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The world is 
Industries are transforming rapidly

The drivers for economic growth are evolving

The world is more connected than ever



AI sets the stage for 



The history of AI 

1960

The ”first computer” 

that learned skills 

by trial and error.

1978/79

In Japan, SCARA, the 

robotic arm for high-

speed assembly unveiled.

Late 2000s

IBM’s Watson, a computer 

system answers questions 

via natural language. Beats 

Jeopardy! contestants.

1950

Alan Turing introduces 

the “Turing Test”

1956

Field of AI is launched, 

“artificial intelligence” 

coined at Dartmouth 
1997

IBM’s Deep Blue beats 

reigning world champion 

Garry Kasparov in chess.

Late 1990s

KISMET, a robot head that 

recognizes and replicates 

human emotion.

1988

Jabberwacky, a chatbot designed 

to have conversations with users 

and imitate human interaction.

2011

Apple launches Siri, 

an intelligent 

personal assistant.

2021

OpenAI develops DALL-E,

an image generator based 

on text prompts.

2022

OpenAI launches ChatGPT, 

a chatbot that interacts in 

a conversational way.



• Speaks natural language

• Synthesizes large amount of data

• Creates original content

• Iterates ideas with human in the loop

DALL-E: Monet style painting of robot 

playing chess with human

ChatGPT

Feel free to use ChatGPT or DALL-e to get text 

and images tailored for your customer.



Conversational AI chatbot Understand and generate 

natural language

Creating images from text Understand and generate code Automatic speech recognition

New AI made possible by large scale foundation models



Predicted percentage of data

produced by generative AI

Source: Gartner® Press Release ,Gartner Identifies the Top Strategic Technology Trends for 2022, October 18, 2021. GARTNER is a registered trademark and service mark of Gartner,

Inc. and/or its affiliates in the U.S. and internationally and is used herein with permission. All rights reserved.

2021

2025



Era of the AI Copilot

From

Tools 

Data input

Follows commands

Uses specialized language



Want digital tools that help them 

be more agile, to automate daily 

tasks, and make information 

more accessible. 

Who do have access to automation 

and AI-powered tools feel more 

fulfilled because they can spend time 

on work that truly matters. 

Employees demand a new digital employee experience

89%85%



GitHub copilot detail

of is now 

written by AI

faster overall 

developer productivity

developers feel more 

focused on work

Business impact from Copilot



Recap sales meetings

Craft customer emails

Generate content ideas

Create audience segments

Simplify customer insights

Create customer responses

Enhance self-service bots

Predict disruptions Create product 

descriptions

The world’s first AI copilot in both CRM and ERP

Dynamics 365 Copilot



Dynamics 365 Copilot

• GPT-powered Copilot for every job role

• Copilot features natively built in Dynamics 365 

• Powered by Azure OpenAI Service

• Empowering impactful responsible AI practices

• Secure enterprise data – your data is your data

that helps business professionals

• Generate ideas and content faster

• Perform and automate task faster

• Get insights and next best actions

All 



Sales



Move deals forward faster with AI-assisted email 

replies, from information requests to proposals. 

Challenges

• +66% of sellers’ day devoted to managing email

• Repetitive email responses composed from scratch

• Time spent searching email, chat, documents for 

account-specific details

• AI-generated email content modeled after 

proprietary email styles, messages, and tone

• Integrates custom details, from pricing to 

promotions

• Choose pre-defined response categories or 

custom text based on keywords and topics



Automatically generate detailed summaries and 

actionable steps after sales calls and meetings

• Hours each day devoted to recapping customer 

and internal meeting notes and action items

• Inaccurate meeting summaries due to content-

heavy meetings and multiple participants

• Automated summaries of key topics, issues, 

concerns; as well as related CRM information

• Generate summaries for a range of meeting 

types in Teams, including multi-participant and 

one-on-one meetings

• Reclaim time to focus on more impactful 

activities



in Microsoft Viva Sales 

(included in Dynamics 

365 Sales)



Marketing



Have a dialogue with data to validate and discover 

information for more personalized marketing campaigns.

• Marketers rely on data analysts and scientists to 

write queries in SQL, often taking weeks

• Difficult to extract insights from customer data

• Democratize access to insights in customer data

• Use simple prompts to explore, understand and 

predict customer needs

• Ask questions about customers, receive answers 

in moments



in Dynamics 365 

Customer Insights

19



Simply type the traits of audiences you want to 

engage with to produce an optimized list of contacts.

Challenges

• Segmenting audiences is time-consuming

and resource-intensive

• Use Azure OpenAI Service to save time creating 

or enhancing segments

• Simply type a description of target audience 

characteristics to generate segments

• No need for expertise in data science or back-

end data sources



Elevate email marketing with AI-assisted content 

suggestions

• Marketing emails generated from scratch, requiring 

extra production time and cost

• Content misaligned to brand standards

• Generate content ideas, reducing production time

• Ideas generated from your best-of-breed

campaigns to boost conversions

• Content ideas that reduce production time

• Saves marketers hours of time brainstorming 

and editing, while keeping content fresh and 

engaging



in Dynamics 365 

Marketing

Microsoft Confidential 22



Service



Resolve customer issues faster, with more relevant 

and personalized recommendations.

• Difficult to scale personalized service

• Agents under pressure to resolve multiple cases 

quickly

• Draft messages with one click, from emails to 

chat responses

• Generate content in context with live 

conversation and trusted support resources

• Resolve high volumes of cases thoroughly 

and efficiently

• Improve CSAT and agent productivity 



in Dynamics 365

Customer Service

Microsoft Confidential



Enable customers to self-service with intelligent, 

conversational bots trained on trusted support content. 

Challenges

• Difficult to scale personalized service

• Agents under pressure to resolve multiple cases 

quickly

• Provide human-like conversational support

• Resolve cases efficiently with trusted websites, 

knowledgebase articles, internal resources

• Resolve high volumes of cases thoroughly and 

efficiently

• Improve CSAT and reduce human fallback



Microsoft Power 

Virtual Agents

Microsoft Confidential 27



Supply Chain



Use intelligence from the news module in Microsoft Supply Chain Center, available to 

Dynamics 365 Supply Chain Management customers, to flag potential disruptions to 

key processes and review AI-generated contextual emails to suppliers for fast action.

Challenges

• Low visibility into macro-forces that can disrupt 

supply chain processes and lead to higher costs

• Crafting messages to suppliers takes valuable time, 

increasing risk of disruptions

• Predict and act on risks

• Contextual emails addressed to the right contact 

with all the right details

• Increases productivity and saves time 



in Microsoft Supply 

Chain Center 

(accessible by 

Dynamics 365 Supply 

Chain Management)



Operations



Save time and drive sales with engaging marketing 

text tailored to your product and brand

Challenges

• Producing and publishing product descriptions is 

resource- and time-intensive

• Description copy is prone to erroneous product 

details

• Creating unique, original text for similar products 

can be challenging

• Bring products to market faster with AI-

generated product description suggestions

• Create copy ideas in seconds based on selected 

product attributes, tone and format

• Seamlessly publish to Shopify with just a few 

clicks



in Dynamics 365 

Business Central



Data and AIBusiness
applications

Modern work

Security Digital and app
innovation

Infrastructure

Microsoft 
Cloud Radically accelerate your organization’s 

productivity with built-in AI

Differentiate from the competition 

with intelligent apps using AI



Microsoft Cloud

Your data is data

Your data is by 

the most comprehensive enterprise 

compliance and security controls

Your data from any fine-tuning 

is used to train the 

foundation AI models
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Industries are transforming rapidly

The drivers for economic growth are evolving

The world is more connected than ever





The history of AI 

1960

The ”first computer” 

that learned skills 

by trial and error.

1978/79

In Japan, SCARA, the 

robotic arm for high-

speed assembly unveiled.

Late 2000s

IBM’s Watson, a computer 

system answers questions 

via natural language. Beats 

Jeopardy! contestants.

1950

Alan Turing introduces 

the “Turing Test”

1956

Field of AI is launched, 

“artificial intelligence” 

coined at Dartmouth 
1997

IBM’s Deep Blue beats 

reigning world champion 

Garry Kasparov in chess.

Late 1990s

KISMET, a robot head that 

recognizes and replicates 

human emotion.

1988

Jabberwacky, a chatbot designed 

to have conversations with users 

and imitate human interaction.

2011

Apple launches Siri, 

an intelligent 

personal assistant.

2021

OpenAI develops DALL-E,

an image generator based 

on text prompts.

2022

OpenAI launches ChatGPT, 

a chatbot that interacts in 

a conversational way.



DALL-E: Monet style painting of robot 

playing chess with human

ChatGPT

Feel free to use ChatGPT or DALL-E to get text 

and images tailored for your customer.



Conversational AI chatbot Understand and generate 

natural language

Creating images from text Understand and generate code Automatic speech recognition

New AI made possible by large scale foundation models



Predicted percentage of data

produced by generative AI

Source: Gartner® Press Release ,Gartner Identifies the Top Strategic Technology Trends for 2022, October 18, 2021. GARTNER is a registered trademark and service mark of Gartner,

Inc. and/or its affiliates in the U.S. and internationally and is used herein with permission. All rights reserved.
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Era of the AI Copilot

From

Tools 

Data input

Follows commands

Uses specialized language



Want digital tools that help them 

be more agile, to automate daily 

tasks, and make information 

more accessible. 

Who do have access to automation 

and AI-powered tools feel more 

fulfilled because they can spend time 

on work that truly matters. 

Employees demand a new digital employee experience

89%85%



GitHub copilot detail

Business impact from Copilot



Recap sales meetings

Craft customer emails

Generate content ideas

Create audience segments

Simply customer insights

Create customer responses

Enhance self-service bots

Predict disruptions Create product 

descriptions

The world’s first AI copilot in both CRM and ERP

Dynamics 365 Copilot



Dynamics 365 Copilot

Key differentiation:

• GPT-powered Copilot for every job role

• Copilot features natively built in Dynamics 365 

• Secure enterprise data – your data is your data

• Powered by Azure OpenAI Service

• Empowering impactful responsible AI practices

AI-powered assistance that helps business professionals

• Generate ideas and content faster

• Perform and automate task faster

• Get insights and next best actions

All using natural language 



Sales



Move deals forward faster with AI-assisted email 

replies, from information requests to proposals. 

• +66% of sellers’ day devoted to managing email

• Repetitive email responses composed from scratch

• Time spent searching email, chat, documents for 

account-specific details

• AI-generated email content modeled after 

proprietary email styles, messages, and tone

• Integrates custom details, from pricing to 

promotions

• Choose pre-defined response categories or 

custom text based on keywords and topics



Automatically generate detailed summaries and 

actionable steps after sales calls and meetings

• Hours each day devoted to recapping customer 

and internal meeting notes and action items

• Inaccurate meeting summaries due to content-

heavy meetings and multiple participants

• Automated summaries of key topics, issues, 

concerns; as well as related CRM information

• Generate summaries for a range of meeting 

types in Teams, including multi-participant and 

one-on-one meetings

• Reclaim time to focus on more impactful 

activities



in Microsoft Viva Sales 

(included in Dynamics 

365 Sales)



Marketing



Elevate email marketing with AI-assisted content 

suggestions

• Marketing emails generated from scratch, requiring 

extra production time and cost

• Content misaligned to brand standards

• Generate content ideas, reducing production time

• Ideas generated from your best-of-breed 

campaigns to boost conversions

• Content ideas that reduce production time

• Saves marketers hours of time brainstorming 

and editing, while keeping content fresh and 

engaging



Simply type the traits of audiences you want to 

engage with to produce an optimized list of contacts.

• Segmenting audiences is time-consuming

and resource-intensive

• Use Open AI’s GPT-3.5 to save time creating or 

enhancing segments

• Simply type a description of target audience 

characteristics to generate segments

• No need for expertise in data science or back-

end data sources



in Dynamics 365 

Marketing

56



Have a dialogue with data to validate and discover 

information for more personalized marketing campaigns.

• Marketers rely on data analysts and scientists to 

write queries in SQL, often taking weeks

• Difficult to extract insights from customer data

• Democratize access to insights in customer data

• Use simple prompts to explore, understand and 

predict customer needs

• Ask questions about customers, receive answers 

in moments



in Dynamics 365 

Customer Insights

Microsoft Confidential 58



Service



Resolve customer issues faster, with more relevant 

and personalized recommendations.

• Difficult to scale personalized service

• Agents under pressure to resolve multiple cases 

quickly

• Draft messages with one click, from emails to 

chat responses

• Generate content in context with live 

conversation and trusted support resources

• Resolve high volumes of cases thoroughly and 

efficiently

• Improve CSAT and agent productivity 



in Dynamics 365 

Customer Service

Microsoft Confidential



Enable customers to self-service with intelligent, 

conversational bots trained on trusted support content. 

Challenges

• Difficult to scale personalized service

• Agents under pressure to resolve multiple cases 

quickly

• Provide human-like conversational support

• Resolve cases efficiently with trusted websites, 

knowledgebase articles, internal resources

• Resolve high volumes of cases thoroughly and 

efficiently

• Improve CSAT and reduce human fallback



Microsoft Power 

Virtual Agents

Microsoft Confidential 63



Supply Chain



Use intelligence from the news module in Microsoft Supply Chain Center, available to 

Dynamics 365 Supply Chain Management customers, to flag potential disruptions to 

key processes and review AI-generated contextual emails to suppliers for fast action.

Challenges

• Low visibility into macro-forces that can disrupt 

supply chain processes and lead to higher costs

• Crafting messages to suppliers takes valuable time, 

increasing risk of disruptions

• Predict and act on risks

• Contextual emails addressed to the right contact 

with all the right details

• Increases productivity and saves time 



in Microsoft Supply 

Chain Center 

(accessible by 

Dynamics 365 Supply 

Chain Management)



Operations



Save time and drive sales with engaging marketing 

text tailored to your product and brand

Challenges

• Producing and publishing product descriptions is 

resource- and time-intensive

• Description copy is prone to erroneous product 

details

• Creating unique, original text for similar products 

can be challenging

• Bring products to market faster with AI-

generated product description suggestions

• Create copy ideas in seconds based on selected 

product attributes, tone and format

• Seamlessly publish to Shopify with just a few 

clicks



in Dynamics 365 

Business Central



Data and AIBusiness
applications

Modern work

Security Digital and app
innovation

Infrastructure

Microsoft 
Cloud
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