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Fasten your seatbelts

for Field Service
Copilot

Dynamics 365
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Who are we

Michelle Albright Marcio Decat

e
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\ Microsoft

Microsoft s
Dynamics 365 Global Black Belt ‘ 2 Dynamics 365 Global Black Belt
Service Category SME: Field Service Technical lead

Field Service, Customer Service and
Project Service
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Evolution of Al for frontline workers Era of

Copilot

Large '

Langu

Big Dat



Change is hard.

But it's worth it.




What's different now?

Ease Personalization Improvement
of use over time

- S O




The Al shift is
Impacting
everyone,
across
workflows




Workforce Priorities

Repetitive tasks & paperwork Information search

/

—
of frontline workers struggle of frontline workers think Al
(o) with.having to do repe.titive or () will augment their ability to
(o) menial tasks that take time away (O find the right information and
from more meaningful work. answers they need.

Source: Data from


https://www.microsoft.com/en-us/worklab/work-trend-index/will-ai-fix-work

Microsoft's
mission for the
frontline
workforce

Digitalize the frontline
workforce by providing the
#1 Al-driven application
suite to manage, schedule
and perform their work.

Perform

Schedule




Assisting, not Replacing

* Fly the plane yourself, with a
helpful Copilot by your side

* Let Copilot aid your work, but
don't let it take over

* Together, you and Copilot can
enhance your abilities
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Outlook :

« Why? = Allows the
technician or Py
supervisor to create S - mosom
and schedule a Work

l’

¥, Scheduling suggestions c

48 suggestions available based an this wark
order's requirements

4 9

Are the su

= T

Mark O'Brien
Home  View  Help é .

= ce
& =a o) " = r ~ ) = N =ld Se 2 X
R & vewn W Delete v [ Archive @ Report v Sweep  Pg Moveto & /v [FQuicksteps v QRead/Unread J v B v & G 5 4 B Thu, Feb 8, 2024
raer 1rom a regues . © 12407 311
Favorites Inbox ¥ o = HVAC Installation Ch 23min travel time
. .
h B Inbox 4 Parker Allen - tin Lar
t at COl I |eS | I I VI a PAY Need Clearcoat Repair Tue 1/ ) Maggie Trivison <maggietrivison@outlook com> O « « -~ +, Review the work order &J_ui in Larkin
Sent ltems icia, This is Parker Allen wi To: Alicia Thomber Please revi ensure all Al-

generated
ropriate.

.
77 Drafts Parker Allen Hello Alicia, B Thu, Feb 8, 2024
. a Addravo Clearcoat Repair 2 = this helpful? 4 9 © 12:49 PM - 03:09 PM

We just purchased a new HVAC from Trane. Can we get someone out ASAP for an Urgent HVAC installation. O 21min travel time

mplete, and

2

g Create work order >
Folders Thankyou, .
Last month Maggie Trivison Show more
Inb 4 Trivison Household Service Account
(&) B Microsoft 365
M3 Trivison Household

Stay connected and organi... Fri1/26
S and Android | A [

What day work

at. ][ Yes no problem. |

Functional Location

Maggie Trivison

T Delete It . p “ ~
] Deletzd ltems O HAC installation Tue 1/16 Reply Forward
Hello Alicia, We just purchased a ne... Substatus
£3 Junk Email
Maggie Trivison
T Archive mr 9 .
Need HVAC maintenance Tue 1416 Work Order Type *
@ Notes Hello Alicia. My HVAC unit is not run.. Repair Q
BD Conversation History 2023 Primary Incident Type
der . Microsoft Vive HVAC Installztion and Maintenance
Welcome to your digest
£a Search Folders Primary Incident Description
We just purchased a new HVAC
Groups MC Microsoft Audio Conferencing an we get someone

You now have Audio € 10/23/2023

Disc

Mznage groups
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Teams

Menu Work orders
List of the cu

Welcome back

« Why? = Allows
frontline workers to
be able to create T
and view Work
Orders from Teams

w7
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Field Service Plugin for Microsoft Copilot

Why: Provides frontline workers and managers access to key work order m— , o @
information from Teams. Ty Microsoft Copilot :

whal is the slatus of work order 000157

Sample Questions:

brikam Residences
: Regulatory

*  Show me work orders created in October for customer {name}.

*  Can you give me details on {several work order numbers} in a ' 7
table format? v . A

*  What are the details for work order {work order number}? Can
you summarize? Can you summarize in a paragraph?

*  What is the incident type and service account of {several work e e e 8o ik e 0
order numbers} in table format? —

e What is the progress of {work order number}? anacion iyt talouts B

Anthony Ivanoy 00 11/28/2023 fram 2:46 PM 10 5:13 PM.
rival time i< 11/28/2023 3:13 PM.

Give me the full details for work order 00045 in table format

Required  Billing Account
nArdel Lid,

Show me in progress work orders in a t
City Addrass
Samman 3016 Issaguah-P

¢  What type of work order is {work order number}, so | can assign S
the right technician? < ,

*  Who is the technician for {work order number}? or What is the {work
order number} assigned to technician {email_address}?

*  Show me bookings for next week in a table format.

. Show me high priority work orders created in November. S
*  How many work orders? 0 co
. How many of these work orders are unscheduled and high priority?
*  How many work orders for customer {name} and what is the status?
. Can you find work orders from last week? 1 Thomat oo orr

o is MRI Inspaction. The
11/15/2023 11:53 AM by Mikasla L

e anything el

Whatis the mast recent wark order fram frontline worker?

0 Copy
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Work Order form

3
o WO SLA Booking 0 WO Arrival SLA
3

ded tasks such as quality assurance cl

« Why? = Provides a summary of S i,
Tasks, Products and $ for the _ -
company and the customers.

ppppppppp
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« Why? - Provides a
summary of work for
the Technician to
send to the customer.

VNN IRRRRARIR  BYIRVN/Y II//III’

S
\%\
B
=

TNMANNNNN\NNYN N VY b

< 01828 @& C
Tasks Products
Details

Incident type

HVAC Installation and
Maintenance

Warle ardar tuna

% Copilot Preview

Summarize
Review key points in this work order

_ Update
Describe your progress to review
suggested updates

Field Service Mobile - Summarize

VY1 Y ITT 7T 777/ /I 785

< 01828 @

< @ Summarize preview @

Al generated O &) <

The work order was for HVAC
installation and maintenance
at 12249 Science Dr in Orlando,
FL. It was completed on
2/8/2024 at a total cost of
$520.30. The customer will be
charged $191.00. The tasks
performed included a quality
assurance check, customer
education, and installation of a
replacement part. The products
used were an air filter, air filter -
5678, and air filter replacement
-1613900100. The assigned

—

G
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Field Service Mobile - Update

/ 12:15 ' ol T -

“Just say it”
Voice to Text

« Why? - Allows
technicians to
update many fields
by talking into the

app

Incident type
Repair

Service address
2345 Birchwood Dr ()
Redmond, WA 98101

Contextual
Actions based
on intent

@ Copilot Preview

Summarize
_ Update

Update work
_____________ orders and
other details
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nnovation for Front-Line Workers

4 91823 ® O +

6:23 wll T -
- General Customer Service Notes Ti 11:50 alT
Q Contoso — y 00163 @ O
Dashboard Fead R
Tasks Services Products Tir
Details

Starts in 20 min

Conteso 9:00AM - 11:00AM Incident type

Repair
& copilot rreview

Service address

Update status. i 2345 Birchwood Dr
This work order was created on Aug 27 Redmond, WA 98101
1 when Mica Pereira reported unusual
Q noise from the HVAC ductwork. Contact ;
: Claudia Mazzanti 0
4 assigned Get expert help Facilities Manager © /
Contoso + 3 more Connect to a Several notes have been added with Fabeikam, Inc
remote expert .
photos from the cu;tomer showing ' SiifiHaTY
where the problem is heard. 2 Thereis Customer says air coming out from vent
also a note from Eden Hirsch that is warm and not cool.
outlines the suspected cause as the
¢ recirculator fan and recommends EooKng
Streamline requests diagnosis starts there. Status Scheduled >

Send and keep track of all your requests in

NAav 18 2022

(] 0

Home Library More

Regenerate recap
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Enhance productivity with Copilot Interact with Copilot to find

pertinent information about
work orders using natural
language in D365 FS web app

l’

Delete 7 Bedresh

<z
>
>
—
—
-
—
—
e r p—
—
.
—
—
~
]
~
.

suggestions below s get starbed

T Copilot assists in retrieving work

it ealiaiato: Sralus " @ Uracheduled Thits wwork cndier mist crsstesd ont Apr 16 2004 when Mica ::'.-" are my et O rd e r d eta i | SI S u m m a riZi n g I/ a n d
_— presenting them in a digestible

‘ format

; w (Fe T Search other Dataverse

e records, including accounts,

L e | contacts, opportunities, and
e, | @R cmion @ more

i Agreaments

Configure the data that Copilot
uses to generate work order
summaries

A
g
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O @ Work Orders Work Orders - Dyn- X Sis

@] Q ()  https://org9fcal9e7.crm.dynamics.com/main.aspx?appid=5678a438-08d7-eb11-bacb-000d3a1f9c1b&pagetype=entitylist&etn=ms...

<& B ShowAs v [ ShowChart -+ New @ Route () Refresh & Share v
Home Chat

@ Copilot

Recent

Work Orders m v O Filter by keyword

Pinned

(]  Work Order Number ¥ Primary Incident Type v Service Account v System Statu

19023 Electric meter install Contoso Electric - Res Unschedt
Get Started

Dashboards 19022 Standard Inspection Contoso Waste Unschedt

19021 Tire Rotation Contoso Waste Unschedt

19020 Brake Replacements Contoso Waste Unschedt Have a que5t|on about this

Work Orders app? Ask Copilot.

Schedule Board 19019 Tire Replacement Contoso Waste Complete
Copilot can answer questions about
19018 Hydraulic Hose Replacement Contoso Waste Schedule the data in this app, and help you
navigate. It's always learning from

19015 Compressor Maintenance Contoso Waste Schedule your feedback.

Bookings

Requirement Gro...
19014 Hydraulic Hose Replacement Contoso Waste Schedule
Time Off Requests

. . 19013 Tire Rotation Contoso Waste Schedule
Time Entries

19012 Tire Replacement Contoso Waste Schedule
Customers
19011 Tire Replacement Contoso Waste Schedule

Accounts .
B View Prompts

19010 Car Oil change Contoso Waste Schedule

L Contacts

Ask a question about the data in the app. Use

19009 Engine Rebuild Contoso Waste Unschedt / to reference [I?]Ea

Service Delivery

)

O
U
O
0
U
O
Resource Require... 0
U
0
U
0
0
U
-

19008 Brake Replacements Contoso Waste Unschedt

Rows: 5000+ Make sure Al-generated content is accurate and

appropriate before using. See terms

mm X o 9 g cr ) e TUAM g
Mostly cloudy mm  Q Search S | & f @ o ‘ - ; ENG A D)@ oo £
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Get technician insights with Copilot

l’

Use natural language chat in
the flow of work in Microsoft
Teams to find key information
about their work order

Ask Copilot to search through
lengthy product manuals in
natural language

Copilot can find relevant
answers to resolve issues faster
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~ Preview work orders in Teams with link unfurling 2
N z
~

o~ . g . -
== Share links to work orders that ., Ep—— o -~
— automatically expand to key P — A —
~ detalils B —
— £ oc =
— Link preview eliminates the D —
— need to switch context " i  —
— between apps " oo [
— Receive rich context, in the ¥ —
g— . g N T
— flow of work, and save time sl ~
= <
— S~
- <
~
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Get remote assistance seamlessly within Teams

’

.Y . Frontline technicians can easily
ooz launch a Dynamics 365 Remote
Assist call natively within
Microsoft Teams Mobile.

Technicians can receive remote
assistance via video call with

3D spatial anchors and annotations
within Teams mobile.

Access to Dynamics 365
Remote Assist is available at no
additional cost with Dynamics
365 Field Service.

Start sharing
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Using Copilot with HoloLens

B
:
K_, f

B Microsoft
WM Dynamics 365

4 v,
M) SR
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We should
listen to
Abraham

Lincoln*

We should lead way.
We cannot fear change

* “The quote about creating the future has been attributed to
Lincoln for decades, and while there is no hard proof he ever said
it, the sentiment certainly matches other things President Lincoln
is documented to have said,” said library and museum
spokesman Chris Wills. “Examples include, ‘If we never try, we
shall never succeed’ or 'You cannot fail, if you resolutely
determine that you will not.”

“THE BEST WAY
TO PREDICT
YOUR FUTURE
IS TO CREATE IT.”

Abraham LINCOLN
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Thank you!

IIlIIIIl/IIl’

Michelle Albright

linkedin.com/in/michelleleealbright

Marcio Decat

linkedin.com/in/marciodecat

Scan to read our blog about

Copilot in Dynamics 365 Field Service is helping our customers new copilot capabilities

o ikt edaniaphbauliirbEtashrdomtivete iy Sed He@se Group in D365 Field Service
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