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Why do we need Al Agents in Service departments?




2010-2013

Traditional CRM

Ticket queues

On-prem CRM &
contact centers

Phone, email, IVR
routing

Siloed channels &
case mgmt

Representative apps

Siebel - early SF - on-prem
Dynamics

TICKETS

2013-2016

Cloud &
Omnichannel

Channels unified

SaaS CRM adoption
at scale

Chat, SMS, social
merge in

Knowledge bases &
mobile

Representative apps

Service Cloud - Zendesk - D365

2016-2019

Self-Service & Bots

Deflection

Rule-based chatbots

Customer portals &
communities

Workflows, macros,
automation

Representative apps

Power Virtual Agents -
LivePerson

2019-2022

AlI-Assisted Service

Smart agents

NLU virtual agents &
sentiment

Unified agent
desktop

Predictive routing &
triage

Representative apps

Einstein - Nuance - Kore.ai

2022-2024

Generative Al
Copilots

Co-pilots

LLM summarization &
drafts

Conversational KB
search

Real-time agent assist

Representative apps

Copilot for Service - Einstein
GPT

2024-2026

Agentic Customer
Service

Autonomous resolution

Al agents resolve
end-to-end

Multi-agent
orchestration

Humans supervise
exceptions

Representative apps

Copilot Agents - Agentforce

J

AUTONOMOUS
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Before you Build - Evaluate Pre-built Agents

Out-of-the-Box

Functionality Native Integration Enterprise Ready

Microsoft Roadmap Time-to-Value Lower TCO




ents

Understand Create & Resolve & Learn &
Engage Intent Triage Close Improve
- ) £ ) ) P

Identify issue & Create case, classify, Solve issue, follow up, Capture knowledge &
evaluate quality

Customer reaches out
via voice, chat, email customer need route to right queue close case

AUTONOMOUS AGENTS

Discovers customer intent from conversations
& past cases; recommends knowledge articles Customer Intent Agent
for self-service and assisted support.

Autonomously creates, updates, resolves, and closes cases — cutting manual data entry and
follow-up work. Case Management Agent

Customer Knowledge
Extracts knowledge from closed cases, fills knowledge gaps in real time, and keeps the KB compliant. g
Management Agent

Generates autonomous and Al-assisted assessments of conversations and cases against supervisor-defined criteria.

Quality Evaluation Agent




Customer Intent Agent







Customer Knowledge agent







Case Management agent







Quality Evaluation agent
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