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GenAI in Action
Copilot in Power Platform and 

copilot for business roles

Tom Marsh
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Copilot Applied AI,

Microsoft Business Applications



Agenda

Copilot for business roles

Copilot for Sales

Copilot for Service

Copilot for Finance

Copilot in Power Platform

Power Automate

Power Apps

Power Pages

Customizing copilot

Copilot Studio



A Microsoft
Copilot for everyone



R&D (Development) 

Legal 

SalesCustomer Service

Marketing 

Finance

Microsoft

Copilot



Extending the Microsoft Copilot 

Microsoft Copilot

for Finance

Boost Excel and Outlook with workflow and 

data-specific insights for finance pros

Microsoft Copilot

for Service

Integrates into existing CRM solutions and 

turbocharges service agents

Microsoft Copilot

for Sales

Optimize sellers' workflow for increased 

effectiveness and personalized interactions



Future of Business Applications

Copilot for your 

CUSTOMERS

AI-first 

AUTOMATION

Copilot for your 

EMPLOYEES



Analyze

Ask questions about 

your business data   

and processes, 

generate insights

Act

Instruct copilot to perform 

business tasks with   

human in the loop 

validation

Communicate

Create compelling content 

tuned for your business 

context

Copilot makes core activities better 
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Copilot helps sellers spend more 

time selling



Mundane tasks keep sellers from their customers

1Microsoft-sponsored Futurum Research 2022.

Amount of time 

sellers spend on 

administrative and 

non-selling duties1

70%

Preparation and planning

Generating quotes/proposals

Manually entering sales data

Administrative tasks

Prioritizing leads/opportunities

Researching prospects

Internal meetings/trainings



The AI advantage
Surveys show that sellers want AI to help them:

Understand customer needs

Automate processes

Simplify tedious tasks

Improve productivity1

99 percent of sellers 
surveyed said that if AI saved 

them an hour, they would 

reinvest that time on work tasks1



Dynamics 365 

Sales Copilot for Sales
Microsoft

Dynamics 365 Sales (Hub) is our core Sales offering, designed to 

help businesses manage their sales processes, improve customer 

engagement, and drive revenue growth. 

Copilot for Sales is an AI-driven sales assistant designed to empower 

sellers with insights, recommendations, actions, and up-to-date CRM 

data directly from M365 applications.

Copilot for Sales

Copilot in Dynamics

Copilot in Dynamics materializes directly within the 

Dynamics 365 shell, providing AI-powered experiences 

across the application. 



Microsoft Copilot for Sales

Your AI assistant for sellers

Unlock sales 

productivity
AI-generated emails, 

summaries, and content

Personalize customer 

interactions
AI-assisted insights 

and recommendations

Keep data 

fresh
Seamless information 

sharing and data integrations



Copilot for Sales summaries emails, bringing CRM enrichment and helping sellers gather context instantly



The side-car is always available with curated information to help the seller take action.



When it’s time to reply, Copilot for Sales creates a draft appropriate for the opportunity.



Preparing for a meeting is easy with generated meeting prep docs in Word.



Preparing for a meeting is easy with generated meeting prep docs in Word.



During meetings, Copilot for Sales “rides along” helping coach the seller in the moment.



After the meeting, Copilot for Sales provides a rich recap with suggested next steps, notes, and followups.



And connecting information back to the CRM is just a click away.

Create a task in Dynamics



Dell

Watch the video 
Ignite website: 08:00-17:00

How Dell uses Sales Copilot to boost their 

Salesforce performance
In this video from Ignite, Bruce Sanchez, the Global Lead of Sales 

Learning and Enablement Technology at Dell, talked about how 

Sales Copilot integrates with Salesforce and provides value to Dell. 

https://ignite.microsoft.com/en-US/sessions/136ff46f-50da-407a-bd0d-10d8e51c3d90
https://ignite.microsoft.com/en-US/sessions/136ff46f-50da-407a-bd0d-10d8e51c3d90


"Implementing Viva Sales has 

saved time, improved skills, 

contributed to better work-life 

balance, and increased revenue by 

25% in one quarter due to 

reduced burnout and enhanced 

efficiency. “ “We finish tasks 

quickly, enjoy our personal time, 

and therefore are more productive 

the next day."

David Swenson 
Business Development Director, 

Net Logic



Copilot helps agents resolve cases 

faster with higher satisfaction



Your everyday AI assistant at workfor service teams

Microsoft Copilot for Service

Natural Language

Microsoft Graph 

grounding

Enterprise-grade 

data protection

Commercial data 

protection

The

Internet

Microsoft 365 

Apps

Copilot

Studio

Contact center systems
Surface knowledge, summarize 

cases and conversations, draft 

contextual responses, and more

Large Language 

Models (LLMs)

Web 

grounding



Boost agent productivity in the flow of work
Access productivity enhancements in the tools agents already use every day

Copilot for Service includes Copilot for 

Microsoft 365, enriching productivity tools 

like Outlook and Teams with advanced CRM 

and knowledge capabilities

Embed directly into agent desktops 

including Salesforce, ServiceNow, Zendesk, 

and others

Use an intuitive, natural language interface 

to get answers and insights from across 

contact center systems and organizational 

data

Copilot for Service 

in Salesforce

Copilot for Service 

in Outlook



Boost agent productivity in the flow of work   
Get answers and respond to customers fast

View Copilot-generated case summaries pulling 

insights from CRM data to rapidly understand case 

progress and reduce onboarding time

Generate personalized emails and contextual follow-

ups that pull in email conversations and CRM 

information to accelerate responses 

Get automated summaries of conversations for fast 

wrap-ups and handoffs, reducing time spent on writing 

or skimming for context 

View and update CRM records directly from Outlook 

and Teams to simplify wrap-ups 

Update CRM

Generate case 

summaries

Draft an 

email



Boost agent productivity in the flow of work 
Automate routine tasks with ease

View case 

details

Schedule a 

meeting

Schedule meetings and pull in case 

summaries to quickly add context

View case details directly in Teams to ramp 

up quickly during a meeting

Generate meeting recaps with summaries 

of key discussion points and suggested next 

steps to accelerate wrap-ups



Connect trusted knowledge sources 
Combine generative AI with contact center knowledge

Connect to existing contact center systems 

and other trusted knowledge sources like 

public websites, SharePoint, knowledgebase 

articles, and offline files

Out-of-the-box integrations with major 

service vendors including Salesforce, 

ServiceNow, and Zendesk

Copilot analyzes CRM data, internal 

knowledge, historical cases, and customer 

interaction data to deliver customized, 

relevant responses to agents

Connect knowledge sources



Across all groups, 

Copilot decreased 

the need for peer 

assistance to resolve 

a case by 13%

* These results are statistically significant at the 95th percent confidence interval

Several businesses 

observed Copilot to 

decrease AHT for 

agents handling chat 

cases by 12% - 16%

Copilot increased 

number of cases 

and chats managed 

by support agents by 

9%-12%

Examples of early Copilot impact across Microsoft commercial support

Serve more customers 

with the help of Copilot
Serve customers faster 

with the help of Copilot

Jr. agents become Super 

agents with the help of Copilot
Key Takeaways



Microsoft Copilot for Finance

Your everyday AI assistant at workfor finance professionals 

Natural Language

Large Language 

Models (LLMs)

Commercial data 

protection

Web 

grounding

The

Internet

Microsoft Graph 

grounding

Microsoft 365 

Apps

Enterprise-grade 

data protection

Copilot

Studio

ERP and Financial 

Systems
Microsoft Dynamics 365 Finance

Finance-specific actions, insight, 

and recommendations 



Finance 
Dynamics 365 Finance is our core ERP offering, designed to help 

businesses manage their financial processes, enhance decision 

making, automate operations and drive growth. 

Copilot for Finance is an AI-driven finance assistant designed to 

empower finance professionals with insights, recommendations, actions, 

and up-to-date ERP data across all M365 applications.* 

Copilot in Dynamics 365 Finance

Copilot experiences in Dynamics 365 Finance flow of 

work

Copilot for Finance
Microsoft

Products

* Copilot for Finance includes Copilot for Microsoft 365

Dynamics 365



Reduce costs with Copilot for Finance for customer interactions 

Quote to cash: accelerated collections 

Review customer financial standing directly 

within Outlook

Share customer balance statements and 

invoice copies directly from Outlook

Summarize and save customer interactions 

for accurate and contextual collaboration



Accelerate time-to-close and reduce costs with Copilot for Finance for data reconciliation

Financial period close: streamline data reconciliation

Leverage intelligent data structures comparisons 

and guided troubleshooting in Excel

Analyze results with an auto-generated report 

summary that highlights discrepancies

Easily troubleshoot and resolve any discrepancies 

with recommendations and actions



Review anomalies, risks, and unmatched data 

results with annotations and supporting data

Follow-up with suggested contacts and auto-

summarized analysis commentary

Turn data into presentation-ready visuals and 

reports ready to be shared across Outlook 

and Teams

Planning & analysis: understanding variances
Accelerate impact with Copilot for Finance



Situation: Solution: Impact:

Microsoft

Customer:

 Microsoft

Industry:

 Software

Country:

 United States

Products and services:

 Microsoft Copilot for Finance

“Based on pilot usage, the data reconciliation capabilities in Microsoft Copilot for Finance 

saves an average of 20 minutes/account, or a 22% costs savings in average handling time. 

It’s a huge timesaver for an organization as complex as Microsoft.”

— Anita Mehra, Corporate Vice President, Global Treasury & Financial Services 

At Microsoft, there are teams 

spending, on average, 1-2 hours 

per week reconciling data, 

across hundreds of accounts in a 

month.

A group from the Treasury and 

Financial Planning and Analysis 

teams at Microsoft piloted 

Copilot for Finance to automate 

and simplify the data 

reconciliation process and 

improve productivity.

• Reconciliation helps reduce manual 

plotting of invoices and saves an average 

of 20 mins/account

• 1-2 hours spent reconciling data is now 

done in 10 minutes



Power Platform is the best way to 

add generative AI



Microsoft Power Platform

Power BI

Business analytics

Power Apps

Application development

Power Automate

Workflow automation

Microsoft Copilot Studio

Build and extend copilots

Power Pages

Website development



Broad audience with “low code”

JavaScript, HTML 5, CSS 

C#, Objective C, .Net

PowerPoint

Access

Word

SharePoint

Excel

Technical skills

Power Platform (low code)

P
o

p
u

la
ti

o
n



But even broader audience with Copilot

JavaScript, HTML 5, CSS 

C#, Objective C, .Net

PowerPoint

Access

Word

SharePoint

Excel

P
o

p
u

la
ti

o
n

Technical skills

Power Platform (no code via Copilot)



have experienced Copilot in 

Dynamics 365 & Power Platform

130,000 organizations



Analyze ActCommunicate

Copilot is for makers and end users

Makers: Save time 

and improve quality

Analyze ActCommunicate

Users: Get copilot 

benefits everywhere



Power Automate

Copilot
Describe what you want to automate in a sentence, and 

copilot will build it in seconds



”Co-Pilot in Power Automate takes seconds 

to create flows that commonly take me 

10-15 minutes to create manually. This lets 

me skip the busywork of creating basic flow 

structures and I can get right to the advanced 

customization that I need to focus on. 

This time delta is even larger for novice 

builders still learning the tools.”

- Brian Hodel , Principal Developer, T-Mobile​



Power Apps 

Copilot

Let copilot help you build your app and the data 

underlying it









“Building the app from scratch would 

have taken 6-8 hours. We were able 

to just describe in natural language 

and build in a few minutes.”
Ron Colvin
Director of Innovation - CONA Services



Power Pages 

Copilot

Use natural language to generate text, 

create forms, and activate copilots





Build your own copilot
Create and publish a custom copilot for your 

organization using the intuitive building experience 

enhanced with large language models and 

generative AI

Customize Microsoft Copilot
Extend and customize 1st party Microsoft Copilots 

with your own enterprise scenarios. Copilot Studio 

will be included with the Microsoft 365 Copilot SKU.

Connected platform
Integrates and exposes various Microsoft’s 

conversational AI technology stacks - integrated with 

Azure AI Studio, Azure Cognitive Services, Azure Bot 

Framework, Power Platforms AI models and more

Microsoft 

Copilot Studio

Manage copilot experiences
Governance and control features to monitor usage 

with full visibility of customizations, standalone 

copilots as well as who is building and customizing 

them. 
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Dynamics & Power Copilots

Conversational Experiences for

D365 and Power products 
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Microsoft Copilot Studio

Extend and customize 1st party copilots |  Build custom Copilots
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Custom Copilots

Custom copilots and bots 

for enterprises and third parties

Microsoft 365

Conversational Experiences

for M365

Bot 

Framework 

/ SDK

Bot Service 

Channels
Azure AI 

Studio

Azure 

Cognitive 

Services

Power 

Platform 

Connectors

AI Builder

Copilots and Conversational AI
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Copilot building 

studio

Automation 

Studio

Admin 

Studio

Use the new studio to 

create, test and deploy 

conversational copilots.

Including advanced 

capabilities of Azure 

copilot Framework natively 

in Copilot Studio.

Drive action in built in 

automation. Use over 

1000+ prebuilt and 

custom data connectors 

and digital process 

automation into your 

conversation flow. 

Deploy copilots securely 

using central 

administration, built-in 

security roles, and simple 

management across 

environments to 

maintain compliance and 

governance.

Plugins Generative AI

Channel Publishing Analytics and Insights

What’s in Copilot Studio? 

Workspaces



Generative AI is changing building

TOPICS BUILT

B
U

S
IN

E
S

S
 C

R
IT

IC
A

L
IT

Y

Time spent hand-

building topics

Conversations 

missed

Missed opportunity

Manually authored topics

Anticipate and build a manual topic for each 

possible user question

Then keep these topics up to date as your 

content changes



Generative AI is changing building

TOPICS BUILT

B
U

S
IN

E
S

S
 C

R
IT

IC
A

L
IT

Y

Custom 

build

topics

+ help 

from 

Copilot
Topics handled by Generative 

Answers and Actions

Expose your knowledge sources and APIs 

and generative AI handles the rest
Vast coverage of the long tail, and as content 

changes, copilot answers change as well

Manually authored topics
Manually author business-critical topics 

quickly with Copilot Studio



Classified as Microsoft Confidential

Demo
Copilot Studio in action



Generative Actions

Dynamically chains plugins together to 

produce actionable customer responses

Handle multi-intent queries that were not 

anticipated or built by the user

Automatically slot-fill further details to get 

the information needed for the task

Example shows generative actions calling two APIs (Weather + Cruise APIs) based 

on request. 

Powered by the Azure OpenAI Service with 

“LangChain” concepts

Public Preview 



Generative Builder

AI assistance in building topics, 

designing and modifying a copilot- all 

through natural language

Assisted authoring for:

• Topic creation and iteration

• Response generation

• Adaptive Card generation

• Topic improvement suggestions

• Suggested trigger phrases, names, descriptions

• Transcript generation

• Copilot creation

• Topic suggestions

Generally Available

Azure bots 

take months 

to author

PVA bots 

took days to 

author

Prompt-authored Copilot 

Studio will take hours or 

even minutes to author.



TO ANSWER

Generative AI in Copilot Studio
Powered by Azure OpenAI Service

TO BUILDTO ACT

Generative Answers
Dynamically generate multi-turn answers 

based off an organization's content in 

real-time.

Generative Actions
Generate dialog and take action through 

dynamically chaining existing building 

blocks and plugins.

Generative Building
The Copilot assistant helps build, design 

and modify copilot topics through 

natural language.



One connected 

conversational AI 

platform
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Custom Copilots

Custom copilots and bots 

for enterprises and third parties

Microsoft 365

Conversational Experiences

for M365

Copilots and Conversational AI
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Other Microsoft 

Copilots

Microsoft Copilot Studio

Extend and customize 1st party copilots |  Build custom Copilots

Bot 

Framework 

/ SDK

Bot Service 

Channels
Azure AI 

Studio

Azure 

Cognitive 

Services

Power 

Platform 

Connectors

AI Builder



Public Preview

Azure OpenAI on Your Data integration

Azure OpenAI on YOUR DATA 

enables Azure OpenAI’s models 

(ChatGPT, GPT-4…) on YOUR DATA 

and can enable you to build 

powerful conversational 

experiences over it with Copilot 

Studio.

Customers can connect their data 

sources to unlock the full potential 

of their data in a compliant way!



Extend with Azure

Plugin custom Azure services including Azure Conversational 

Language Understanding, Question & Answering, Azure OpenAI 

Service and more to enhance your copilot.

Custom Language Understanding (CLU) Models
Connect CLU including dialog triggering, interruptions, did you 

mean and slot filling. Just map CLU intents and entities to Copilot 

Studio topics and you’re ready to go! 

BYO Knowledge Base
Connect existing Azure question and answering capabilities to 

query your FAQ knowledge bases.

Document search
Create your own cognitive search with Azure and your 

documents. Connect it up to the Azure OpenAI Studio and 

publish to Copilot Studio.

BYO Generative AI
Connect your copilot to the Azure OpenAI Studio and call 

generative AI and ChatGPT directly via APIs. 



Use process mining to identify bottlenecks 

and opportunities for automation
With the Copilot Studio Process Advisor template, 

get a deeper insight into copilot conversation 

flows.

Automation studio

Discover1 Automate2

Connectivity

3rd party connectors, including custom and on-prem

Power Automate’s digital process automation is included in Power 

Copilot Studio with 1000+ prebuilt data connectors and 

automation templates. 

Create solutions by automating business 

processes with advanced AI, Digital Process 

Automation, and Robotic Process 

Automation.
Embed your automation flows directly into the 

conversation to drive action.



Prompt Building

A single interface to build, design, 

and test Generative AI Prompts that 

can be embedded across products. 

Prompts are saved in AI Builder’s 

prompt library and become a 

platform concept (supporting 

sharing, ALM, RBAC). Prompts can 

be invoked in Copilots (via Plugins), 

Power Apps & Dataverse (via Power 

FX), Power Automate (via AI Builder 

connector).

Public preview



“Copilot Studio enables us to build and make quick updates to an employee facing copilot 

that can reason over multiple knowledge sources and provide consistent and relevant 

answers. Copilot Studio has helped us reduce the workload and costs of our support team, 

while increasing the engagement and loyalty of our employees.”

- Ramesh Murugan, Director of Employee Technology & Experiences, PayPal



Microsoft Cloud
Runs on trust

Your data is your data

Your data from any fine-tuning is not

used to train the foundation AI models

Your data is protected by the most 

comprehensive enterprise compliance 

and security controls



Governance
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Power 

Platform

API Automation
& DevOps

Identity 
Management

Data 
Privacy

Data
Encryption

Data
Loss Prevention

Unified

Administration

System 
Health

Usage
Analytics

CoE & 
Best Practices

Government
Hosting

Compliance
Standards

Activity
Logging

Power 

Platform 

offers

unmatched 

governance 

controls at 

scale today



Microsoft AI principles

Fairness
Reliability 
& Safety

Privacy &
Security Inclusiveness

Transparency

Accountability

More information: microsoft.com/ai/responsible-ai 

https://www.microsoft.com/ai/responsible-ai


Thank you!! 
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