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4 Agents of D365 Customer Service you 
should be using

What we will cover:
• Case Management Agent

• Customer Knowledge Management Agent

• Customer Intent Agent

• Quality Evaluation Agent Enhancement



CRM CONNECT 2026

Features of D365 Customer Service 
you should be using

What we will cover:

• Form Fill Assist Toolbar / Smart Paste

• Visualise with Co-Pilot

• Natural Language Smart Grid

• Case-Level Sentiment Indicators

• Shadow Mode for Case Management Agent
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Case Management Agent – Case Creation & Update 

• Autonomously applies updates to defined 
case fields from emails and conversations 
with field prediction.

• Cases ‘can be’ created automatically from 
Conversations.

• Works with Cases created from 
Conversations, Emails (ARC Rules) and 
manually created

• Allow AI over overwrite human inputs 
(overwrite fields or not) you decide

• Apply multiple granular Agent rules – e.g. if 
field x equals y now update other fields on 
the case.

• AI can update custom fields .
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Case Management Agent – Automatic Follow ups
• Creates between 1 and 5 follow 

ups (via email using AI generated 
content through different 
predefined email templates.

• Definable follow up schedule 
5/24/48/72/96 Hours.

• Email follow ups can be fully 
automated or automatically 
generated and sent by a human.

• Follow ups can be triggered 
based on the status reason or 
based on email context

• Decide what fields from the case 
you want the agent to include in 
the follow up summary.
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Case Management Agent – Automatic Case Resolution

• Last email in the 
follow up process.

• Case Resolution 
can be ‘Fully 
Automated or 
‘Requires Human 
Interaction.

• Based on one 
email template.

• Prompt for 
resolution about 
the timeline.
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Case Management Agent 
Demonstration

Microsoft's overview of the Case Management Agent
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Customer Knowledge Management Agent

• Provides the user the ability to automatically 
create a KBA in real time from a resolved case.

• Copilot uses information from the case to 
prepopulate the KBA.

• Specify which fields the agent can use to 
generate the KBA.

• KBA can be structured based on one of many 
Knowledge article templates.

• Compliance options- KBA’s can be created in 
Draft or Published State

• KBA’s can be set for internal or internal and 
external access.

• Saves the team time in manually creating the 
KBA outside of the case, therefore saving 
time.
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Customer Knowledge Agent 
Demonstration

Microsoft's overview of the Customer Knowledge 
Agent
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Customer Intent Agent • Imbedded Copiliot pane assists the human with 
relevant questions they should ask the customer based 
on the context of an open conversation or case.

• Enable Autonomous support (allows the agent to 
ask the questions autonomously.)

• Questions are segregated into Intent Groups (e.g 
Delivery) then intents (e.g failed delivery) then 
attributes (questions that could be suggested)

• Intent questions are automatically generated by the 
system (on a schedule) from existing 
case/conversations.

• An attribute is automatically assigned an occurrence 
(the number of times the question has been asked) 

• The higher the number means the agent is more likely 
to suggest the question.

• Intents can be linked to one or more Knowledge base 
articles and is used as a fall back if all questions have 
been exhausted.

• In the copilot pane, Questions are marked as complete 
once they have been asked.

• If no KBA is linked it falls back to all published KBA’s.
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Quality Evaluation Agent

• Evaluation criteria are defined for the 
organisation. These detail the questions, 
expected answers and appropriate scores for 
these answers.

• Interactions with customers are then 
compared to these criteria to score 
interactions.

• By default, these are done in bulk across the 
organisation to get an overall score.

• They can also be run in isolation on 
individual records to get a record’s score.

• So does this help organistion identify where 
training is needed for Humans? Jon? That’s 
my impression – let me go to teams.
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Demonstration of
Form Fill Assist Toolbar / Smart Paste

Visualise with Co-Pilot
Natural Language Smart Grid

Overview of
Case-Level Sentiment Indicators

Shadow Mode for Case Management Agent

You should already have seen
Case Summarisation and Timeline Highlights

AI Assisted Emails
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Form Fill Assist Toolbar/Smart Paste

• Data in an unstructured 
format such as an email, word 
document or web page.

• We want to get this onto a 
record in Dynamics 365.

• With smart paste in the Form 
Fill Assist Toolbar, we can 
paste this information in (or 
upload a file) and AI form 
assist will analyse this and 
populate what it can.

• Human can Accept or reject 
the suggestions
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Visualise with Copilot

• We’ve had charts since CRM 
2013 – they’re getting an 
upgrade.

• Once enabled, we can click on 
the Visualise button on a view 
and we can see our charts.

• Now Copilot can make a 
suggestion based on the data 
in your view.



CRM CONNECT 2026

Natural Language Smart Grid
• The search tools on a table have been 

quick find and filtering/advanced find 
for a long time.

• Natural Language search arrived a 
couple of years ago but needed 
improvement.

• We could search for ‘records owned 
by me’ but it looked for a user called 
‘me’.

• Things seem to have got better, and 
ability to query CRM data just got 
easier.
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Case-Level Sentiment Indicators

• Gives real time analysis of 
customer satisfaction.

• Copilot can predict the 
satisfaction level.

• Can send a notification when 
a customer’s satisfaction 
drops below a certain level
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Shadow mode for Case Management Agent
• When using the Case 

Management Agent, it can 
make decisions and take 
actions autonomously.

• We need to be sure that the 
actions it’s taking at what we 
wanted to happen

• Shadow mode allows you to 
run simulations of what the 
agent would do without it 
actually committing the actions 
to the data.

• Allows you to test and build 
confidence before fully 
deploying the functionality.
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Case Summarisation / Timeline Highlights

• Appears on the Case form 
and offers a summary for 
the user.

• Gets its information from 
the details entered on the 
Case as well as the 
Activities in the Timeline.

• Should be enabled in 
Customer Services 
installations of Dynamics 
365.
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AI Assisted Emails

• When writing a new Email in 
Dynamics 365, the option 
appears for Draft with 
Copilot.

• Describe what you want and 
it will write the email for 
you.

• You can then use what’s 
been written, ask for 
adjustments, even translate 
into another language
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