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Unleashing the Power of 
Conversations Omnichannel for 
Customer Service in Dynamics 
365



Time Topic

3:15pm – 3:20pm State of Customer Service

3:20pm – 3:25pm Copilot Studio Primer

3:25pm – 3:30pm Customer Service App 
Overview

3:30pm – 3:40pm Demos (Chat, Voice, Copilot)

3:40pm – 3:45pm Trial Provisioning

3:45pm – 3:50pm Licensing

3:50pm – 4:00pm Questions/Open Discussion

Agenda



About Me • Power Platform Lead at Alithya

• 10 Years working with Microsoft Customer Relationship 
Management from version 4.0 to 9.2 (current version)

• Primary Focus Areas 

• CRM Business Outcomes

• Business Process Review & Optimization

• Solution Architecture

• Solutions

• Copilot

• Microsoft Dynamics CRM/Customer Engagement

• Power Platform

• Verticals

• Manufacturing and Distribution

• Professional Services

• Insurance



Customers expect 

exceptional service 

80% of customers expect personalized 

customer experience 1

90% of consumers regard resolution as their 

most important customer service issue 2

87%
admit they are worried that sharing 

their personal information over the 
phone with a brand could make them 
vulnerable to fraud 3

55% of contact centers do not have collaboration 

tools to resolve customer issues faster 4

53% of contact center agents do not have 

proper visibility of information to 
understand the customer context 4 

1 Forbes, 50 Stats Showing the Power of Personalization, 2020 
2 KPMG, Customer experience in the new reality,  2020

But service organizations 

are not equipped to 

provide this service

3 Forbes, Fraud is Eroding the Customer Experience, 2020
4 Forbes, 50 Stats That Prove the Value of Customer Experience, 2019

https://www.forbes.com/sites/blakemorgan/2020/02/18/50-stats-showing-the-power-of-personalization/?sh=443669232a94
https://assets.kpmg/content/dam/kpmg/xx/pdf/2020/07/customer-experience-in-the-new-reality.pdf
https://www.forbes.com/sites/shephyken/2020/01/12/fraud-is-eroding-the-customer-experience/
https://www.forbes.com/sites/blakemorgan/2019/09/24/50-stats-that-prove-the-value-of-customer-experience/?sh=476a4cf94ef2


of customers will leave 
without warning due to 
poor customer service196%

1 Shep Hyken blog, Guest post, 2022

https://hyken.com/customer-loyalty/shocking-percentage-of-customers-whod-leave-your-business-due-to-bad-service-and-what-you-can-do-about-it/


Contact centers 

need to evolve for 

modern service 

experience
of customers will leave 
without warning due to 
poor customer service1

96%

1 Shep Hyken blog, Guest post, 2022

https://hyken.com/customer-loyalty/shocking-percentage-of-customers-whod-leave-your-business-due-to-bad-service-and-what-you-can-do-about-it/


Business leaders 

are tasked with 

multiple priorities  

Innovate and grow revenue while providing 

service across touchpoints

Increase customer retention and brand loyalty

Safeguard customer privacy and security

Enhance the agent experience and improve CSAT

Eliminate silos and simplify operations



Disjointed solutions
have led to inconsistent 
customer experiences

AI

Telephony

Unified 

Communication

CRM

Contact 

Center

Customer



AITelephony

Unified 

Communication
CRMContact 

Center

Connect 
the stack.
Connect the 
experience.
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Connect 
the stack.
Connect the 
experience. AgentCustomer

AI

Telephony

Contact 

Center

Unified 

Communication
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Level 4: Innovative

Unified 
Routing

Insights & 
Analytics

Customer 
Data Platform

Customer Journey 
Orchestration

Voice

SMS

IVR & Bot

Conv AI

Chat

Email

Portals

Social

Case 
Management

AI suggestions

Agent scripts

Speech to text

Macros

Smart assist

Teams Collaboration

Real-time transcription 

& translation

Real-time sentiment 

analysis

Knowledge 
Management

Digital Contact 

Center

Biometric 
Authentication &  
Fraud Prevention

Predictive 
Targeting

Are you ready to make service profit-centric? Harness 

technology such as AI to change the service business.

Robotic Process 
Automation



Deliver the right experience with the 

Microsoft Digital Contact Center Platform

https://dynamics.microsoft.com/en-us/customer-service/service-levels 

Basic call 

center

Self-service 

options

Omnichannel 

contact center

AI-driven 

experiences

Evolve with 

innovations

Customer Service Sophistication Model

Level 1 

Standard

Level 2 

Organized

Level 3 

Transformative

Level 4 

Innovative

Level 4+ 

Aspirational

https://dynamics.microsoft.com/en-us/customer-service/service-levels
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Biz Apps & Power Copilots

Conversational Experiences for

D365 and Power products 
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Microsoft Copilot Studio

Extend and customize 1st party copilots |  Build custom Copilots
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Custom Copilots

Custom copilots and bots 

for enterprises and third parties

Microsoft 365

Conversational Experiences

for M365

Bot 

Framework 

/ SDK

Bot Service 

Channels
Azure AI 

Studio

Azure 

Cognitive 

Services

Power 

Platform 

Connectors

AI Builder

Copilots and Conversational AI

C
o

p
il
o

t 
fo

r 
P
o

w
e
r 

P
la

tf
o

rm

…

Other Microsoft 

Copilots



TO ANSWER

Generative AI in Copilot Studio
Powered by Azure OpenAI Service

TO BUILDTO ACT

Generative Answers
Dynamically generate multi-turn answers 

based off an organization's content in 

real-time.

Generative Actions
Generate dialog and take action through 
dynamically chaining existing building 

blocks and plugins.

Generative Building
The Copilot assistant helps build, design 

and modify copilot topics through 

natural language.



• Copilot Studio can 
infuse Copilots 
into your service 
channels like chat, 
SMS, Voice and 
Social

• Low code 
interface to build 
bots

Copilot Studio Primer

https://copilotstudio.microsoft.com/

mailto:https://copilotstudio.microsoft.com/


• Case Management
• Queues

• Routing

• Copilot Assistance

• Surveys

• Omnichannel
• Email, Chat, Voice, SMS, Social

• Knowledge Base

• Self-service Portal

Customer Service Overview



• Allows for working 
on multiple cases 
or conversations in 
one screen

• Copilot helps 
summarize and 
suggest answers

• Productivity Pane 
showing AI 
suggested KB 
Articles and similar 
resolved Cases

• Are you still using 
the Customer 
Service Hub?

Customer Service Workspace
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Demo



Chat Channel



Voice Channel



Copilot in D365 Customer Service



How to setup a 
trial of D365 

Customer Service 
Omnichannel



• Follow the documentation: Sign up for a free trial - Dynamics 365 
Customer Service | Microsoft Learn

Provision your trial

https://learn.microsoft.com/en-us/dynamics365/customer-service/implement/try-customer-service
https://learn.microsoft.com/en-us/dynamics365/customer-service/implement/try-customer-service


• https://www.microsoft.com/en-
us/dynamics-
365/products/customer-service

• Click “Try for free”

https://www.microsoft.com/en-us/dynamics-365/products/customer-service
https://www.microsoft.com/en-us/dynamics-365/products/customer-service
https://www.microsoft.com/en-us/dynamics-365/products/customer-service


• https://www.microsoft.com/en-
us/dynamics-
365/products/customer-service

• Click “Try for free”

Setup Trial Demo

https://www.microsoft.com/en-us/dynamics-365/products/customer-service
https://www.microsoft.com/en-us/dynamics-365/products/customer-service
https://www.microsoft.com/en-us/dynamics-365/products/customer-service


Setup Trial Demo



Explore Chat and Voice



• Make sure you are in your 
Customer Service trial 
environment in the maker portal 
to configure and customize it

Environment



Licensing



https://dynamics.microsoft.com/en-us/customer-service/pricing/

mailto:https://dynamics.microsoft.com/en-us/customer-service/pricing/


Check out my 
colleague's session 

tomorrow at 1:15pm 
on Customer Insights - 

Journeys



Register for 
Copilot 

Academy



Thank You!
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