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AI Webinar June 25th 2025

Unlock the Power of
Microsoft Copilot
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Al solution complexities

Advanced

Low code / coding
No code
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Al ready-to-use

Time and effort for adoption




@ Al and Copilot workshop

Copilot in a day

Vision
Modern D365 Business Applications - ERP and CRM Copilot for D365 Copilot

Work g ' . Studio
O | lememq ol

Low hanging fruits

Start&Go Copilots

Copilot for D365
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for Sales for Service for Finance

D365 Business Applications - ERP and CRM
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Tailor-made

Assesment

Implementation
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Demo

Copilot in Excel
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) Demo

Copilot in PowerPoint
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The AI Shift:
From Tools to
Teammates
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» Copilot

Your Al assistant for work

How are businesses using Al to transform and drive
impact?
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Transform you
Contact Center
With Al

Unlock the Power of
Dynamics 365 Contact Center

Your Al First Contact Center
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Typical contact center infrastructure creates friction €5 ajfapeople

Channels

- Live chat

®%» Social

Customers

Email

SMS

Voice

Self-service

Chatbots

Social bots

Contact Us forms

SMS bots

IVR

Routing

Chat session routing

Social session routing

Exchange

SMS session routing

ACD

Supervisors and
Agents service leaders

Multiple systems

Multiple tools/

inboxes No integrated data or

No 360° end-to-end view
customer view

Brittle integrations

Human “Swivel
Chair” middleware

Siloed data | Fragmented systems
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Why Dynamics 365 Contact Center? €5 AlfaPEORIEP

It is the Microsoft Contact Center solution that boosts the customer experience
+ End-to-end

« Copilot-first

+ Cloud-based

collaboration
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5 High-complexity procedures automation in all channels

1 Basic contact center capabilities in 1 channel
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Contoso Industrial Products

About the Company and the Case

Contoso Industrial Products, a global provider of industrial
equipment and materials, has recently faced an increase in
customer complaints regarding service quality and delayed
responses. Recognizing the impact this is having on customer
satisfaction, the company has decided to revamp its customer
service operations.

To address these issues, Contoso will implement Microsoft
Dynamics 365 Contact Center, which offers centralized
management of customer inquiries and AI-driven solutions to
streamline communication. This system will help the company
improve response times, ensure efficient case handling, and
provide real-time customer insights.

By adopting the D365 Contact Center, Contoso aims to
enhance service quality, restore its reputation, and strengthen
customer loyalty, ensuring smoother operations and a better
customer experience in the long term.
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Dynamics 365
Contact Center

Conversational IVR Demo
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Dynamics 365
Contact Center

Unboxing




Communication Dynamics 365 Contact Center

Services
Signaling and Call Routing
Routing Orchestration Voice Queue
Media Live Agent
Processing IVR Bot Assist

Azure geography selected
based on organization

Session Border Communication Dynamics 365 Contact Center -

Services
Signaling and Call Routing
Routing Orchestration Voice Queue
Media Live Agent
Processing IVR Bot Assist

Customer
Deployed SBC Azure geography selected
based on SBC IP

Controller




Azure Bot Framework

@ OpenAl

connected




ynamics 365 Contact Center workspace New look c)

Knowledge search

Search My favorites Y |
Today 1
€%
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Queue: Contact center voice queue
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Que

Select an item to work on

Jothing is selected




Dynamics 365

= @iy Home Bd Diane Plank X

Communication Panel —

Diane Plank

0544 | © Positive

Diane Plank 9:43 AM

DP Hi, | need help with a return authorization.

Diane Plank 9:43 AM

DP My Smart Brew 3000 coffee machine arrived
damaged

9:46 AM
Can you share your order number? ®
Diane Plank 9:43 AM
DP Order #1235243543
9:46 AM
Thank you, please wait as | connect
you to an agent. @

Conversation with Diane Plank has started

‘,5 Conversation summary Summarized 1 min ago X

Conversation
Summary

The customer needs help with a return authorization for their Smart Brew 3000 coffee machine
which arrived damaged. The order number is #1235243543.

&) [ramie ~ y o

Al-generated content may be incorrect. Make sure Al-generated
content is accurate and appropriate before using. See terms

B4 Customer details X

m (3 Customer details

Details

9 Diane Plank v

B4 Account: 654-ADU-753

@, +1-425-555-0154

=2 Claudia@outlook.com

A 3891 Ranchview Dr. Richardson California 62639

Timeline + = 1

Q_ Search Timeline

ﬂ Enter a note Vi
~ Recent

T Timeline highlights ~

Mona Kane assured the customer through emails that the issue will be resolved
in a timely manner and kept them updated on the progress.

Andrew Lee promptly escalated the issue to the technical team for further
investigation and resolution.

Customer reported issue with the Smart Brew 3000 valve on the portside of
their machine, causing a malfunction in the brewing process.

[ O cor W & QD

Timeline
Highlights

T Copilot = Filters

Get Al-powered help with solving customer issues.

Write an email ——?—.
« Clear chat m

Ask a question

What is the return authorization ——
process for damaged products? 2
Case summary
To report a damaged product and initiate o
a return authorization, please follow these
steps:
—0

1. Go to the support portal.
2. Click on "Support" and then select
"Return Authorization".
3. Fillin your name, contact information,
product name, and order number,
4. In the details section, include the
following information:

- How the functionality of the product is
affected.

- Whether the retail package of the
product is damaged.

- Whether the shipping package of the
product is damaged.

Translate ~ 049

Al
Check sources ~ .

010f15

nerated content may b

o s
#  Describe what you need B

before using. See terms

Standalone Mode: Copilot’s suite of ground-breaking Generative Al features are all available at the agent’s fingertips

Email Assist

Agent
Assist
(Q&A)

Case
Summary

Connectivity to
1P as well as 3P
knowledge

Agents can connect
to 3P CRM
knowledge from
within the D365
Contact Center
Standalone app
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Overview - AI and Copilot Workshop

We support the start of your Al journey. Using Design
Thinking techniques, we understand your challenges, create
a high-level strategic roadmap, and identify quick wins to

s ~\ achieve results.

@) « 8-hour remote workshop or face-to-face

+ Maximum of 3 areas covered and 2 use cases per area.

AI and Copilot + ~15 participants

Workshop Start&Go Assessment

Copilot
Copilot in Implementation
a day
I €2 AlfaPeople
Vision
Proposal AI Workshop

\ y

Workshop ‘
Contents

3 Organizational Readiness (1h)

* The following activities can be considered related activities
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Overview - Copilot in a Day

With "Copilot in a Day", we are taking the

e B first step towards demystifying Copilot's
3 capabilities and integrating it into the
@ /o Microsoft ecosystem. This event is ideal for
» companies that want to understand the
AI and Copilot otential of Al in everyday life through a
Work P Start&Go Assessment P . Y . Y 9
orkshop ) hands-on, guided experience.
Copilot
Copilot in Implementation
a day )
+ Remote session of up to 4 hours
+ Key Concepts
* Live demonstration
* No prerequisites
Vision
\ J
C © 8 & ¢ O D e w | P L F &
Microsoft 365 Dynamics 365 Dynamics 365 Dynamics 365 Dynamics 365 Dynamics 365 Dynamics 365 Dynamics 365 Dynamics 365 Service Finance Sales Copilot
Copilot Sales Customer Business Central Customer Field Service Project Finance Supply Chain (Preview) Studio
Perspectives Service Operations Management
) || ] |1 | \ )
Y y | Y
Modern Copilot FOR D365 - Other Power Apps

Work Copilots D365 - Enterprise Applications - CRM and ERP CRM and ERP



Overview - Start&Go Copilot

é )
AI and Copilot
ngrksﬁgéo Start_&Go Assessment
Copilot
Copilot in Implementation
a day
—
Low
hanging
L fruits |
' P

Dynamics 365 Dynamics 365
Sales Customer
Perspectives
\

Dynamics 365
Business
Central

Dynamics 365
Customer
Service

(D

Dynamics 365
Field Service

4
Start&Go"
Copilot

Accelerate the adoption of the features included in
Copilot into some Microsoft Dynamics 365 solutions or
extend the capabilities, including integration with
other available customer CRM platforms.

« Installation, configuration, training, monitoring and
support with a defined scope of work

« Integration effort, if necessary

» & Y o

Dynamics 365 Dynamics 365 Dynamics 365 Service Finance
Project Finance Supply Chain (Preview)
Operations Management

J ||

Y

Copilots D365 - Business Applications - CRM & ERP

€2 AlfaPeople

B AlfaPecple

PROPOSTA TECNICA E COMERCIAL
—
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(;tarl&Go'
Canilat
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CRM and ERP

Copilot FOR D365 - Other



Overview - Assessment - Tailor-made

4 )
»
Al and Copilot
Workshop Start&Go Assessment
Copilot
Copilot in Implementation
a day

Tailor

made
\ J

* The associated activities can be considered as

Based on a customer-defined
need, the BXT method is used to
conduct an assessment in 5
phases to create a solid business
case that includes use cases,
technical specifications, timeline,
and investments.

« Planning and implementation

« Use case discovery*

* Preparation of a feasibility
study**

* Presentation of business cases

« Closing

€2 AlfaPeople

The BXT framework

ol

Experience
(Desnablllty)

Enterpr
(Feasibility)

Successful
solution

s

Technology
(Feasibility)

€@ AlfFaPeople

The global partner for your digital transformation journey

Proposal Assessment
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Thank you!

AlfaPeople Denmark

AlfaPeople Germany

AlfaPeople Switzerland ]
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info@alfapeople.com ©
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¢
@ +45 70 20 27 40
Brazil - Canada - Chile - Colombia - Costa Rica - Denmark -
Ecuador - Germany - Guatemala - Mexico - Saudi Arabia -

Switzerland - United Arab Emirates - United States
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