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Universal 

Computing 
1936

Brain-inspired 

Computing
1940s – 50s

Expert 

Systems
1970’s -80s

Big Data 

Analytics
2000s - present

Large 

Language 

Models
2010s -

present

Era of 

Copilot

Evolution of AI for frontline workers



Change is hard.

But it’s worth it.



What’s different now? 

Ease 

of use

Personalization Improvement 

over time



The AI shift is 

impacting 

everyone, 

across 

workflows

Personal Group Process



Workforce Priorities

Repetitive tasks & paperwork

of frontline workers struggle 

with having to do repetitive or 

menial tasks that take time away 

from more meaningful work.

Information search

Source: Data from Microsoft's 2023 Work Trend Index Annual Report 

63% 
of frontline workers think AI 

will augment their ability to 

find the right information and 

answers they need.
80% 

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 AI-driven application 

suite to manage, schedule 

and perform their work.

Manage Schedule

Perform



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



• Why? = Allows the 
technician or 
supervisor to create 
and schedule a Work 
Order from a request 
that comes in via 
email.

Outlook



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

Teams



Why:  Provides frontline workers and managers access to key work order 
information from Teams.

Sample Questions:

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

•   Can you give me details on {several work order numbers} in a 
table format?

•   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 
order numbers} in table format?

•   What is the progress of {work order number}?

•   What type of work order is {work order number}, so I can assign 
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.

•   How many work orders?

•   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?

Field Service Plugin for Microsoft Copilot



• Why? = Provides a summary of 
Tasks, Products and $ for the 
company and the customers.

Work Order form



• Why? – Provides a 
summary of work for 
the Technician to 
send to the customer.

Field Service Mobile - Summarize



• Why? – Allows 
technicians to 
update many fields 
by talking into the 
app

Field Service Mobile - Update



Innovation for Front-Line Workers



Enhance productivity with Copilot Interact with Copilot to find 
pertinent information about 
work orders using natural 
language in D365 FS web app

Copilot assists in retrieving work 
order details, summarizing, and 
presenting them in a digestible 
format

Search other Dataverse 
records, including accounts, 
contacts, opportunities, and 
more

Configure the data that Copilot 
uses to generate work order 
summaries 





Get technician insights with Copilot

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

Copilot can find relevant 
answers to resolve issues faster

Ask Copilot to search through 
lengthy product manuals in 
natural language



Preview work orders in Teams with link unfurling

Link preview eliminates the 
need to switch context 
between apps

Share links to work orders that 
automatically expand to key 
details

Receive rich context, in the 
flow of work, and save time 



Get remote assistance seamlessly within Teams

Frontline technicians can easily 
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.



Using Copilot with HoloLens



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.’”



Scan to read our blog about
new copilot capabilities 

in D365 Field Service
Copilot in Dynamics 365 Field Service is helping our customers
“…stay ahead of the game with increased productivity.” — 9altitudes Group“…support a faster way of working.” — Joulz“…go from issue to resolution in just a few clicks.” — TechLabs London“…[assist] in streamlining work and increasing productivity.” — HSO

Thank you!

Marcio Decat
linkedin.com/in/marciodecat

Michelle Albright
linkedin.com/in/michelleleealbright
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