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What's new in Dynamics 365 CE



Sales

Link with solid fill

https://releaseplans.microsoft.com/en-us/?app=Sales


Sales - Copilot and AI innovation

Item N / U Deadline Benefits / Observations

Accelarate data entry using form fill assist
toolbar

Updated Oct/2025

As part of Copilot’s form fill assistance initiatives, the form fill assist toolbar supports uploading of files, 
emails, and images, helping eliminate this manual data entry work. It uses AI to extract key details such 
as names, phone numbers, addresses, and company info from uploaded content, and intelligently maps 
them to the right fields in the sales form.
Use Files to upload supported file types (.txt, .docx, .csv, .pdf, .png, .jpg, .jpeg, .bmp) and get inline 
suggestions to fill out fields based on the file’s content.

Get embedded experience for Copilot
summaries

New Oct/2025
The Copilot summary for Opportunity, Lead, and Account gives sellers instant, AI-generated insights so 
they can quickly get up to speed, understand deal context faster, and spend less time searching through 
data.



Sales - Copilot and AI innovation

Item N / U Deadline Benefits / Observations

Find, filter, and sort using natural language 
with smart grid

updated Oct/2025
Smart grids, part of Copilot’s workflow efficiency toolkit, simplify this process by letting you filter, find, and 
sort data using natural language. Just type a query in natural language in Copilot Search, and Copilot 
instantly applies the right filters and updates the grid.



Sales – Lead Management

Item N / U Deadline Benefits / Observations

Boost pipeline by autonomously researching
leads with Sales Qualificacion Agent

Updated Oct/2025
The Sales Qualification Agent in Dynamics 365 Sales eliminates this human toil by autonomously 
researching information about every lead using data from CRM and public web sources. The agent then 
recommends whether you should engage with the lead. 

Improve sales efficiency with Sales 
Qualification Agent’s e-mail validation

Updated Oct/2025
Now, the Sales Qualification Agent in Dynamics 365 Sales verifies each email address and identifies if it's a 
work or personal email. Sales teams can save precious time by ignoring unreachable leads, increase the 
effectiveness of their sales outreach, and stay compliant by reaching out to only valid work emails.



Copilot for Sales

Link with solid fill

https://releaseplans.microsoft.com/en-us/?app=Microsoft+Copilot+for+Sales


Item N / U Deadline Benefits / Observations

Access Copilot for Sales from Outlook mobile New Ago/2025
Sellers can easily track emails to CRM, keep the CRM updated, and use AI power to summarize and 
generate email replies, all from within the mobile version of Outlook on iPhone or Android devices.

Copilot for Sales – Microsoft Outlook Experiences



Customer Insights
Data



Customer Insights – Faster Time to Insights

Item N / U Deadline Benefits / Observations

Connect to Azure store behind a firewall using
Virtual Network support

Updated Sep/2025
Customer Insights - Data uses the Virtual Network support in Power Platform to securely configure Private 
Link connections to your Azure storage behind a firewall. Customer Insights - Data uses private links for 
three scenarios: Data input, Data output, exports.

Filter rows from source data for better
processing

Updated Oct/2025
With Customer Insights - Data, you can apply row filters directly to any source table you ingest. This 
filter feature reduces the data scope to just what you need.



Customer Insights Journeys

Link with solid fill

https://releaseplans.microsoft.com/en-us/?app=Customer+Insights+-+Journeys


Customer Insights - Journeys – Unify Sales and Marketing

Item N / U Deadline Benefits / Observations

Generate leads that link to an existing contact Updated Sep/2025
With this new set of capabilities to connect lead and contact data, you can choose how to update existing 
contact or lead details and define advanced matching rules to prevent duplicate records.



Customer Insights - Journeys – Copilot and agents

Item N / U Deadline Benefits / Observations

Transform your outreach with Copilot –
powered voice conversations

Updated Nov/2025
By integrating Customer Insights - Journeys with Contact Center, you can go beyond traditional marketing 
tactics by leveraging Copilot Studio agents to deliver meaningful, hyper-personalized experiences that 
boost customer satisfaction and engagement.



Customer Service

Link with solid fill

https://releaseplans.microsoft.com/en-us/?app=Customer+Service


Customer Service - Copilot and AI innovation

Item N / U Deadline Benefits / Observations

Connect AI agents using Model Context
Protocol server

Updated Oct/2025
Whether you're a developer building an AI agent to automate part of the service workflow or a customer 
service representative using AI agents such as ChatGPT and Claude to get work done, you can now 
connect Customer Service to your agents with the MCP server.

Insert Copilot prompts in email templates Updated Oct/2025
With this feature, administrators can set up email prompts in email templates. When a customer service 
representative uses an email template, Copilot automatically fills in content from the prompts. This 
feature boosts agent productivity and cuts down on manual work.

Use Copilot-powered email template
recommendations

Updated Oct/2025
Copilot Email Assist now suggests relevant email templates, so customer service representatives don't 
need to search for templates manually.



Customer Service - Copilot and AI innovation

Item N / U Deadline Benefits / Observations

Automate case lifecycle tasks with Case 
Management Agent

Updated Oct/2025

When a customer service representative accepts a live chat, the Case Management Agent automatically 
creates a case and fills in the required information. As the conversation continues, representatives can 
use the agent to update case fields in real time. When the conversation ends, the agent automatically 
updates the case fields.

Update Knowledge base using Customer
Knowledge Management Agent

Updated Oct/2025

Customer Knowledge Management Agent automatically turns untapped case and case-related 
conversation data into knowledge that supports your contact center. Customer Knowledge Management 
Agent harvests knowledge from cases in real time as service representatives close cases, helping your 
contact center respond to emerging issues in minutes.



Copilot for Service

Link with solid fill

https://releaseplans.microsoft.com/en-us/?app=Microsoft+Copilot+for+Service


Copilot for Service - Copilots embedded in CRM systems

Item N / U Deadline Benefits / Observations

Embed case summary customizations in your 
CRM system

Sep/2025
(Public Preview)

This feature lets admins customize case summaries so that they include only the relevant fields from 
their third-party CRM systems. This flexibility improves case summary accuracy, customer service 
representative efficiency, and alignment with organizational workflows.

Enhance Copilot responses with additional 
sources in 3rd-party CRM systems

Sep/2025
(Public Preview)

The ability to integrate the Knowledge Hub in Copilot for third-party CRM systems such as Salesforce and 
ServiceNow helps enhance service representative response quality. By using multiple knowledge sources, 
service representatives can provide faster and more accurate resolutions without the need to ingest 
content into a single system. This feature reduces manual effort and helps increase service representative 
productivity.



Contact Center

Link with solid fill

https://releaseplans.microsoft.com/en-us/?app=Contact+Center


Contact Center - Copilot and AI innovation

Item N / U Deadline Benefits / Observations

Use enhanced real-time translation Updated Oct/2025

With this feature, users get an out-of-the-box solution for translation services, so they don't need to 
bring their own web resources. Service representatives get updated feature usage with more 
configurations. They can tailor their conversations more accurately based on their existing skills and 
preferences.

Promote intents for self-service in semi or fully 
automated manner

Updated Oct/2025

The enhanced approach introduces automation to reduce operational overhead and accelerate intent 
use in self-serve modes by allowing admins to define when intents can promote. This feature saves time 
and resources by increasing automation or assisting admins in making faster decisions, which increases 
the efficiency of intent promotion. With this approach, businesses can operate more smoothly and focus 
on higher-value tasks.

Resolve complex issues autonomously with 
Customer Intent Agent

Updated Oct/2025

By automating complex support interactions across voice, chat, and email, this feature cuts support 
staffing costs by increasing the number of interactions that resolve autonomously. It boosts customer 
satisfaction scores and reduces average handling time through faster, personalized resolutions without 
human interaction.

Use feedback agent in chat and digital 
channels

Updated Oct/2025
Customer feedback survey agent using Copilot Studio is a robust solution that simplifies and enhances 
the collection and analysis of customer feedback across voice, chat, email, and digital channels. This 
feature uses generative AI to tailor questions and interpret responses contextually.



Contact Center – IVR capabilities

Item N / U Deadline Benefits / Observations

Enable SIP x header support for context 
transfer

New Nov/2025

SIP X header support extends in-call context transfer beyond the existing 128-character User-to-User (UUI) 
limit. Organizations can now pass up to five custom SIP X headers per call, and each header supports up to 
256 characters. This feature enables more detailed context, such as call ID, language preference, or 
handling instructions, to flow between external systems and voice agents (IVR). The result is faster 
resolutions, reduced repetition, and improved customer experiences.

Enable selective hold with music and exit 
prompts

Updated Sep/2025

Voice agents use selective hold periods when callers need time to retrieve information, just like human 
agents. By playing music or promotional prompts during these pauses, the system prevents awkward 
silences that might suggest disconnection or audio problems caused by background noise. This approach 
gracefully pauses the conversation while playing music or promotional prompts.

Mask sensitive data and prevent unauthorized 
access 

Updated Sep/2025
Safeguarding sensitive data isn't just a necessity but a mandate for contact centers. As the custodians of 
customer trust, contact centers lead the way in using innovative methods to protect customer data at 
every stage—acquisition, transmission, and storage.

Use constrained grammars for speech 
recognition

Updated Sep/2025

High containment within self-service channels is essential for organizations, with recognition accuracy 
being paramount for voice agents. You can achieve higher accuracy by constraining speech recognition 
through defined rules and parameters, especially when handling alphanumeric input, lists, and predefined 
option sets. Historically, voice agents have relied heavily on constrained speech. By providing this 
capability in Copilot Studio, you can preserve your investment in the authoring, tuning, and use of speech 
grammars while maintaining the high level of accuracy gained through their implementation.



Contact Center – Teams Integration

Item N / U Deadline Benefits / Observations

Use Microsoft Teams phone in Dynamics 365 
Contact Center

Updated Aug/2025

By connecting the Teams Phone numbers with Dynamics 365 Contact Center, businesses integrate their 
existing Teams Phone system without the need to configure a separate telephone setup. Customers can 
use the broad geographic reach of Teams calling capabilities through calling plans available in 36 countries, 
Operator Connect in 96 countries, and Direct Routing globally. Also, it eliminates the need for customers 
to bring their own Azure Communication Services resource.



Contact Center – Unified Routing

Item N / U Deadline Benefits / Observations

Block capacity for consulted conversations Updated Oct/2025
By blocking capacity for consulted conversations, businesses can improve resource management and avoid 
overburdening their service representatives. This enhances overall efficiency and customer satisfaction.

Select a representative automatically in 
consult to queue

Updated Oct/2025

When service representatives select a queue during the consult process, this feature automatically 
connects them to the best representative for consultation. This feature is helpful when service 
representatives aren't sure how to find the appropriate representative to consult. The system finds the 
right subject matter expert (SME) based on the conversation context.

Set timer to wrap up conversations in seconds Updated Aug/2025
You can now set the wrap-up timer in seconds, so contact centers have precise control over post-
conversation workflows. Previously, you could only set this timer in minutes.



Field Service

Link with solid fill

https://releaseplans.microsoft.com/en-us/?app=Field+Service


Field Service - Boost technician productivity

Item N / U Deadline Benefits / Observations

Integrate bookings with Outlook and Teams Updated Out/2025

Frontline workers can access their assigned bookings directly within Outlook and Teams, the platforms 
they already use daily. This integration eliminates the need for switching between multiple tools, allowing 
employees to manage their work and personal schedules all in one place.
Field Service bookings for work orders create an appointment in the frontline workers' calendars and 
provide extra details, including a deep link to the Field Service application.
This feature offers several valuable improvements
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