== Microsoft

Turbocharge your workforce with

Dynamics 365 Copilot

March 2023



Two paradigm shifts

>Q

Flexible work Al






Employees demand a new digital employee experience

85%

89%

Want digital tools that help them Who do have access to automation
be more agile, to automate daily and Al-powered tools feel more
tasks, and make information fulfilled because they can spend time

more accessible. on work that truly matters.

2023 Microsoft Business Trends Survey
According to 4,500 business decision makers (BDMs) in the United States, the United Kingdom, and Japan



Era of the Al Copilot

The role of technology

From To
Tools Creative assistant
Data input Data output

Provides recommendations,

Follows commands with human in the loop

Uses specialized language Uses natural language



Business impact from Copilot
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& Copilot

A sentiment.ts GO 2

#!/usr/bin/env ts-node
import { fetch } from "fetch-h2";

// Determine whether the sentiment of -
// Use a web service
async function isPositive(text: string.
const response = await fetch( http://
method: "POST",
body: ‘text=${text}’,
headers: {
"Content-Type": "application/x—ww
}
1)
const json = await response.json();
return json.label === "pos",;



The world’s first Al Copilot in CRM and ERP

Sales \YETs Gilgle Service Supply Chain Operations
Recap sales meetings Generate content ideas Create customer responses Predict disruptions Create product
descriptions
Craft customer emails Create audience segments Enhance self-service bots -

Simply customer insights

. ‘ Dynamics 365 Copilot
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Save time creating
engaging customer emails

=

Move deals forward faster with Al-assisted email
replies, from information requests to proposals.

Challenges With Copilot in Microsoft Viva Sales

* +66% of sellers’ day devoted to managing email * Al-generated email content modeled after

i : roprietary email styles, messages, and tone
* Repetitive email responses composed from scratch Prop y Y J
* Integrates custom details, from pricing to

promotions

» Choose pre-defined response categories or
custom text based on keywords and topics

 Time spent searching email, chat, documents for
account-specific details



Recap sales meetings r
In moments

Automatically generate detailed summaries and
actionable steps after sales calls and meetings

Challenges With Copilot in Microsoft Viva Sales
* Hours each day devoted to recapping customer « Automated summaries of key topics, issues,
and internal meeting notes and action items concerns; as well as related CRM information
* Inaccurate meeting summaries due to content- » Generate summaries for a range of meeting
heavy meetings and multiple participants types in Teams, including multi-participant and

one-on-one meetings

* Reclaim time to focus on more impactful
activities



Copilot

INn Microsoft Viva Sales

(included in Dynamics
365 Sales)

M B Mail - Kelly Krout - Outlook

@) 3 hit tlook.office.com

Home View Help Message

Calibri

Inbox ¥

Liam Small

X | & Opportunity: Opportunity: 10A1 X | & Kelly Krout (You) | Microsoft Tear X \ =H

1 Teams cal
Insert Format text Options
12 B
Request for a proposal

3 Reply quickly and confidently with suggested email content. Try it now | Di

New Starter and Conn...  Thui1/12

Hi Kelly, As a quick update, we have

Toby Miller

Delivery Date Request ...  Thu1/12

Hi Kelly, Hope ell! | am ver.

Draft] Mia Steele
> Request for a proposal Thu

1/12

Hi Kelly, | hope you had a great brea

Heriberto Nathan
Interested in your Prod The

11/12

Hi Kelly, Liam Small sent me your de

Microsoft Dynamics 365

Identify your best sales le... ~ Wed 1/11
Learn how da your sales u

Microsoft Viva

Calibri [12

Discard

Welcome to your digest Wed 1/11

Private to you Hi, Kelly K

Microsoft Teams

Karen Berg is trying tore...  Tue 1/10

Microso ms Karen Berg i

Hi Kelly,
| hope you had a great break over the holidays. | wanted to follow up on our discussion last week about t
point where we would like to get a proposal for the machines numbers we discussed. Please could you gi

approvals from our board?

Thanks very much






Create pitch-perfect
email campaigns

Elevate email marketing with Al-assisted content
suggestions

|

Challenges

» Marketing emails generated from scratch, requiring
extra production time and cost

» Content misaligned to brand standards

With Copilot in Dynamics 365 Marketing

» Generate content ideas, reducing production time

* Ideas generated from your best-of-breed
campaigns to boost conversions

» Content ideas that reduce production time

» Saves marketers hours of time brainstorming
and editing, while keeping content fresh and

engaging



Use natural language
to generate audience segments

=

Simply type the traits of audiences you want to
engage with to produce an optimized list of contacts.

Challenges With Copilot in Dynamics 365 Marketing

» Use Open Al's GPT-3.5 to save time creating or
enhancing segments

 Simply type a description of target audience
characteristics to generate segments

* No need for expertise in data science or back-
end data sources

» Segmenting audiences is time-consuming
and resource-intensive



Copilot
In Dynamics 365
Marketing

amics 365 Marketing

amics.com

Dynamics 365 Marketing

Email templats

My templates  Favorites

My templates

1-2-3 column 1-2-2 column

CAMPARY XEGRONT
(]

Keep headiine

1 column Campari Negroni Template

Details

1-2 column 1 column centered

Name

Campari Negroni Ter

Commercial



How might we maximize customer lifetime value

Understood

Frictionless

Supported




Opportunities for Al | Improve Customer Experience

Strategies

4 )

Sentiment
Analysis
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Personalized
Recommendation

Al Generated
Content
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Automated
Interaction
handling across
channels

/o

Predictive
Analytics




Maximizing Customer Lifetime Value

Powered by Dynamics 365

B

Robotic Process

Automation

Knowledge
Management

=

Insights & A

Analytics

E Case
@ Management
Unified
Voice ‘ B Routing
Chat @B
Email =
X )
SO N BN | ifecycle &
svs i Channels
IVR & Bot ¢
ConvAl *®
Portals gl
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Social @ Customer Journey
Orchestration
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Predictive
Targeting

Powered

Biometric
Authentication &
.; Fraud Prevention
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Customer
Data Platform

by Al

Al suggestions

Real-time sentiment
analysis

Real-time transcription
& translation

Macros

Sales & Agent scripts

Speech to text
Smart assist

Teams Collaboration




The age of Al

Al will break the world out of its stagnant
productivity cycle — and set the stage for
a new era of innovation.
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