


Unleashing the Power of
Conversations Omnichannel for

Customer Service in Dynamics
365
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Agenda

3:15pm - 3:20pm
3:20pm — 3:25pm
3:25pm — 3:30pm

3:30pm — 3:40pm
3:40pm — 3:45pm
3:45pm — 3:50pm
3:50pm —4:00pm
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State of Customer Service
Copilot Studio Primer

Customer Service App
Overview

Demos (Chat, Voice, Copilot)
Trial Provisioning
Licensing

Questions/Open Discussion
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About Me « Power Platform Lead at Alithya

« 10 Yearsworkingwith Microsoft Customer Relationship
Managementfromversion 4.0t09.2 (currentversion)

« PrimaryFocusAreas

+  (CRM Business Qutcomes

« Business Process Review & Optimization

« Solution Architecture

« Solutions

- Copilot

«  Microsoft Dynamics CRM/Customer Engagement

«  Power Platform

« Verticals

- Manufacturing and Distribution

Professional Services

+ |nsurance

Microsoft
CERTIFIED

Microsoft
CERTIFIED

Microsoft
CERTIFIED

Microsoft
CERTIFIED
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DYNAMICS 365
CUSTOMER SERVICE
FUNCTIONAL CONSULTANT

DYNAMICS 365 FOR FIELE
SERVICE FUNCTIONAL
CONSULTANT

DYNAMICS 365
SALES FUNCTIONAL
CONSULTANT
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Business Applications

Larned 2012, :



Customers expect But service organizations
exceptional service are not equipped to

80% of customers expect personalized prOVIde thls SerVIce

customer experience’

5 5 % of contact centers do not have collaboration

tools to resolve customer issues faster 4

% of consumers regard resolution as their
most important customer service issue ?
o/ of contact center agents do not have
(o) admit they are worried that sharing 5 3 0 proper visibility of information to
A) : , ) understand the customer context 4
their personal information over the
phone with a brand could make them
vulnerable to fraud 3

) a ’ ) a

"Forbes, 50 Stats Showing the Powerof Personalization, 2020 3Forbes, Eraud s Eroding the Customer Experience, 2020
2KPMG, Customer experiencein the new reality, 2020 4Forbes, 50 Stats That Prove the Value of CustomerExperience, 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

O/ of customers will leave
o without warning due to
poor customer service'

1Shep Hykenblog, Guestpost, 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

O
96"
need to evolve for

of customers will leave modern service

without warning due to experience
poor customer service'



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




Customer

Contact

Disjointed solutions
have led to inconsistent
customer experiences

O

Unified
Communication

.

Telephony
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Level 4: Innovative Are you ready to make service profit-centric? Harness
) technology such as Al to change the service business.

$

Robotic Process

F Case Automation  gnowledge %
6 Management Management

@ Alsuggestions

>a Unified Insights & ‘_l
Routing Analytics il e Real-time sentiment
Voice % analysis
Chat ’l Real-time transcription
. A & translation
Email & . e
Dlgltal Contact € Macros
Social My Center
sms B E% Agentscripts
IVR& Bot @ -
ConvAl *® §8 Speechto text
Portals &8
- Customer Journey Biometric GD Smart assist
Orchestration Authentication &

@ '.é Fraud Prevention .

9 Teams Collaboration

Predictive Customer

Targeting Data Platform .




Deliver the right experience with the
Microsoft Digital Contact Center Platform

Customer Service Sophistication Model

Level 1 Level 2 Level 3 Level 4 Level 4+
Standard Organized Transformative Innovative Aspirational
Basic call Self-service > Omnichannel Al-driven > Evolve with

center options contact center experiences innovations

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



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

Copilots and Conversational Al

Microsoft 365 Biz Apps & Power Copilots Custom Copilots
Conversational Experiences Conversational Experiences for Other Microsoft Custom copilots and bots
for M365 D365 and Power products Copilots for enterprises and third parties
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Microsoft Copilot Studio
Extend and customize 1st party copilots | Build custom Copilots

Bot
Framework

Bot Service Azure Al Azure Power

Channels Studio

Cognitive Platform Al Builder
/ SDK Services Connectors




Generative Al in Copilot Studio
Powered by Azure OpenAl Service

TO ANSWER TO ACT TO BUILD

Generative Answers Generative Actions Generative Building
Dynamically generate multi-turn answers Generate dialog and take action through The Copilot assistant helps build, design
based off an organization's contentin dynamically chaining existing building and modify copilot topics through

real-time. blocks and plugins. natural language.
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Copilot Studio Primer

7

» Copilot Studio can I
infuse Copilots o
INto your service
channels like chat, F—
SMS, Voice and
Social

Product issuss

e LOW code
interface to build
bots

= ® © o 8
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mailto:https://copilotstudio.microsoft.com/
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Customer Service Overview

7

» Case Management
e Queues
* Routing
 Copilot Assistance
* Surveys

e Omnichannel
« Email, Chat, Voice, SMS, Social

« Knowledge Base
» Self-service Portal
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Dynamics 365 Customer Service workspace

* Allows for working —

VY1 R 1TTr 7 777/ /Y9 S785

Customer Service Workspace

Try the new look (@ )

O n m U |ti p|e Ca SeS = @ Home | & Inbox || & A Mineral Build Up in Water S.

& Milk container is not fitting

# Customer Service Agent Dash

or conversations in
one screen

B} Save As New +/ Set As Default C‘) Refresh All
Customer Service Agent Dashboard v
« Copilot helps somer
S u m m a ri Z e a n d A Mineral Build Up in Water Supply

 Productivity Pane
showing Al
suggested KB 8 A s o & s
Articles and similar
resolved Cases

? Cases Available to Work On ~

* Are you still using A
the Customer
Service Hub?

Airpot Duo won't Heat or not hot enough

Airpot Duo keeps shutting down

\ANNNRRARI RIS INE VA /4

Cafe BG-1 stuck on preheatina mode

)\

CAS-47732-V4V6EK6 Normal

S U gg eSt a n SWe rS Milk container is not fitting CAS-47418-L6D9C5 Normal
The Cafe 5-100 Semiautomatic has air bubbles in the | CAS-47999-R9S3N3 Low
What are some coffee machines cleaning techniques... CAS-48032-Q9G4Z5 Low

25

4/12/2024 11:52).

How Do You Fix A Coffeemaker That Won't Hea 4/12/2024 11:52).

4/12/2024 11:52{.

4/12/2024 11:52].

4/12/2024 11:52].

Contoso Coffee Questic ---
Contoso Coffee Questic ---

Contoso Coffee Suppor ---

Contoso Coffee Suppoi

Contoso Coffee Suppol

Email

Web

Phone

Phone

My Open Activities

v A

Task

Appointm...

Claudia Mazzanti

Trey Research

Graphic Design Institute

Graphic Design Institute

Setup Warranty Account

Meeting with Owner

In Progress
On Hold
In Progress

In Progress

4/9/2024 11:03 PM

4/10/2024 6:22 AM

4/10/2024 12:39 PM

4/11/2024 6:45 PM

™~

A Mineral Builc Normal

A Mineral Builc Normal
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Customer Service Workspace

Try the new look @ b Q
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Allows for working
on multiple cases
or conversations in
one screen

Copilot helps
summarize and
suggest answers

Productivity Pane
showing Al
suggested KB
Articles and similar
resolved Cases

Are you still using
the Customer
Service Hub?

Dynamics 365

P Vou have 28 days left in your trial
= | @ Home | & Inbox & A Mineral Build Up in Wat... X
Save ’J Save & Close ? Save & Route O Refresh

Customer Service workspace

A Mineral Build Up in Water Supply - save

Case
Summary  Details

Case Title

Customer

Subject

Priority

Case Status

Product

Description

Related v

A Mineral Build Up in Water Supply

Claudia Mazzanti

Water supply

Normal

In Progress

@ Smart Brew 300

VY1 R 1TTr 7 777/ /Y9 S785

+ Y & 2

& Milk container is not fitting

New

(1

F} Queue Item Details ¢, Create Child Case

@ System Administrator

[ Resolve Case m Cancel Case R, Ass gn [ Add to Queue

CAS-47732-V4V6K6  Email  4/9/2024 11:03 PM

r eat

A Mineral Build Up in Water Supply

Buy now

£ Share

-
& Summary

Claudia Mazzanti is experiencing reduced pressure and water flow issues with her SmartBr 000 machine, which she believes is due to mineral build-up
from hard water. She reached out to customer service for instructions on how to properly clean the water tank. Enrico Cattaneo from Contoso Coffee

responded, expressing their commitment to resolving the issue quickly. They offered to set up a phone call to discuss a

service warranty replacement while
working on the problem. Claudia confirmed her availability for a call and mentioned that the water doesn't consistently come out of the machine,

sometimes sputtering and spitting water. Enrico requested additional information about when the problem started, if it always occurs, and any steps
Claudia has taken to fix it. He assured her that even though he will be on vacation, one of his colleagues will continue working on her case. Enrico also

expressed confidence in resolving the issue and thanked Claudia for her patience

Timeline —

3 Live chat from: A Claudia Mazzanti  Closed 2

A Mineral Build Up in Water Supply

(/77 1T THEEEEELE BELY VAN A NSNS




TNMNNNNNNNNNNN\NNN VN7 77 SIS SIS

Customer Service Workspace

° Al |OWS fO r WO rki n g i1 Dynamics 365 Customer Service workspace Try the new look (CJ pe ¥

7

|t . | P You have 28 days left in your trial. | Buynow
O n I I U | p e C'a SeS' = | Home & Inbox =/ A Mineral Build Upin Wat.. X ¢ Milk container is not fitting Smart assist @ I
O r CO nve rsa t | O n S | n Save @ Save & Close [ Save &Route () Refresh New [ Resolve Case [} Cancel Case R, Assign [ Add to Queue : 12 Share - 0
[J knowledge article suggestions E
O n e S C re e n A Mineral Build Up in Water Supply - saved CAS-47732-V4V6K6  Email  4/9/2024 11:03 PM System Administrator When De-Scaling Is Not Enough .
Case Case Number Origin reated On Owner o 1o o o e ) . p m
ow to fix 2 e i 0 Lo

° CO p i | Ot h e | pS Summary Details Related - . ) — —
S U m m a rl a e a n d Case Title * A Mineral Build Up in W... O summary N hw”"“e” u,m:ysmm n to optimize /\L
suggest answers A

Customer * [A Claudia Mazzanti . ! . Yes Mo

Timeline [ S
+ No Espresso Comes Out Even After | Turn On the  ---

 Productivity Pane wter gy |
showing Al 2 e s (T
S u gg e Ste d K B Case Status In Progress '-' Highlights . 2 Similar case suggestions

Articles and similar - a Mk gdogioanak
% Modified on: 4/17/2024 5:20 PM vec y J vistrat Lo
reSO |\/e d Ca S eS Description -— ;o) Live chat from: A Claudia Mazzanti Closed R, B B [ -‘I‘_ : _‘, _ rother .-_‘,‘ mretannaerane

* Are you still using . e o o i
L

the Customer D e
Service Hub? S BN R el

View more / Solved with filling gauge reset
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Transcript
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Demo
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Chat Channel

oS4TS T Crm.dymam kz.oom - @ v o
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Poses Vrtasi Acees BN Adtvys el Pathys Lawselipon [N 2dnpe Oucte Artegs Canemes Loopo - “ave Doweni 2 Az e

Dynamics 365

= W Cutomer Summary

New Conversation

Detwis

Clacsctis Mazzan 53 A Mineeal Bulid Up bn Wister

hat — ¢
a Claudia Mazzant ° A Mineral Build Up in Water |

dadamazzarmdf crmdemo synmames com Norma

° We are transterring tha conversaton
o an agurt.

° MIVEISEUON Smmar Recent L.35e Q Nevtee iy i chomes. yout gl the jowt
ancferrec by the bot of and At yeu
) 4 SO0 & AOTRCHTION O YoM CONga .

Paschat warvey  Winior detah
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oice Channel

7

<

(833) 220-7103
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Copilot in D365 Customer Service
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How to setup a
trial of D365

Customer Service
Omnichannel
‘_ A o
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Provision your trial

7

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

e https://www.microsoft.com/en-
Us/dynamics- Rt e s e
365/products/customer-service =

* Click “Try for free”

Dynamics 365 Customer Service

Empower agents to resolve issues quickly using generative Al and automation =

o)

vvvvvvvvv
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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
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Setup Trial Demo
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= us/dynamics-

— 365/products/customer-service
=
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Try Dynamics 365
Customer Service free
for 30 days 3 0y 365 Custormer o

* Click “Try for free”

Let's get started

Provide exceptional, personalized, seamless
vice to earn customers for life. In this trial,
you'll learn how to:

Y777/ 11171100 1T WV e


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
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S Setup Trial Demo 2
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B Yowe Patom i P WekePowerdpoe 8 Aty Demc< 1§

57 Dynomics 365  Cuxlorer Service workspace

Hello, System Admiinistrator!

Get staried with Dynamics 365 Customer Service
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Environment

7

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

Start with a page design
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Dynamics 365 Customer
Service Professional

Core Customer Service capabilities

Contact us »

Dynamics 365 Customer Service pricing

Save up to 50% compared with similar customer service solutions from major competitors.’

Dynamics 365 Customer
Service Enterprise

Advanced Custorner Service capabilities

Contact us »
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LIVE

MAY 2024
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Customer Service add-ins?

Digital Messaging and Voice
Add-in

All-in-one omnichannel engagement across

voice, digital channels, and chat

Contact us »

Chat Add-in

Live chat omnichannel engagement

between customers and agents

Voice Channel Add-in

ce capabilities as part of your

omnichannel engagement

» Requires Enterprise license

Contact us »

Digital Messaging Add-in

Rich omnichannel engagement across

digital messaging channels, including chat

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

Larkspur &

Unlocking the Power of Journeys: A
Comprehensive Guide to Customer Insights -

Journeys within D365

01:15PM-02

Check out my
colleague's session
tomorrow at 1:15pm
on Customer Insights -

rn the ba

1er Ir

of the applica and itz features.

create customer journ gments and t

s, email creation, and more.
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Copilot : -
Academy E !
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