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78%
knowledge workers bring 

their own AI tools to work

75%
knowledge workers using 

AI at work 



Why are poor service experiences so common?
Typical service infrastructure creates friction, for everyone

Customers

Channels Self-service Routing

Live chat Chatbots Chat session routing

Social Social bots Social session routing

Email Contact Us forms Exchange

SMS SMS bots SMS session routing

Voice IVR ACD

Customer service reps

Multiple tools/inboxes

No 360º customer view

Brittle integrations

Human “Swivel Chair” 
middleware

Field technicians

Lack information on the job

Time consuming work 
order management 

processes

Inaccurate inventory

Supervisors
and service 
leaders

Multiple systems

No integrated data 
or end-to-end view

Siloed data Fragmented system Inconsistent Experiences



Modernize Service

Self-service Assisted service Field service

Customers

SMS

Voice

Live chat

Social

Email

IoT

Teams

Intelligent
assistance

Self-service agents

Unified
routing

Skills identification

Sentiment analysis

Intent determination

Customer service reps

Customer 360

Escalation and 
collaboration

Field technicians

Use natural language 
chat in Microsoft Teams 

Collaborate using 
mixed reality

Supervisors 
and service 
leaders

One system, 
one vendor

Integrated 
data

Generative AI

Integrated data and insights



Reinvent customer engagement

Drive organizational 
efficiency & innovation 

Improve customer 
satisfaction

Increase 
throughput  

Copilot + Agents



Future of Customer Service

Customer Service Reps Customer Service Reps 
+ Copilot

Customer Service Reps +
 Copilot +

teams of AI Agents

+
+

2022-24 2025+

+

before 2022



Copilot + Agents

Copilot StudioCopilot Agents

Copilot Control System



The scale of Microsoft’s support

10s of thousands of 
support professionals

serving 1B+ consumers

10,000+ enterprises 
and 1M+ SMBs

145M+ contacts across
phone, email, and chat

92 contact centers

195 countries

46 languages 

73M+ calls

61M+ emails

11M+ chats



Where we 
started

Disparate solutions in 16 
different systems and 500 
tools and vendors 
to manage

Contact 
Center

AI

Azure

Power BI

Microsoft
Platforms

Virtual 
Hold

Unified 
Communication

CRM

ASD

MST

Omnichannel



The journey to reinvent Microsoft support

2019

/

2020 2021 2022 2023

16 different ​
systems for case 
management and 

500 tools for 
customer care 

Unified systems 
and tools into one 

customer care 
platform built on 

Dynamics 365 
Customer Service​

Integrated Teams 
for ​real-time 
collaboration​

Expanded AI, 
chatbots, and 

intelligent routing,
and migrated 
omnichannel1 
to platform to 
increase self-

service

Introduced Copilot to 
scale personalized 

service and resolve 

issues faster

1Now Dynamics 365 Contact Center and Copilot Studio



Microsoft empowers
support engineers
to shine brighter



Case 
summarization

Highlight both the broad 
themes and specific 
actions within a case

Chat
summarization

Continuously summarize 
customer chat 
interactions

Draft
email

Craft empathetic and 
professional emails with 
option to further 
personalize

Draft
chat response

Quickly respond to 
customer chats and 
receive suggestions for 
next response

Answer
assist

Surface information from 
knowledge base using 
conversational interface

Copilot features our service team loves 

Save time  •  Eliminate mundane tasks  •  Personalize interactions  •  Simplify information sharing  •  Solve problems faster • Expedite customer responses •  Streamline case closures  



Transformational outcomes powered by Copilot

12-16%

reduction in average 
handle time for chat 

cases

9-12%

increase in cases 
and chats managed by 

support and service reps 

13%

decrease in reps 
requiring peer assistance 

to resolve a case 

20%

reduction in 
misroutes

31%

increase in first-
call resolution

Impact broadly from core capabilities1 Impact from Copilot2 

1Microsoft case study. 2Office of Chief Economist. Internal outcomes reflect results from 9,900 [human] agents. See speaker notes for more details. 

https://customers.microsoft.com/en-us/story/1678501262113237102-microsoft-partner-professional-services-dynamics-365-customer-service


Measuring 
metrics that 
matter for 
customer 
support

Self service deflection (% of case deflected in self-service 

by CMSP) 

Agent adoption of Copilot (leading indicator)

% of cases in which Copilot is used

Throughput

Misroutes

# cases per agent

Case handling time

First contact resolution

Time to competency/Time to proficiencyBut also, being consistent in what you 

measure and how you measure it



Copilot + Agents

Copilot StudioCopilot Agents

Copilot Control System



Spectrum of agents 

Simple Advanced

Retrieval

Retrieve information 

from grounding data, 
reason, summarize, and 
answer user questions

Generally available

Task

Take actions when 

asked, automate 
workflows, and replace 

repetitive tasks for users

Generally available

Autonomous

Operate independently, 

dynamically plan, 
orchestrate other agents, 

learn and escalate

Preview

Agents vary in levels of complexity and capabilities depending on your need



Customer Intent 
Agent

Autonomously mine intents 

from past and current 

customer conversations 

across channels to power 

dynamic, evergreen self-

service and assisted service

Customer Knowledge 
Management Agent
Extract knowledge from 

human assisted cases and 

draft new/update existing 

knowledge articles to solve 

future cases via self-service 

& assisted service

AI agents pre-built for service

The agents are targeted to be available in public preview in Q1 of CY2025 and after.

Case Management 
Agent

Automate tasks throughout 

the case lifecycle—creation, 

updates, collab, resolution, 

follow up, & closure—to 

reduce handle time and 

burden on service reps





CONVERSATIONAL

DATA

SOLUTION LIBRARY

SERVICE REP
AUTONOMOUS 

SUPPORT

HUMAN 

ASSISTED
CUSTOMER

Intelligent Routing

Customer ResolutionCustomer Resolution

Knowledge Insights

Autonomous AI Learning Loops for Service



The journey to reinvent Microsoft support

/

2021 2022 2023

Integrated Teams for ​
real-time collaboration​

Expanded AI, chatbots, and 
intelligent routing, and 
migrated omnichannel1 
to platform to increase 

self-service

Introduced Copilot to 
scale personalized service 

and resolve issues faster

2024+

Launched AI agents 
to automate tasks 

and workflows, allowing 

support teams to focus 

on higher-impact work​



Leading brands attain big wins
Reinventing Service with Microsoft

Milpark Education

GJ Pepsi
Northern Trust

50%
Reduction in wrap-up 
time with conversation 
summaries

$1.1 million
Saved annually on 
helpdesk support

30,000 hrs
saved annually with 
automation

A black background with grey and blue text

Description automatically generated

46%
Boost of employee
Net Promoter 
Scores

27%
Reduction
in wait time

20%
Reduction in
handling time

50%
Reduction in 
resolution time

$30 million 
ROI in three years

66%
Reduction in
support requests

550 
hrs/month
Saves time 
summarizing calls

https://customers.microsoft.com/en-us/story/1794371049083171324-milpark-education-dynamics-365-customer-service-higher-education-en-south-africa
https://www.microsoft.com/en/customers/story/1771692748549704675-gjpepsi-dynamics-365-consumer-goods-en-united-states
https://customers.microsoft.com/en-us/story/1729896786525631164-northern-trust-dynamics-365-customer-service-united-states
https://www.microsoft.com/en/customers/story/21062-aia-group-dynamics-365-customer-service
https://www.microsoft.com/en/customers/story/1709539049606899869-pacific-gas-and-electric-microsoft-power-apps-energy-usa
https://www.microsoft.com/en/customers/story/1751257654493783966-cineplex-telecommunications-power-automate-en-canada
https://www.microsoft.com/en/customers/story/19754-abn-amro-bank-microsoft-copilot-studio
https://customers.microsoft.com/en-us/story/1784308110062461343-sandvik-ab-microsoft-365-customer-service-discrete-manufacturing-en-sweden
https://www.microsoft.com/en/customers/story/19784-lenovo-dynamics-365-customer-service
https://customers.microsoft.com/en-us/story/1794371049083171324-milpark-education-dynamics-365-customer-service-higher-education-en-south-africa
https://www.microsoft.com/en/customers/story/1771692748549704675-gjpepsi-dynamics-365-consumer-goods-en-united-states
https://customers.microsoft.com/en-us/story/1762371625245829135-apollo-dynamics-365-customer-service-professional-services-en-sweden
https://customers.microsoft.com/en-us/story/1784308110062461343-sandvik-ab-microsoft-365-customer-service-discrete-manufacturing-en-sweden


Empowering customers to achieve more
Drive revenue, growth and innovation with Microsoft

$30 million 
ROI in three years,
+10 market share pts 

Saudia Academy

400%
Increased training 
capacity

Aberdeen City Council logo

11,500
New referrals

Juriscoop

45%
Asset growth over 
two years

Vivid

45%
Increase in new 
registrations vs. LY

Zurich American Life Insurance Company Home Page - Welcome

40%
Boosted lead quality 
from enhanced 
customer journey

20%
Increase in time for 
innovation

Progress to The University of Salford from an NCUK Qualification

300%
Increase in 
applications

NatWest

25 points
Increased net 
promoter score

20%
boosted lead gen 
and opportunity 
conversion

https://customers.microsoft.com/en-us/story/1794371049083171324-milpark-education-dynamics-365-customer-service-higher-education-en-south-africa
https://www.microsoft.com/en/customers/story/1771692748549704675-gjpepsi-dynamics-365-consumer-goods-en-united-states
https://customers.microsoft.com/en-us/story/1729896786525631164-northern-trust-dynamics-365-customer-service-united-states
https://www.microsoft.com/en/customers/story/1771692748549704675-gjpepsi-dynamics-365-consumer-goods-en-united-states
https://customers.microsoft.com/en-us/story/1782079017420911107-saudia-academy-dynamics-365-customer-service-travel-and-transportation-en-saudi-arabia
https://customers.microsoft.com/en-us/story/1681418738558224641-aberdeen-city-council-government-dynamics-365-customer-service
https://customers.microsoft.com/en-us/story/1799749508861752204-juriscoop-dynamics-365-customer-service-banking-and-capital-markets-en-colombia
https://customers.microsoft.com/en-gb/story/1838532157784815748-vivid-dynamics-365-customer-service-other-unsegmented-en-united-kingdom
https://customers.microsoft.com/en-us/story/1649851963126530915-zurich-insurance-group-dynamics-365
https://customers.microsoft.com/en-us/story/1714146417729295700-fnb-dynamics365customerservice-banking-and-capital-markets-en-south-africa
https://customers.microsoft.com/en-us/story/1478783752425679428-salford-higher-education-power-app-en-united-states
https://customers.microsoft.com/en-us/story/1460234973719557006-natwest
https://customers.microsoft.com/en-us/story/1460234973719557006-natwest


Why Microsoft for Service teams?

Comprehensive 
vision for service

Microsoft offers comprehensive, 
composable solutions from a 

single vendor, including 
CRM, contact center, generative 

AI, and more. 

We meet you where you are and 
offer a path to consolidation 

and growth.

Infused with Copilot 
from end to end
Microsoft has infused 

generative AI throughout the 
service workflow, from 
self service to routing, 

assisted service, post-call 
wrap-up, and analytics—all 
connected to the data you 

rely on. 

Built for scalability
and reliability

Our solution was built from 
the ground up for modern 

cloud infrastructure, providing 
scalability, reliability, and 

security for critical workloads. 

As your needs evolve, you can 
count on Microsoft Cloud.



Thank you!
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