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Turbocharge your workforce with
Systems Limited Microsoft
Dynamics 365 Copilot
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(O Aroma Boutique s

High-End Coffee Appliances & Exceptional Beans

Coffee Appliances Coffee Béans
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Marketing

Challenges

Marketing emails generated from scratch, requiring extra
production time and cost !

Create pitch-perfect email campaigns
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Challenges

Save time creating engaging customer emails

systems
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Home View Help

If

Folders
Inbox
£3 copilot
Demo
") Viva Sales
" Drafts
> Sent Items
1] Deleted Items
€3 Junk Email
= Archive
Notes

Conversation ...

In-Place Archive -...

Groups
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Copilot = Filter
Nasser K
New smart coffee maker 10:59 AM

[firacked To Dynamics. | Hi, I'm very much...

Cx  Teams call Lo

[/ Quicksteps v & Read/Unread O~ E v £ = v s
New smart coffee maker [Tracked To Dyn.. X|
@ The identity of this sender has not been verified.
ty
o) Nasser K <nasser@okomoko.net> ®
’ To: Mariam M.
Hi,

I'm very much interested in this coffee machine, the Smart Brew 300, that | saw in your last newsletter.
Can you tell me what makes it different?

Thank you,

Nasser K

Reply Forward

systems
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Challenges

: Agents under pressure to resolve multiple cases quickly & -, Resolve high volumes of cases efficiently & improve
I provide personalized service ! 1 Customer Satisfaction

i®)

Resolve service cases faster with Al - assisted responses
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Seasonal Coffee Specials online now! Shop now

( ) AW\Q/&@&W O Search Signin &0 Site v

Espresso Machines v Coffee Makers v Beans v Accessories v Explore Coffee v

United by our love for coffee

Coffee, it is so much more! It's a connector, a conversation
starter, a culture builder and sometimes even a relationship
mender.

GIVE THE GIFT OF BREW MASTER TODAY

(\ Let's chat
o/ We're Online
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o | systems
Customer service is a high-stakes game

16%

Of consumer expect
companies to
understand their
needs and
expectations?

(o)
of consumers
say personalized
service is important
to win their
business?

of consumers will

leave without
warning due to
poor service'

1 Forbes
2 Accenture


https://www.forbes.com/sites/blakemorgan/2019/09/24/50-stats-that-prove-the-value-of-customer-experience/?sh=5bfc4c644ef2
https://www.accenture.com/_acnmedia/PDF-152/Accenture-POV-05-If-You-Dont-Know-Me-By-Now.pdf

Fewer than half of
organizations today feel
they have what they need
to meet expectations

Forrester 2021

systems

44

say they have adequate tech to meet
customer needs

47

say they have proper data visibility to
better understand customer context

45

say they have tools that connect with
teammates to resolve questions



Capture the Massive
market opportunity for
Contact Center

$75.5 billion USD

Estimated for global contact center market
in 2026 at 20.9% CAGR over 6 years'

13x

Service-revenue to-licensing revenue for
Dynamics 365 partners?

T Markets and Markets
2Forrester TEI study



https://www.marketsandmarkets.com/Market-Reports/contact-center-software-market-257044641.html
https://aka.ms/BAPartnerTEI

Only CRM Vendor with End-to-End Digital Contact Center systems

Nuance Omnichannel Self-service Intelligent Routing Agent Experience Data Processes &
engagement (Case management & Analytics
resolution)
- .
. = ; Omnichannel ﬁ ; Power BI
Live Chat Power Virtual 2o Intelligent 3 Dynamics 365
Agents E @ Routing = Customer
= o Engagement
Bots r Customer Insights
Ow ~ Digital + Voice Channel Data be
Social !
in £ R po ( Customer Voice
RN Authenticati Skill Sentiment @ E Cumtomer 1 scripts
g enteasan Identification Analysis X g g P Smart
&
Customers Wi O N Macros » Power Apps
Acoustics | | All channels
Fraud Analysis Estimation R
Transcription Agent

-8

[T
E3 o il Supervisor

All Channel Insights

Powered by Microsoft Azure Office 365 Dynamics 365



Copilot for Service | Make agents” work more effortless

Resolve issues faster with Copilot

Chat with generative Al-powered Copilot that can diagnose
issues, ask follow up questions, gather information and
provide solution, using internal knowledge, historical
cases and data from trusted websites

With one click, deliver tailored and contextualized
responses to any complex questions in real time through
chat

Create relevant and personalized email responses in
seconds for complex issues that would normally take
minutes or hours

Get automatic conversation summaries including notes,
emails and conversations to accelerate wrap ups and
handoffs.

systems

recent plem
and si nse 1

+, Copilot (preview)

+, Copilot (preview)

Inquiry about Azure Virtual Machine

Single click Conv dialog Email response Case
chat answers with Copilot generation summarization




Copilot
In Dynamics 365
Customer Service

sysliems

D365 Customer Service Workspace Q Search

@ Home 4 Inbox

All assigned tasks P O Y & Saveandclose - New R, Assign % Create swarm [i] Delete
Today 1
9 Issues with Azure Kubernetes Service 9 Claudia Mezzanti V. Timeline
Cluster

O search timeline

Customer : Claudia Mezzanti B Account: 654-ADU-753
# Case . 10:05AM

& Enteranote...
= Q, +1-425-555-0154
Yesterday 20
N Created: 2/10/2023 10:00 AM
@ Cecil fork = Claudia@outiook com .
| want to get my license renewed by ... £2 Email - Active
W Twitter . 11:02 AM A 3891 Ranchview Dr. Richardson California 62639 From: R Claudia Mezzanti
Subject: Issues with Azure Kubernetes Service Cluster
Aadi Kapoor
e P Hello — We are seeing this error when trying to configure the route table for our AKS ¢
You: Thank you for chatting with mu... View More

® Whatsapp . 10:00 AM

[ Imagepng & Image 1.png
a Erika Fuller o R
v ase issues
RE: Email regarding Azure Kubernetes Recancases

& Email . 09:05 AM

/7 AKS Cluster Upgrade &  Autopost: 1/12/2023 1230 PM
o m ‘\\/‘ Yerelye2 Appointment created by Albert Flores for Claudia Mezzanti
Issues with license upgrade Closed
Sustomen Faaccam Ing Created: 12/26/2022 09:00 AM
# Case . 08:35AM @
Products used A Live Chat  Closed

g Hillary Reyes From: & Ivan Lewis

. Microsoft Azure
Hello, My name is Hillary Reyes and.. A St Summary: Reviewed device alert with customer
© Messenger . 07:45 AM

Transcript

ﬁ Dawn Carlson i Microsoft PowerBI
RE: Email regarding Azure service errors ' oft
¥ Tuitter . 1005 AM 211aa26010

) Issues with Azure service errors ’ Microsoft Power Automate
Customer: Northwind traders "

/ Case . 08:35 AM

ﬁ Dawn Carlson

RE: Email regarding contoso machines
El

. 10:05 AM

21 items Last updated 12:34 PM




Field Service: Optimize service operations with Al assistance & insights

systems

Streamline work order management with Copilot in the flow of work

Accelerate work order creation in the frontline

ma n a g daw’obwork within Outlook with Copilot
helping pre-populate relevant data from customer
emails

Streamline technician scheduling with Copilot
offering data-driven recommendations based on
travel time, availability, skillset, and other factors

000000

Keep customers in the know with Copilot working
alongside you to draft responses to customer
messages by summarizing key details and next steps

2 § M

Home View Message Insert  Format Options  Help

m. i Delete v =] Archive & Sweep FgMoveto v &
®

Focused  Other

> “ Claudia Mazzanti
HVAC repair needed - U (1) 533 AM

HVAC --same one that was making

mollyclark@contoso.com
> & Inbox 4

Drafts

AAAAAAAA

%o Add account
° o Edmee Plant

« ~

HVAC Repair Needed - URGENT

6 Claudia Mazzanti
To: Molly Clark
HiMolly,

one that was

nnnnnn

{3 Quick steps
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Position your customers for success with
Dynamics 365 Customer Service




Create modern experiences with Dynamics

systems
365 at the heart of customer service

Modernize Voice + Digital

Channels for Agents
with the Microsoft Digital Contact .
Center Platform DynamICS 365

\ Customer Service

Modernize Digital
Channels of Engagement

Modernize Agent
experience

&)

Modernize Self-service
experience




Microsoft Digital Contact Center Platform

systems

o @ &=

Engage Chat VA Chat Social Web SMS Email Voice IVR
Targeting

© B = @ I @ O

VA Voice Video

Ko B

loT Teams

Protect Biometric Authentication Fraud Protection

Unified Routing Skill identification Intelligent Classification Adaptive Business Rule Engine

Automated Assignment

Dynamics 365

.\ﬂ‘ Sentiment Analysis Realtime Translation Al-based suggestions Universal Agent
NUANCE Desktop
Execute ®
. Realtime .
Agent Guidance Case Management Copilot
Customer e T anscriptic” ’ i

4 Service

Customer

Knowledge
Service Insights

Management

Knowledge

Search Insights Agent Insights

Interaction Insights

B Sales
Forecasting N Marketing

. Field Service
Scheduling

= Commerce

. Human Resources

Orchestrate Customer Journey Orchestration 1:1 Personalization and Recommendations Al-driven Journeys

Understand Customer Data Platform c Customer Insights Transactional | Demographic | Observational € Customer Voice
- Create, Adapt, @) Microsoft Dataverse gl Power B 9 Power Apps § Power Automate ™ Power Virtual Agents
\ 4 & Automate < (Common Data and Events)

Py
T) Collaborate Modern work with context “m Microsoft 365 Tj Teams

Context1Q

Planet-scale cloud services % Azure Communication Services é% Azure Al Platform

‘ Deliver

Azure Data Platform

Azure loT Platform

Microsoft Confidential: Content is shared under NDA
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Expand your customer service implementations
with the Microsoft Cloud

M
<.



o | systems
Create valuable customizations quickly

Microsoft , ]

Power Platform ’ ’
The low-code platform that spans Power Apps Power Power Bl Power Virtual Power
Office 365, Azure, Dynamics 365, Application Automate Business Agents Pages
and standalone applications development Process automation analytics Intelligent bots External websites

OoODNEOEEREDO0BENHEE - ANEORENBEEE TS
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Built-in Connectors + NI
C C cijojeloj-lojelal ooy clinfj-l-jojajel-]=]:]: | jalclofv] t fa)
ustom Connectors 0 00EE0EEENENECOE0C0ONECEREE0EE0E
Built-in connectivity to 1400+ -~~~ -~~~ ~ -~ . - 0=
cloud services, content services, . Q= Eﬂ C .-ﬂ = . - 1o ﬁﬂ DEECOBEERE ! EI E @
databases, APIs, etc. .E.@E...Eﬂ...[ﬂ....ﬂ...ﬂ-.ﬂﬂ.ﬂﬂ
QHIEEIIEW

BE = e



The Microsoft Service Journey: CSS Transformation systems

of agents
contact centers
countries
consumers
languages

Across consumer & commercial businesses (10K enterprise, 10M + SMB)

>

D365 f;\ Xbox 4 Azure Office [Ei#§ Teams

145M + contacts
@ 13M+ calls 61.2M emails @ 11.4M chats

B8 Microsoft Dynamics 365



Disparate solutions in
16 different systems
and 500 tools and
vendors to manage

B® Microsoft Dynamics 365

(&)

Contact
Center

J CISCO

AVAYA

N RTEL

—

ASD

MST

Omnlchannel

Tee 0

Unified
Communication




Digital transformation journey to modernize Microsoft Support

16 systems,
2019 500 tools

Dynamics 365 o 32% in self hE|p

Customer Service

2020

: 0 20% in miss-routes
2021 Teams

Collaboration
o 31% in first call resolution

o 12% in CSAT

Al, intelligent
2022 routing, chatbots

Copilotin
2023 Customer Service

B® Microsoft Dynamics 365

systems



From agents to super agents... Systems

Office of Chief Economist, Wave 2 Study results of internal use of Copilot and Dynamics 365 Customer Service
among Microsoft commercial business support engineers.

Agent success Findings

©

In one support business, 10% of casesthat
normally require collaboration with peers
were resolved independently

Already in love with Copilot.
Using this to answer couple
of my teammates’ customer
related queries!

For low-severity chat cases in one area of our
commercial support business, average
handling time decreased 12%

Organized, updated knowledge sources
in Copilot improved agent productivity

and improved average handling time

,, by 12-16% in some areas

B® Microsoft Dynamics 365



Partner Portal: Modernize Service Solution Play
Pitch Decks | Documentation | Videos | DCCP Practice Playbook

(=
_bl. - Learn how to build and grow your Al transformation practice
"=@ . Grow your expertise | Monetize Services | Monetize IP

- Understand the Future Product Roadmap: releaseplans.microsoft.com
R ) © UAE in Public Preview TODAY!

A~  Copilot and Al innovation

e 5 £ S - General Availability
View analytics for Copilot's impact on your business UPDATED Oct 2023

2 3 5 G | Availability
Discover knowledge content with Copilot J::r;og:a -

Draft email replies with a click using Copilot f;;er%;i‘"abmty

: - - . . - | Availabili |
Draft messaging replies with a click using Copilot f::r;;ﬁa ol Sy

systems


https://powerplatformpartners.transform.microsoft.com/solution-plays/modernizeservice
https://pbapstorageprod.blob.core.windows.net/protectedassets/Microsoft%20AI%20Transformation%20Partner%20Playbook.pdf?sv=2019-07-07&sr=b&sig=mexaPAk9R3aIYp6A1QvdkR4wDO%2FUNxLllEa4es8mc%2BM%3D&se=2023-09-18T04%3A40%3A56Z&sp=r
https://releaseplans.microsoft.com/en
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