
BUSINESS CENTRAL CONNECT 2024

Chat GPT and Dynamics 
CRM have had a love child – 
why you need to adopt it?

BUSINESS CENTRAL

15th & 16th OCTOBER 2024



BUSINESS CENTRAL CONNECT 2024

Is everything clear? ~ 45 mins Q & ACan you hear me?
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Hi!
I’m Jason
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What we’ll cover

1. Co-Pilot in CRM – What’s It’s Aim?

2. Dynamics 365 Sales Copilot

3. Dynamics 365 Customer Service Copilot

4. Dynamics 365 Customer Insights Copilot

5. Dynamics 365 Field Service Copilot

6. Am I a Fan? Am I in Love?

7. What’s next for CRM Copilot?
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What’s the aim of copilot in CRM
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“To bring to life your business relationships with 
the data available using natural language, to help 
identify trends, opportunities, risks and manage 
issues efficiently. Assisting employees with the 

priority of the tasks at hand” 



BUSINESS CENTRAL CONNECT 2024

Dynamics 365 Sales Copilot
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Dynamics 365 Sales Copilot

Home Screen Co-Pilot Chat
• Front and centre highlights 
• Latest account news
• Prepare for meetings
• What’s newly assigned to me
• And more…

• Get info
• Ask questions
• Stay ahead
• Or ask about data in the CRM app
• Assist on emails
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Dynamics 365 Sales Copilot Ctd….

Co-Pilot for Sales in Outlook Teams Meetings
• Create, read and update and delete CRM 

records
• Save email and meeting to CRM
• General email summary
• Draft email responses
• View Opportunity Summary

• Collaboration spaces
• Use during a Teams meeting (connected 

CRM record)
• Meeting Summary
• Conversation Intelligence dashboard
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Conversation Intelligence
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Dynamics 365 Customer Service 
Copilot
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Dynamics 365 Customer Service Copilot 

Case Summary Assist in Emails

Summarising the case based on 
the timeline, including emails and 
notes. Meaning can quickly get up 
to speed. 

Using the content of the case, 
assist in communicating back to 
the client on the status of the case

Chat – KBA Search

Help resolve or investigate case 
by getting Co-Pilot to search an 
approved  knowledgebase for the 
user.
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Dynamics 365 Customer Insights 
Copilot
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Dynamics 365 Field Service Copilot
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Copilot features in Field Service

Chat Summary
• List work orders
• Who is booked for WO XXX
• What products are used on WO 

XXX

• Summarise the work order record 
using the data inside
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Am I a Fan? Am I in Love?
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My love is growing…

Frustrating

Doesn’t work with ‘Professional’ 
based CRM licenses

There are dependencies on M365 
Co-Pilot for Sales & Service too 
(additional licenses)

Data structures need to evolve – 
meaning turning on copilot right 
now may not give instant results

Questions must be structured 

Insightful Engaging

Ability to surface insight and 
summaries easily

Help users prioritise on the most 
important tasks

Allow ability to engage quicker 
and more efficiently with 
customers, but also relationships 
across the business

Starting to help identify the 
behaviours and trends

Involve the rest of the business 
easier
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Worthy of Divorce? AI Suggestions…
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What’s next for CRM Copilot?

Sales Service / Customer 
Insights

Create Opps from meeting 
summary

Manage objections in real time

Adoption metrics

Update CRM from Teams Meeting 
Insight Page

Create emails and campaigns 
with copilot

Understand custom fields

Extend it….

Copilot studio – see the last 
session of the day- AI – is it 
productive or expensive hype?

Work cross application….
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Your business relationships are better 
with copilot than without

(without structured data = copilot pointless)



Thank you.
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