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What does mean here?



The ability to take action or to
choose what action to take

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



Human with
assistant
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Human-led
agents

Human-led,
agent operated
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Our Role Play today *
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Journey to Autonomous Service

Human expert

Level 1

* Escalated to expert

» Researches and finds a solution

» Case and Resolution captured as
new Intent.

Human with assistant

Level 2

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

Human-led agents

Level 3

* Intent Agent recognizes the issue

* Resolution without human
involvement

* Analyzing and improving



Journey to Autonomous Service
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Journey to Autonomous Service

% Propose new knowledge (preview)

w the kn dge proposal drafted by Copilot based on this case.

ew draft
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h’itle: Resolving Bitter Taste in Coffee with Smart Brew 300
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Dynamics 365

Get started

{1 Home

K Search admin setti...

¥ Guided channel se...

Customer support
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o  User management
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Journey to Autonomous Service

O Mew J Export [ Refresh

eview} O Manage intents ( Al Copilot )]

All intents o

Intent helps understand the reason for which a customer has initiated a service reguest. Make sure Al-generated content is accurate and appropriate before using it. See preview
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Journey to Autonomous Service
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Journey to Autonomous Service

ccessories

Barista Pro Espresso Machine

4.8 247 reviews

$1899

KEY FEATURES

Level 3
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Human-led agents
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Journey to Autonomous Service
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Dynamics 365 | Copilot Service workspace

= M Home K3 Inbox & Agent insights

nt insights 2025-05-06, 12:43pm

Conversation performance Ca

Last 24 H

Active conversations Closed conversations Quality score Sentiment pulse

79 /100 C 92%

82/100
79/100

78/100

Level 3

Summary of Al agent performance

Customer Intent Agent

Knowledge Management Agent

58

Human-led agents
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Quality Evaluation Agent



decrease in

O
1 3 /O service reps

requiring peer assistance
to resolve a case
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Scalable with the Microsoft ecosystem

7" Copilot + Agents '

: - : -
. . .‘- Dynamics 365 Dynamics 365 Dynamics 365 .
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@ Service Summit 2025

Have a chat with us!
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