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AI is transforming business today

Every 

individual

Every 

process

Every

organization

Every 

industry



With Agentic AI.
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What are AGENTS anyway?



What does agent mean here?



Agency (noun)

The ability to take action or to 

choose what action to take

Source: https://dictionary.cambridge.org/dictionary/english/agency



Human-led, 

agent operated

Level 3

Human with 

assistant

Level 1

Human-led

agents

Level 2



70% of the Fortune 500 use Microsoft 365 Copilot

Autonomous Service Operations

Assisted serviceCustomers
Service 

Representative

Case Management

Knowledge Management

Self service

Customer Intent

Quality Evaluation Agent



Our Role Play today

CHRISTMAS ELF

AUTONOMOUS 
AGENT

NANCY

SERVICE PRODUCT 
EXPERT

ROBIN

CUSTOMER

MIRADIJE

SERVICE REP





Journey to Autonomous Service

Level 1 Level 2 Level 3

• Intent Agent recognizes the issue
• Resolution without human 

involvement
• Analyzing and improving

• Escalated to 1st Level Support
• Resolution guided by Intent Agent
• Verification

• Escalated to expert
• Researches and finds a solution
• Case and Resolution captured as 

new Intent.

WAITING FOR ADDITIONAL PRODUCT SCREENS

+
Human expert Human with assistant Human-led agents



Journey to Autonomous Service

Human expert

Level 1



Journey to Autonomous Service

Human expert

Level 1



Journey to Autonomous Service

Human expert

Level 1



Journey to Autonomous Service

Level 2

+
Human with assistant



Journey to Autonomous Service

Level 3

Human-led agents



Journey to Autonomous Service

Level 3

Human-led agents





Scalable with the Microsoft ecosystem

Copilot + Agents

Unify service Dynamics 365 
Contact Center

Dynamics 365 
Customer Service

Dynamics 365 
Field Service Teams Outlook

Connect to 
the business 

Dynamics 
365 Sales

Dynamics 365 
Customer Insights

Dynamics 365 
Supply Chain

Dynamics 365 
Finance

Third-party 
services + data

Collaboration 
& productivity

Microsoft 365
Authoring environment & 
Workflow orchestration

Copilot Studio

Trusted AI Azure Open 
AI Service

Harness data & 
business insights

Dataverse Graph Power Platform Fabric

Azure foundation Identity, security, management, and compliance + Global cloud infrastructure and services
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Ser vice Summit 2025

Have a chat with us!

Booth H05

Main Entrance
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