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”Kärt barn har många namn”

Dynamics 365 Contact Center
2024 - present

Dynamics 365 Omnichannel for Customer Service 
2019–2023

Dynamics 365 Customer Service 
(Core Service Module) - present

Unified Service Desk (USD) 
pre-2020

Digital Contact Center Platform (DCCP) 
2022-present



”Copilot Service”

Customer Service Workspace & 
Contact Center Workspace
Copilot Service Workspace

Customer Service Admin center &
Contact Center Admin center
Copilot Service Admin center



But let’s back up… 

A digital Contact Center Platform 
– what is that? 



One CCaaS solution to rule them all

CCaaS (Contact Center as a Service) is a cloud-based solution 
for managing customer interactions across multiple channels:

 Voice (Telephony & IVR)

 Chat & Messaging

 Email

 Social Media

 AI-powered automation 

+ 
Work Force Management

Interactive Voice Response

Analytics and Reporting

Cloud 

based 

solution



One CCaaS solution to rule them all

D365 Contact Center is a full 
Contact Center as a Service 
(CCaaS) solution

Omnichannel is a modular add-
on for D365 Customer Service 
Customer Engagement Center 
(CEC)

Deployment strategy



Modularity options



Transitioning to the multi-session app
Customer Service Hub 

 Single-session → Traditional model-driven 
app, entity based views

 Static workspace experience → WYSIWYG

 Standard case management with form-
based workflows

 No built-in multi-channel support

 Limited AI; no extensibility for Copilot in CS

Contact Center/Customer Service Workspace 

 Multi-session handling → Agents can manage 
multiple cases and conversations in parallel

Split-screen for cases, conversations & productivity

 Integrated Omnichannel → Chats, emails, and voice 
interactions appear in a single workspace

Extensible Copilot model

 Context-aware experience → Automatically retrieves 
case history and customer details



Infrastructure options



Teams Phone with D365 Contact Center

Removing need for customers to bring own Azure   Communication Services resource, 
simplifying onboarding.

Take advantage of wide geographic availability of Teams Phone Numbers:

• Calling Plans
• Direct routing
• Operator connect



Teams Phone with D365 Contact Center



Use case: Queue setup in old solution

Company X

SE

Sales

Product X

Product Y

Support

English 

Sales

Claims

Economy

VIP MVC

VIP Group

Groups

VIP Group

Employees
A friend of 

a friend

DK

Sales

Support

Group Operations Extension 4 Extension 5

NO

Operations Group Retail

Support

24/7

FI

Sales

Support

Random

questions

Premium 

Support



Use case: setup in D365 Contact Center

Work item classification 

Voice 

workstream

Routing rule delegates to matching channel language

NO Bot

Agent 

queue

SE Bot

Agent 

queue

DK Bot

Agent 

queue

FI Bot

Agent 

queue

FISE NODK

Agent Queue



Workstream & channel settings 

• Intake rules; conditioning for which records to route to this workstream



• Classification rules; set values in standard fields or

use context variables from the conversation to match against agent skills

Workstream & channel settings 



• Route to queues; routing rulesets based on  attributes

Workstream & channel settings 



• Agent assignment; skill based, preferred agent, intent based in relation to skills, 
capacity and availability

Workstream & channel settings 



The agent experience



Copilot in 
Customer Service

• Summarizes case history to provide real-time 
insight.

• Realtime and closure summary of 
conversations

• Generates draft replies for emails, chat, and 
messaging channels (incl auto prompts). 

• Suggests relevant KB articles based on the 
case or chat.

• Has an ‘Ask a Question’ feature for contextual 
dialogue based on knowledge base



Copilot in 
Customer Service



TAKE PHONE CALL, OPEN RELATED CASE; DO CASE 
SUMMARY, OPEN COPILOT TO ASK QUESTION, FEEDBACK 
ANSWER TO CUSTOMER IN CONV, CLOSE CONV and COPY 
SUMMARY TO ADD AS NOTE ON CASE

SCREEN RECORDING OF ALL 
COPILOT FEATURES IN CCDEMO



Future of Copilot Service

One UI Copilot as primary 
human assistant overseeing 
process- and task specific 
agents working autonomously 

Service Reps + Copilot

overseeing teams of AI agents



Copilot Agents: as-is

Prompt and connector plugins

Prompt Plugin

Connects to Dataverse 

entities

Custom Connector 

Plugin

Connects to external 

data sources

Certified Connector 

Plugin

Connects to prebuilt 

certified connectors

Autonomous agents

Intent Agent

Discovers new intents 

from case and 

conversations to create 

a self-learning loop 

Knowledge 

Management Agent

Extract knowledge from 
human assisted cases and 

draft new knowledge 

articles to solve future 

cases via self-service & 

assisted service

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



Copilot Service

“A step toward 
creating an 
autonomous 

contact center”

• Maintenance, refinement and accuracy 
of organizational data

• Effective processes ≠ AI

• Automation as a concept comes in 
many shapes and sizes

• Over-reliance on AI responses

• Resistance due to replacement

• Data privacy & compliance

• Time, time, time… 



Copilot Service

• Maintenance, refinement and accuracy 
of organizational data

• Effective processes ≠ AI

• Automation as a concept comes in 
many shapes and sizes

• Over-reliance on AI responses

• Resistance due to replacement

• Data privacy & compliance

• Time, time, time… 

How are businesses using AI to 

transform and drive impact?
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