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Contact Support

System Error: 80169D3A

TRY AGAIN



SERVICE 
AGENT

CUSTOMER

I need a solution now! 
I want to finish my flight.

Be patient. I have to search 
for a solution first.



Customer

Communication channels 
of my choice

First class self-service 
solutions

Quality in service 
and fast issue 
resolution

Limited insights and 
missing customer 
360° view

Lower self-service rates 
lead to higher amount 
of low-value activities 

Reduced productivity 
and long case 
resolution time

Agent

AS A 
CUSTOMER, I 
NEED…

AS A SERVICE 
AGENT, I 
STRUGGLE 
WITH…



The scale of Microsoft’s support

10’s of thousands of agents

92 contact centers

120 countries

1B+ consumers

46 languages 

Across consumer & commercial businesses (10K enterprise, 10M+ SMB)

D365 Xbox Azure Office Teams

145M+ contacts

73M+ calls 61.2M emails 11.4M chats



Disparate solutions in 

16 different systems 

and 500 tools and 

vendors to manage

Customer

Contact 

Center

AI

Azure

Power BI

Microsoft

Platforms

Virtual 

Hold

Unified 

Communication

CRM

ASD

MST

Omnichannel



Digital transformation journey to modernize Microsoft Support 

2019
16 systems, 

500 tools

2020
Dynamics 365 

Customer Service

2021
Teams 

Collaboration

2022
AI, intelligent 

routing, chatbots

2023
Copilot in 

Customer Service

32% in self help

20% in miss-routes

31% in first call resolution

12% in CSAT



Creating a single customer 
care platform

built on Dynamics 365 

Customer Service

CCAITelephony

Unified 

Communication

Contact 

Center
Dynamics 365

Customer Service 

Digital Contact Center Platfo
rm



The AI technology 

is here



Microsoft 365 Copilot

Dynamics 365 Copilot

Large Language 

Models 
(powered by Azure OpenAI)

Dynamics 365

apps

Turbocharge your workforce with GenAI

Your

data

Microsoft Cloud – AI you can trust



Customer



Service Workspace

Chat gets routed

Copilot to summarize Chat
Agent



Agent



Agent



Agent



Agent



Customer



From agents to super agents…
Results of internal use of Copilot and Dynamics 365 Customer Service among Microsoft 

commercial business support engineers. 

Agent success

Just want to share my 

gratitude to Copilot as a 

person who always struggles 

to wrap up wording before 

sharing with the customer. 

Amazing time and pain 

saver for me!

With Copilot, I feel like I got 

10 extra pairs of eyes, and 

feeling being 'lost' or not 

able to help disappearing 

on a fly.

My customer switched 

from English to Spanish 

mid-chat, Copilot enabled 

me to continue to solve 

the problem regardless of 

the language shift.

Already in love with Copilot. 

Using this to answer couple 

of my teammates’ customer 

related queries!

Findings

In one support business, 10% of cases that 

normally require collaboration with peers 

were resolved independently

For low-severity chat cases in one area of our 

commercial support business, average 

handling time decreased 12%

Organized, updated knowledge sources 

in Copilot improved agent productivity 

and improved average handling time 

by 12-16% in some areas



Global success transforming customer service

Trusted by 

95% of 

the top 20 
financial institutions 

Trusted by 

more 

than half 
of the top retailers

Trusted by 

9 of the 

top 10 
telcos worldwide





As one of the world's leading 

companies in airfreight transportation, 

Lufthansa Cargo provides transport 

service with speed, efficiency, and care. 

The organization wanted a unified 

system that allowed for greater 

collaboration and intelligent 

customer insights.

Lufthansa Cargo developed oneCRM, a 

custom sales and customer service 

platform built on Microsoft Dynamics 365 

– including Dynamics 365 Customer Service.

With oneCRM, sales and customer 

service teams have centralized access 

to information, data, and proactive 

suggestions making it easier for the 

organization to provide standout sales 

and service to its customers – and 

decreased operating cost by 30% 

across the entire CRM solution.

SITUATION SOLUTION IMPACT



Learn more about how Microsoft can help you modernize your customer service.

Come visit us at the Microsoft Booth!

YOU 

ARE 

HERE

Dynamics 365 Copilot



Closing slide
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