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What we’'ll cover
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A o B
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Al: What itis. The Al advantage Al beyond tech Copilot features Q&A

What it's not. for CE (Cl-J + CI-D)




Al: What it is, what itisn't

What it isn’t: the final draft ONLY WAY TO KEEP
What it is: your starting point Al FROM, TAKING YOUR J0B

What it isn’t: staff augmentation
What it is: a resource for your team -

What it isn’t: an easy button
What it is: a problem-solver (when used well) nﬂlvsﬂrlgﬂ“l?liﬂnﬂll:!ll"'ﬁn

Ot



The Al advantage for CE

Leading consulting companies estimate that organizations can benefit significantly from generative Al

Efficiency Effectiveness

2 9 O/O of sales time can be automated’ + 5 O % quon;\lz/)elrr]silgi(jr;i(;:‘sale
3 5 0/ productivity lift2 3 1 5 O/ of revenue uplift for players
- O (total sales expense) - O thatinvestin A|4

9 9 O/ of seflers would reinvest time 2X liftin cross-selling and up-selling rate?
O saved from Al on work tasks? g P g

Bain & Company. How Generative Al Will Supercharge Productivity. August 2023.
2McKinsey. The economic potential of generative Al: The next productivity frontier. June 2023.
3Microsoft. “Sellers’ attitudes about Al.” June 2023. An Ipsos study commissioned by Microsoft. Study included 700 participants

who use professjonal CRM systems at organizations of at least 300 people. Industries include Financial Services, Professional Services, Manufacturing, Retail, Technology, and Healthcare.
4“McKinsey. Al-powered ma ach new heights with gengrative Al. May 2023.

keting and sale



https://www.bain.com/insights/how-generative-ai-will-supercharge-productivity-snap-chart/
https://www.mckinsey.com/capabilities/mckinsey-digital/our-insights/the-economic-potential-of-generative-ai-the-next-productivity-frontier
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/ai-powered-marketing-and-sales-reach-new-heights-with-generative-ai
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/ai-powered-marketing-and-sales-reach-new-heights-with-generative-ai
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/ai-powered-marketing-and-sales-reach-new-heights-with-generative-ai

Beyond the technology

e Assemble your A(l) team e Good data?

Include voices across disciplines— Good results.
from executive sponsors to
technical, from sales to marketing
stakeholders + champions.

Remember: Usable marketing,

is critical to Copilot success.

sales, and customer service data

Sound the
(adoption) horn!

Build awareness, training

and feedback into the plan

to continuously drive engagement
and usage.

e Put pen to paper: °
make a plan.
Define business goals and success
measures, begin building your

training outline and
communication plan.

Start small w/Copilot

Train user groups and
communicate progress both
across and upward to keep the
momentum.

Apply your
learnings.

What worked? What didn’t?
Use your KPIs to test add’l
scenarios to ensure
investments are achieving
Copilot success.




Before we get started...

work-in-progress

wurr-kin-PRAH-gruhss | Noun

an unfinished project that is still being added to or developed




The Connected Experience

Ellen Hannah Mia Kevin
Marketing Leader Marketing Specialist Marketing Analyst Sales Manager
- Leads a team of three + Focuses on day-to-day + Owns audience _ * Manages pipeline
execution development + analysis

- Tasked with increasing . N + Works with marketing on

attributable revenue - Responsible for all email ' Charféed(w'th Zrowdmg upcoming sales needs

, ongoing (+ on-deman
rowth campaigns _

£ reporting on marketing - Only slightly annoys
- Unsure about Al but wants - Needs to reduce time to performance marketing by saying,

to explore deployment “Where are my qualified

leads?”

- Has been secretly using
ChatGPT

2025 MICS
DYA Gon
N



The Connected Experience

Campaign Strategy

Ellenand herteam plana Mia
campaign to cross sell new .
services to commercial Ta rgeting ‘e, Marketing
customers. - Analyst

Knowing she will need to utilize
data outside of Dynamics to
create atargeted audience,
Ellen recruits Mia to unify her

Analysis

During their quarterly review,

Marketing identifies a Saia Ln Custon:er Insights t Kevin Cl-D Metri
decrease in the number of atatogenerate asegmen Sales o -Data Metrics
leaQs genergted for some of Execution Manager - Mia reviews Cl — Data
their campaigns offering . . Metrics to determine
services to commercial Powered by Customer Insights . how successfully the
customers. - Data, Ellen’s team can create oo’ campaigns have been
Ellen personalized journeys for the *tenee.. driving increased
Marketing targeted audience. ) customer ACV.
Leader Marketlﬂg + Sa|eS

Interaction Collaboration

Hannah . serie;r:gfcrzztri;ier: re:a(r;r?gﬁssa nd is Kevin receives an email about the form
Marketing interestedin lea rnir%g more about the cust_omer.srl: bhmltted. He beg(ljns
Specialist performance tools for his business; he engaging with the prospect an

creates an opportunity. The customer
purchases additionallservices.

engages with the CTA.



Copilot in action: Cl-Journeys




Leam how donors like you have a lasting impact on researchers, students, and our
community.

Give the gift of education

Any questions?

Our team is here to answer them.

Visit our giving page at
Harrison.edu/giving

nnnnnn o SANDBOX wwx@® ¢ + o ©
9 ¢ e | Q

2 Save ? Ched

Copilot in Action: D365 Cl-Journeys

Next-generation Al helps marketers efficiently develop + deliver the right message at the right time

Content Ideas

O

Brainstorm new content

Use Content Ideas as a starting point for your email mesaging




Get new image recommendations

Copilot in Action: D365 Cl-Journeys

Next-generation Al helps marketers efficiently develop + deliver the right message at the right time

= € Harrison Giving Invitation - President’s Club Draft - Saved Save ? Check content > Test send Delete

Design  Preview and test

Elements =

<3 Campaigns - VHARRISUN
5 image

&= =

Layout section types

Empower others with the
invaluable gift of education.

{} Push notifications Donate to the Harrison University Education Fund

Serve up recommended images based on email copy

Brainstorm new content

O




O

Copilot in Action: D365 Cl-Journeys

Next-generation Al helps marketers efficiently develop + deliver the right message at the right time

SANDBOX  wevioo @

VHARRI\ON o

Brainstorm new content

(CHN- A T S C I |

& »

Get new image recommendations Rewrite email + form messaging

8

Shorten, lengthen, or update the tone of your message with Content Rewrite



Get new image recommendations

Create audiences w/natural language

;;;;;;;

AAAAA

B Consent center

nnnnnnn

Copilot in Action: D365 Cl-Journeys

Next-generation Al helps marketers efficiently develop + deliver the right message at the right time

O

SANDBOX  tenco @

Brainstorm new content

Rewrite email + form messaging

Use natural language as your first building block for audiences




O

Copilot in Action: D365 Cl-Journeys

Next-generation Al helps marketers efficiently develop + deliver the right message at the right time

SANDBOX  nessco @D

i Pinne: 0 Create journey with Copilot e How it works
b = Brainstorm new content
Eole
W58 soumeys ) :r:
. . = e -
Get new image recommendations B Ao ehe Rewrite email + form messaging
@ segmems o
W@ Lead:
Create audiences w/natural language ) — Create Al-assisted journeys

Create multi-touchpoint journeys for both customers + internal activities



Copilot in action: Cl-Data




Copilot in Action: D365 Cl-Data

Al helps drive personalized experiences with targeted segmentation + robust insights

Understand data quality

@ Home

" Customers

& Data
Data sources
Unify
Enrichment
Activities
Tables
Exports

Q Insights

Discovery

Segments

: . 329
Good afternoon, Jessica Skinner P
Need help with Customer Insights - Data? 2
No more searching for answers. Just ask and receive quidance from our documentation. A
i
g
1of3
Data prep report PReview (D) Lastupdated: 7/15/2024 [l View data prep report

£ Summary: Your data could use improvement
Review the data quality grade, insights which are ready to be generated, the issues present in your ... Show more
o, —
89% -7
Al-genera ontent may be incorrec iew terms

Medium data quality

Understand overall quality and readiness of your data to produce insights




Copilot in Action: D365 Cl-Data
Al helps drive personalized experiences with targeted segmentation + robust insights

5 Sandbox o &
—  C+D Demo e s

Customer Insights - Data

£ Send feedback L/ ]

®
Understand data quality Discover insights about your customers in natural language (preview)
G’ Generate insights about your custemers by simply asking a question in natural language. If you are not familiar with your data in Customer Insights - Data yet.
Il Q leam more about your data tables and columps. ©
[ L Enter a specific question about your customers -
Al-generated content can have mistakes. Make sure it is accurate and appropriate before using. Read terms of use @D share my questions with Customer Insights - Data to optimize answer gquality

Tips for better results:
* Use names of specific columns and data. For example, "How many subscriptions were activated last year? Use the ActivateDate column in the ServiceSubscription data table.”

s Append additional or clanfying information. For example, "Which customers live in GAT GA is referring to the state Georgia in the United States.”

Try one of these suggested questions to get started
Q' How many doners have an estimated net worth greater than §1 millien?
Q How many donors are currently active in their respective roles?

;:) See more examples

Tap into data insights



Understand data quality

Predict CLTV + customer churn

9 Insights
Discovery
Segments
Measures

Predictions

l@ Settings

Intelligence

Create My predictions

Plan, market, and sell strategically with machine-learning models that use your data to predict customer behavior. Pick a pre-built model, or use

your own.

Data prep report PREVIE w

‘89%/-

Medium data quality

Customer churn model

Copilot in Action: D365 Cl-Data

Al helps drive personalized experiences with targeted segmentation + robust insights

(@  Lastupdated: 7/15/2024 [al View data prep report

» Summary: Your data could use improvement
Review the data quality grade, insights which are ready to be generated, the issues present in your ...
Show

Product recommendations (preview)

Tap into data insights

Use predefined models to make valuable predictions about your data

o



Understand data quality

Predict CLTV + customer churn

@ Home

ot Customers

£ Data
Data sources
Unify
Enrichment
Activities
Tables
Exports

Q Insights
Discovery

Segments

Copilot in Action: D365 Cl-Data

Al helps drive personalized experiences with targeted segmentation + robust insights

Intelligence

Create My predictions

Plan, market, and sell strategically with machine-learning models that use your data to predict customer behavior. Pick a pre-built medel, or use
your own

Data prep report 2ReViEW (D) Last updated: 7/15/2024 lull View data prep report

T Summary: Your data could use improvement
Review the data quality grade, insights which are ready to be generated, the issues present in your ...
Show more
89%
Medium data quality

Read p

2,

Customer churn model Product recommendations (preview)

Il

tifihich cictamare maisht choen |lea datas fram tarnar mrchacac and nrafarancac to

| 4

o

Tap into data insights

Predict product recommendations



Understand data quality

Predict CLTV + customer churn

Analyze customer sentiment

Intelligence

Create My predictions

Use this model

£ Customer lifetime value

CLV predicts how much money customers are likely to
spend with your business during a specific timeframe.

Use anyway

Not ready to use

Copilot in Action: D365 Cl-Data

Al helps drive personalized experiences with targeted segmentation + robust insights

Model Info Use this model

Customer sentiment analysis (preview)

Gauge customer satisfaction with different aspects of
your business through analysis of written feedback. At
present, we analyze feedback in English only.

Use this model

[

Tap into data insights

Predict product recommendations

Analyze customer sentiment and identify opportunities for improvement




Copilot in Action: D365 Cl-Data

Al helps drive personalized experiences with targeted segmentation + robust insights

oo

Tap into data insights

Understand data quality

< Back ) Undo

D Copilot seven x

Female Over30 Avg Purch Over200 ci detis

@
b Use natural language to describe the

Create rules to group customers into segments by their attributes. Related attributes and segments shown in the side panel can be characteristics, attributes, or behaviors to
. added into your rule as you build. . H H
Predlct CLI \V + customer Churn [y P group your customers into segments. Or Pred|Ct product recommendat|0ns
(@ ) Inspection mode try one of these examples to get started.
Q
B Rule 1 S
3. Are there customers who have
engaged with marketing campaigns in
. Enter an attribute name or add from side panel E ‘hE_ last 6 months and have an
Analyze customer sentiment st ateg et worth ceading Refine audience segmentation

$200,0007
- Add condition %> Add subrule
1. Are there customers aged between
30 and 50 with an estimated income
-+ Add rule ( \
Describe your target audience to group
your customers into segments.

B

»* Cancel Make sure Al-generated content is accurate and appropriate before
using. This feature is in preview. Terms of use

Create segments with everyday words



Understand data quality

Predict CLTV + customer churn

Analyze customer sentiment

Discover new audiences

Copilot in Action: D365 Cl-Data

Al helps drive personalized experiences with targeted segmentation + robust insights

Tap into data insights

— Find new suggestions & Edit suggestions (O Refresh suggestions ~ X Clear suggestions

ﬁ -
w  Segments > Activity-based segment suggestions LN O Search
Activity: SalesOrder, Period: All time, Target: All customers e . .
& s O Predict product recommendations
Q 5suggestions  |= Recency: High to Low Seeless » (D) Successful  Updated: 2 months ago /A Updated: 1/28/2025
&
AR High Recency Medium Frequency Medium Monetary AR High Recency Medium Frequency High Monetary
3 members 4 members
Lo A ik - Refine audience segmentation

Recency ® High 250 days Recency @ High 233 days

Frequency Medium 11 transactions Frequency Medium 11 transactions

Monetary Medium 7,933 Monetary ® High 8,375

See suggestion Create segment See suggestion Create segment

Segment suggestions based on activity or measures



Resources

Copilotin CI-J: Copilotin CI-D: Copilot:
Microsoft Learn Microsoft Learn Coffee + Dunn Blog




Thank you
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