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The scale of Microsoft's support

45K+ agents (15K FTE, 30K external),
80 contact centers,

120 countries

1B+ consumers

Across consumer and commercial businesses
(10K enterprise, 10M+ SMB)

B D365 ';‘ Xbox A Azure |:l Office * Teams

145+ M contacts

g 73M+ calls @5 61.2M emails @ 11.4M chats



Customer service directly impacts business performance...

will leave your business Market share growth

if you deliver poor for customer obsessed

customer service' companies3

agree that great service will In incremental revenue

turn them from one-time for organizations

into life-time shoppers? “ resolving customer issues
on the first contact*

1Shep Hyken, 2022

2Forbes, 2022

3Forrester’s State Of Customer Obsession Survey, 2023,

“Forrester, 2023 (Combined incremental revenue across airline industry $705 million,

auto/home insurance industry $1 billion, and auto industry $5 billion)


https://hyken.com/customer-loyalty/shocking-percentage-of-customers-whod-leave-your-business-due-to-bad-service-and-what-you-can-do-about-it/
https://www.forbes.com/sites/mikekappel/2022/07/20/is-customer-service-still-important-on-a-scale-of-1-to-10-its-an-11/?sh=5997ab3e4f85
https://www.forrester.com/blogs/contact-centers-are-leaving-money-on-the-table/

How Microsoft defines success

Customer Agent

Make agents’ work
more effortless with
increased productivity
and collaboration

Meet customers where
they are and guide
them to success

Supervisor Service Leader

Automate and
augment to run the
business fast and lean

Get proactive visibility
to maximize service
operations




Big events, big impacts




Big events, big impacts
Conversational IVR

Differentiated support

Shift to digital
[ —

2018 2019 2020 2021 2022 2023

| |
High cost of business Covid shift




Yesterday's customer service model needed to evolve

Disconnected experiences and
inability to get support on
customers’ terms, leading to...

v

Decreased Engagement
and Brand Loyalty

Manual agent tools and
outdated systems, leading to...

v

Reduced productivity
Long Case Resolution Time

Limited insights, reactive decision
making and multi-vendor system
complexities, leading to...

v

High Operational
Costs



An inflection point




CSS CARE Experience

The CARE Experience is CARE stands for:
focused on equipping our

CSS people at all levels with

Microsoft culture across their \

interactions with customers

the skills they need to
and teammates. -

Communicate effectively

embody and reflect the
Take Accountability

Be Resourceful

(ARE

And exercise Empathy



Our people




Delivery Partner Think Tank

The Delivery Partner Think Tank invites
senior leaders from our Delivery Partner
community to work with Microsoft SMEs
to share Best Practices and identify our
top business challenges so that we can
co-create solutions driving impact for
our customers, advocates, employees
and society.

O

CONCENTRIX ? TelePSﬁﬂ?Jlﬂﬂﬂfﬁ
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Think Tank



The shift to Al conversations




Personalizing the service experience

Joice Channg,

‘ Meet customers where they are _,

through omnichannel engagement
Calls

‘ Give them a seamless, connected, Rj

consistent experience regardless of channel o
ive Chat

® Guide them to success in the most Mobile Apps /
efficient way possible Eij y

O . Bots Social

iz o
ol Engagement Chat®




Driving impact with Copilot

D365 Customer Service Workspace e
o]

= ‘QM‘ D Inbox

All assigned tasks P OV 2iwmwhsma. @ mpyoemst X i i i
ot sl ¥, Copilot (preview) ©
NNy ' P Send B Save & SavelCose [ Attachment §.I
Issues with Azure Kubernetes Service Ask a question  Write an email
Cluster Reply to email Normal Draft van L —_— @
ustomer : Claudia Mezzanti Email - Enhanced email v Priori Suatun Owner
¢ e . : v What kind of email do you want? @
Z Cowe . 1005 AM
Choose the type of response that you want o enter
v Yesterday 2 To * Claudia Mezzanti Ce/Bec A custom dexcription. Leaen more 1]
Cecil fork =
Subject Issues with Azure Kubernetes Service Cluster Suggest a call o~
| want to get my lcense renewed by .
W Twitter . 11.02 AM Request more information 2
; == 7
& o m-BJ UZA=E= A Empathize with feedback 3
I You: Thank you for chatting with mu... ‘" om S Is
@ whatsapo . 1000 AM |
" = =
Resolve the customer’s problem
Tria Fultar From: Claudia Mezzanti <claudia@outiook.com> LA s >
RE: Email regarding Azure Kubemetes Date: Wednesday, February 8, 2023 at 9:05 AM "= mw 47 Ot
& Emal . 0305 AM To: Ivan Lewis <ivanlewis@microsoft.com> -
Subject: Issues with Azure Kubernetes Service Cluster - = n
P 1 15
Issues with license upgrade Hello ~ L
Customer: Fabricam Inc = »
/ Case . 0835 AM We are seeing this error when trying to configure the route table for ¢ o
*Defouit route 0.0.0.0/0 has a next hop of Internet but only next hops of Virtute 5 teway are oflowed. Please see hitp.//aka.ms/oks/outboundiype for
c Hillary Reyes details® . i

Hello, My name i Hillary Reyes and.__
© Messenger . 07:45 AM Claudia

g Dawn Carlson
RE: Email regarding Azure service ermrors
¥ Twtter . 1005 AM

/ ) lssues with Azure service errors
Customer: Northwind traders
F Cae . 0835 AM R Claudia Mezzanti

e Dawn Carlson

RE: Email regarding contoso machines
¥ Twiter . 1005 AM

Start over L Copy to emasl

21 errs.




Copilot and service: What it can do

Increase
translation capabilities

Real-time transcription

Reduce agent 0=

training time

Holistic

Reinforce our "Follow the Sun"
support model

customer view

AF

Real-time

& translation sentiment analysis

Data

Multi-session
Interface

&
T

Smart assist Knowledge

management

Deliver responses
with empathy

Get people into
gueues sooner

Help engineers deliver
consistent answers



Onboarding: There are still challenges to overcome

Prompt engineering: Y Policy and process flows:
training staff to write “v)i: "2 keeping them aligned |
the best prompts | and up to date

Content management: i Using Business Intelligence:
reducing noise and :/ getting feedback from

updating content engineers and advocates



High-performing virtual agents

Generative Al can:

' Help solve customer problems

¢ Improve routing and distribution
‘ Quickly solve the "easy questions”

‘ Empower advocates to tackle tough issues

For the customer this means information that is
faster, more relevant, and more accurate




Accessibility




Accessibility

Accessibility is good for both
customers and business

More inclusive
tools

Building truly accessible
support requires

continuous innovation.
ASL support

across the US




A continuing journey

Assisted support may
a2 decrease while proactive
assisted support increases

We need to ensure our Security is

e ey D Paramodnt
processes are aligned



Resources

WWW.microsoft.com

dynamics.microsoft.com

Peter Mallot | LinkedIn
aka.ms/dad Peter Mallot | LinkedIn



https://www.microsoft.com
https://dynamics.microsoft.com
https://aka.ms/dad
https://www.linkedin.com/in/peter-mallot-431584/

	Default Section
	Slide 1: The Future of Work:  Navigating the Change Curve
	Slide 2: The scale of Microsoft’s support
	Slide 3: Customer service directly impacts business performance…
	Slide 4: How Microsoft defines success
	Slide 5: Big events, big impacts
	Slide 6: Big events, big impacts 
	Slide 7: Yesterday’s customer service model needed to evolve
	Slide 8: An inflection point
	Slide 9: CSS CARE Experience
	Slide 10: Our people
	Slide 11: Delivery Partner Think Tank
	Slide 12: The shift to AI conversations
	Slide 13: Personalizing the service experience
	Slide 14: Driving impact with Copilot
	Slide 15: Copilot and service: What it can do
	Slide 16: Onboarding: There are still challenges to overcome
	Slide 17: High-performing virtual agents
	Slide 18: Accessibility
	Slide 19: Accessibility 
	Slide 20: A continuing journey   
	Slide 21: Resources


