Digitale Verwaltung Schweiz
Administration numérique suisse
Amministrazione digitale Svizzera

LAY 'w {

£

Mauro Battaglia

Von der Wartschlaufe zur Wertschopfung Olten, 18. Marz 2025




Poor service experiences impact everyone

Your customers Your business

@ Lack of effective

self-service

e Disconnected
experiences

@ Long wait times and
repetition

4 5 o/ self-service
< O deflection’
UP TO

450/ annual call
O center attrition rate?

3 7T annual cost of
~ poor service worldwide3

"Microsoft internal analysis of deflection rates for non-LLM powered chatbots vs. generative answers with Copilot Studio. 2023.
2SQM Group. Call Center Attrition Rate—It is Now the Most Important KPI. March 30, 2023.
3Quialtrics. Bad Customer Service Could Cost More Than $3.7 Trillion. 2024.
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https://www.sqmgroup.com/resources/library/blog/call-center-attrition-rate
https://www.sqmgroup.com/resources/library/blog/call-center-attrition-rate
https://www.sqmgroup.com/resources/library/blog/call-center-attrition-rate
https://www.forbes.com/sites/shephyken/2024/03/17/bad-customer-service-could-cost-more-than-37-trillion/?sh=34b1ca8e5289

Microsoft Plattform fiir die Verwaltung

W11 - Windows 365 - AVD
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Entra Suite

Productivity & Collaboration Fachapplikationen

Security g Governance & Compliance

Kl Integration Geschaftsprozesse & Automation

Microsoft 365 Teams

Copilot &
Agenten

Al Foundry Copilot Studio Power Platform Dynamics 365

Datenplattform & Analytics

=% Hybrid Cloud Infrastruktur

Microsoft Cloud for Sovereignty

Kunden
Rechenzentren,
| Infrastruktur
' und
Applikationen

Azure Arc === Azure Local

Partner & Industry Ecosystem




Plattformansatz

Entwicklung —

Typische
Fachanwendung

Applikationslogik
User Interface
Datenlayer
Wahrungen
Geschaftsregeln
Prozessflihrung

Sicherheit

Dynamics 365 &

PowerPlatform

Applikationslogik

User Interface
Datenlayer

Wahrungen

Geschaftsregeln

Prozessflihrung

Sicherheit
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B® Microsoft

. PowerPlatform

Dynamics 365
Apps



B® Microsoft

Fachapplikations- und Prozessplattform

ERP und weitere App App App
Applikationen L 4 5

Dynamics 365 and PowerPlatform

Microsoft
365

(CRM/ERP Finanzframework)

Operation und Infrastruktur

O Anbieter/Lieferant
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Modernize you

€ Self-service : Assisted service —'— Operations —

' Live chat

®%» Social

Customers
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r contact center with a complete solution
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Intelligent Unified Service Supervisors and E

assistance routing representatives service leaders !
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Chatbots Skills identification Copilot Real-time insights :

IVR Sentiment analysis Customer 360 Optimize Al |
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Voice bots Intent determination Escalation and performance :
collaboration Reduce costs :
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< Integrated data and insights < < |
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Business applications



Reference Architecture 1:

Dynamics 365 Customer Service Premium for CCaaS and CRM

° Customers
% <—>o m

Voice Azure Communication
Services
_
SMS Self Service
- o
Email
Copilot Studio
g h
Web Chat .- Chatbots
ose

g Voicebots
Social “ (IVR)

Teams e

Routing

o’

G Service Rep Experience

Bot Handoff to Service Rep
with Full Context

Standalone Desktop
Customer Service Workspace

Case Management

Knowledge “Chat” based on
Semantic Indexing of multiple
sources

™ copilotin D365 CS (5 )

Case and Conversation Summary, Suggest
Case Summary to Knowledge, Timeline
Highlights, Plugins and more

Real-Time Transcription and
Translation, Sentiment Analysis

Al Suggested Next Steps

* Collaborate 0

Consult/Transfer an expert over VolP, Jon a
Teams call and more

Contact Center
Supervisor/Manager

Real-Time Monitoring/Analytics
including "Whisper” and Barge-in...

Forecasting
Scheduling

Gen Al suggestions for optimization

0 Power Platform ’ | o

o Microsoft Dataverse

A Microsoft Azure Cloud

3 Dynamics 365 Customer Service Premium



Al Transformation

L ) o i

Enrich employee Reinvent customer  Reshape business Bend the curve on
experiences engagement processes innovation




References

POST Luxembourg

B Microsoft

Microsoft empowers
support engineers to
shine brighter with
Dynamics 365
Customer Service

Read full story here

Customer:
Microsoft

Industry:
Partner Professional Service

Size:
Corporate (10,000+ employees)

Country:
United States

Products and services:
Dynamics 365 Copilot
Dynamics 365 Customer Service
Microsoft Teams

Power Virtual Agents

Downloads
Microsoft Dynamics 365 Customear Service
Summary Slide.pptx

Poste Italiane & Microsoft

La Poste
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ZURICH

Customer:
Zurich Insurance Company Ltd

Industry:
Insurance

Size:
Corporate: 10,000+ employees

Country:

Brazil

Products and services:
Dynamics 365 Customer Service
Dynamics App for Outlook
Power Bl

Read full story here
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Switzerland is important!

Microsoft Deepens Switzerland's Digital Future with Strategic TR

Investment in Cloud and Al Infrastructure, Startups, Skilling St %4l | RETREO
and Innovation W Rl \f" g&»’h“%vn

02/06/2025

Partnering e il W
fo.r W] L ] Y | Microsoft will fiir digitale Souvera-
Digita ‘ | nitat in Europa sorgen

Mit der Sovereign Public Cloud, der Sovereign
Private Cloud, National Partner Clouds sowie
drei neuen Funktionen und Lésungen will
Microsoft das umfassendste Portfolio an
Souveranitatsésungen fur européaische Kunden
aus Wirtschaft und o&ffentlicher Hand anbieten.




QUESTIONS?




Dynamics365 Contact Center Demo

Andrea Rizzi
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