather than initial investigation. 

The agent leverages knowledge from Microsoft Learn documentation and an 

internal knowledge base of historical issues and resolutions, enabling it to 

apply proven solutions and continuously improve over time. As a result, the 

Support Automation Agent acts as a scalable support assistant, strengthening 

first-level support while ensuring more consistent and informed responses. 
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Design overview 

The Support Automation solution is composed of two main components: a 
Support Copilot Agent and a set of Power Automate flows that integrate the 
agent with Azure DevOps. Together, these components enable automated 
analysis, guided interaction, and consistent communication directly within 
support tickets. 

The solution is designed to operate within the Azure DevOps ticket lifecycle. 
When a ticket is created or updated and explicitly assigned to the Support 
Automation Agent, the agent is activated through Power Automate. The ticket 
description is then forwarded to the agent for analysis, and all interactions are 
reflected into the ticket as comments. 
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The process begins with an initial ticket analysis. The agent first determines 
whether the request represents a change request or an incident. Change 
requests are identified by their intent (such as adding, removing, or modifying 
functionality). When a change request is detected, the agent does not consult 
its knowledge base and instead responds that the request is outside its scope 
and must be handled through the formal change process. 

If the ticket is identified as an incident, the agent evaluates whether all 
required information is available. This includes error details, the scope of 
impact, and the affected environment. If any required information is missing, 
the agent responds by explicitly requesting the missing details. This ensures 
that incomplete tickets are clarified before further analysis is carried out. 

Once sufficient information is provided, the agent proceeds with incident 
analysis. It summarizes the issue and searches its knowledge sources, which 
include Microsoft Learn documentation and an internal repository of historical 
DevOps tickets and resolutions. Based on this analysis, the agent either 
proposes a solution or, if no sufficiently reliable solution can be identified, 
indicates that the issue should be escalated to the support team. 

All agent responses are written as comments on the Azure DevOps ticket. To 
maintain continuity, a dedicated Conversation ID field is used to preserve the 
context of the interaction. When the agent is mentioned in subsequent 
comments, it continues the conversation using the same context, allowing it 
to take previous exchanges into account. 

Power Automate flows act as the orchestration layer of the solution. They 
manage the triggering of the agent, the exchange of messages, and the 
synchronization of responses back to Azure DevOps. The flows do not perform 
analysis themselves; their role is to facilitate communication between the 
agent and the support team while keeping all interactions visible within the 
ticket. 

 

The solution also covers the final stage of the ticket lifecycle through a 
dedicated closure flow. When a ticket is resolved and closed in Azure DevOps, 
the resolution details are captured from the ticket and stored in the internal 
knowledge base together with the original issue description. This ensures that 
newly resolved issues become part of the agent’s learning source. For new or 
previously unknown issues, it is therefore essential that the Resolution field is 
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properly populated at ticket closure, as this information enables the Support 
Automation Agent to recognize and propose an effective solution if the same 
issue occurs again in the future. 

 

Prerequisites and initial setup 

Before the Support Automation Agent can be used, several configuration steps 
must be completed to enable communication between Azure DevOps, Power 
Automate, and the agent itself. These prerequisites ensure that tickets can be 
analyzed, responses can be written back to DevOps, and knowledge can be 
retained for future use. 

2.1 Authentication tokens 

The solution requires two authentication tokens to function correctly: 

• Azure DevOps Personal Access Token 

A Personal Access Token (PAT) must be created in Azure DevOps to allow 

the Power Automate flows to securely interact with support tickets. This 

token is used to authenticate requests to Azure DevOps, enabling the 

solution to read ticket information and post comments directly on work 

items. 

The token can be generated in Azure DevOps under User Settings → 

Security → Personal Access Tokens. Once created, it is stored as a variable 

within the solution and used by Power Automate flows whenever access 

to Azure DevOps is required. 

The token must be configured with sufficient permission to ensure that 

ticket comments and updates can be performed successfully. 
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• Support Copilot Agent Token 

This token is used to establish secure communication with the Support 

Automation Agent. It enables Power Automate to send ticket content to 

the agent and receive analysis and responses. 

 

 

 

2.2 Required Azure DevOps Fields 

 

To support conversation continuity and knowledge retention, additional fields 
must be available on the Azure DevOps work item type used for support 
tickets. 

• Conversation ID 
Conversation ID is a custom field used to store the identifier of the 
ongoing conversation with the Support Automation Agent. It allows the 
agent to maintain context across multiple interactions on the same 
ticket. When the agent is mentioned in subsequent comments, it 
continues the analysis using the existing conversation instead of starting 
a new one. 
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• Issue resolution 

This field is used when closing a ticket to capture the final resolution. The 
content of this field is stored in the internal knowledge base together 
with the issue description, enabling the agent to recognize and resolve 
similar issues in the future. 

Both fields must be created and added to the relevant work item layout before 
the agent is used. 

 

 

 

Operational Scenarios 

The Support Automation Agent can handle different types of tickets in 
multiple scenarios. The following examples illustrate how it analyzes, responds, 
and maintains context throughout the ticket lifecycle. 

• Create a new issue 
When creating a new issue, it is important to assign the ticket to the 
Support Agent so that the agent can begin the analysis. At this stage, the 
only required field is the description, which should contain as much 
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relevant information as possible about the issue. No additional fields are 
mandatory at creation time. 

Initially, the Conversation ID field remains empty, indicating that no 
interaction with the agent has yet taken place. Once the issue is created 
and assigned, the ticket is sent to the agent automatically for analysis. 
The agent starts processing the issue immediately, and within a short 
time (typically less than one minute), the Conversation ID field is 
populated. This confirms that the agent has started analyzing the issue 
and that the conversation context has been established. 

 

From this point onward, all further interactions between the support 
team and the agent are linked to the same conversation, ensuring 
continuity throughout the ticket lifecycle. 
 

• Missing information 
If the issue described in the ticket does not contain sufficient information 
for analysis, the Support Automation Agent identifies the missing details 
and requests additional information. The agent responds by adding a 
comment to the ticket that clearly specifies what information is required 
to continue the analysis. 
 
When the support team provides the requested information, the ticket 
update flow is triggered. This flow checks whether the Support Agent is 
mentioned in the new comment. If the agent is tagged, the additional 



AXM First Level Support AI Automation 

12 
 

information is sent to the agent using the existing Conversation ID, 
ensuring that the context of the discussion is preserved. The agent then 
continues the analysis based on the newly provided details and searches 
the knowledge base for a suitable solution. 
 

 
 

This process may repeat until all required information is available, 
allowing the agent to provide an accurate and informed response. 
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• Incident analysis 
If the issue described in the ticket is sufficiently detailed and contains all 
required information, the Support Automation Agent proceeds directly 
with incident analysis. When the agent recognizes the issue based on 
previous cases or identifies a matching solution in the knowledge base, 
it does not request additional information. 
 
In this scenario, the agent analyzes the issue, retrieves the relevant 
resolution, and posts the proposed solution directly as a comment on the 
ticket. This enables the support team to quickly review and apply the 
solution without additional back-and-forth, reducing resolution time 
and improving efficiency. 
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• No matching solution found 
If the Support Automation Agent is unable to identify a suitable solution 
with sufficient confidence, it does not attempt to provide an uncertain 
answer. When the accuracy of available solutions is below the defined 
threshold (70%), the agent updates the ticket to indicate that the issue 
should be taken over by the support team. 
 
Once the issue has been resolved manually, it is strongly recommended 
to populate the Issue Resolution field when closing the ticket. This 
information is stored in the knowledge base and enables the agent to 
recognize and resolve similar issues more effectively in the future. 
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• Ticket closure  
When a ticket is closed and the Issue Resolution field is populated, the 
issue description together with its resolution is stored in the agent’s 
knowledge base.  
 

 
This ensures that newly resolved issues are immediately available for 
future analysis, enabling the Support Automation Agent to recognize 
the same issue and provide the correct solution directly if it occurs again. 
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• Change request 
If the issue described in the ticket involves modifications, additions, or 
deletions of objects, the Support Automation Agent recognizes it as a 
change request. In this case, the agent does not attempt to provide a 
solution and instead responds that a formal Change Request should be 
opened for the appropriate team to handle the request. 
 

 

 
These scenarios show how the Support Automation Agent interacts with 
tickets, requests missing information, provides solutions for known issues, and 
identifies change requests. By following these examples, users can understand 
how the agent supports the team throughout the ticket lifecycle and helps 
ensure consistent, efficient responses. 


