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About Me

• 10 Years Software Developer
• 15 Years Supporting Federal Agencies
• Deeply mission oriented
• Passion for low code business applications
• Nerd for open source on GitHub!



TIME SIMPLICITY



Identity, security, management, and compliance

Power Platform

Microsoft 365 Dynamics 365

Industry-specific components

Developer Tools 

Microsoft Azure

AI as a real-time collaborator 

…that generates content

…that sparks creativity

…that completes work

Era of Copilots



Microsoft’s AI Principles

Your data is your data.

Your data is not used to train 

the OpenAI foundation models 

without permission. 

Your data is protected by the 

most comprehensive enterprise 

compliance and security controls.

Microsoft Cloud —

AI you can trust

Transparency

Accountability

Fairness Reliability

& Safety

Privacy &

Security

Inclusiveness



Copilot Experience Spectrum

Adopt, extend and build Copilot experiences across the Microsoft Cloud | Microsoft Learn

https://learn.microsoft.com/en-us/microsoft-cloud/dev/copilot/overview
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Copilot Studio with 
Generative AI in GCC!











1 4 Azure Open AI

56

Copilot Studio

2

Microsoft BingSharePoint

2

3 3

Chatbot User



D365 Customer Service 
Copilot



Copilot embedded in Dynamics 365 Customer Service
Helps every service agent become your best agent 

Review agent 

productivity 

improvements

Chat interface to 

find relevant 

answers fast

Craft contextual 

emails fast

Summarize cases 

and conversations 

fast 

Ask a 

Question

Write an 

Email

Copilot 

Summarization

Copilot 

Analytics





The scale of Microsoft’s support

10’s of thousands of agents 

92 contact centers

120 countries

1B+ consumers 

46 languages

11.4M chats73M+ calls 61.2M emails

145M+ contacts

Across consumer and commercial businesses 

(10K enterprise, 10M+ SMB)

AzureXbox TeamsD365 Office

12% in CSAT25% in first call resolution

2.4 minutes saved in 

average handling time
32% in self help

20% in missed routes



Across measured 

groups, Copilot 

decreased the need 

for expert help 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%

In one business, 

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
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D365 Customer Service 

Copilot

Dataverse Microsoft Bing

Knowledge Articles Case Emails

Case Details

22

Website 1 Website 2

33

Customer Service 

Agent



Power Apps Copilot



80%+13pts

60%2x

Power AppsPower Automate

higher success rate when

building with Copilot

faster at building apps 

over Excel files

the velocity to create a flow

NPS increased to 45.87 

for copilot creators

Copilot Impact
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Power Apps 

Copilot

2 3

Power Apps Maker

Dataverse



Power Automate 
Copilot
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Power Automate

Copilot

2 3

Power Automate 

Maker

Dataverse



Solution Release Notes 
Copilot





Governance



Azure GovernmentAzure Commercial

AAD 

(.com)

GCC

Power Platform & D365 GCC

(Azure Gov VA & TX)
Office 365 GCC

Azure for Gov FedRAMP PackageAzure Commercial FedRAMP PackageO365 FedRAMP Package

Prompt Filtering

Prompt Policies

Copilot in GCCPhase 1 “Opt In”

Azure Open AI

Microsoft Managed

Microsoft Bing



Azure GovernmentAzure Commercial

AAD 

(.com)

GCC

Power Platform & D365 GCC

(Azure Gov VA & TX)
Office 365 GCC

Azure for Gov FedRAMP PackageAzure Commercial FedRAMP PackageO365 FedRAMP Package

Prompt Filtering

Prompt Policies

Copilot in GCC Phase 1 “Opt In”

Azure Open AI

Microsoft Managed

Microsoft Bing







Copilot in GCC Phase 2

Azure Commercial

AAD 

(.com)

GCC

Office 365 GCC

Azure Commercial FedRAMP PackageO365 FedRAMP Package

Azure Government

Power Platform & D365 GCC

(Azure Gov VA & TX)

Azure for Gov FedRAMP Package

Prompt Filtering
Prompt Policies

Azure Open AI

Microsoft Managed

Microsoft Bing



Copilot Roadmap (GCC & GCC High) for Phase 1

Spring 2024
Power Apps Copilot

Copilot Studio

AI Builder

Early Summer 2024
D365 Customer Service Copilot 

Power Pages

Power Automate



Thank you!
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