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Deliver better service in way less time.

In seconds, Copilot can draft contextual customer service emails that would take several
minutes from scratch.

Fine-tune your intents

 What kind of email do you want?

Choose the type of response that you want or enter
a custom description. Learn more

Draft replies Caetsen
Wi t h a C I i C k Request more information

Empathize with feedback

Provide product/service details

Craft personalized,
contextual emails in
just seconds.

Resolve the customer’s problem

/’ Describe what you want

@ Copilot = Filters

Get Al-powered help with solving customer issues.

Ask a question  Write an email

v What kind of email do you want?

Choose the type of response that you want or enter
a custom description. {Web searches are powered by

Bing (preview). See preview terms }

Type of email: Suggest a call

~ Review suggested response

Al-generated content may be incorrect. Make sure
Al-generated content is accurate and appropriate
before using. See terms

Claudia,

Thank you so much for reaching out
about your Contoso Smart Brew 3000.
I'm sorry that you're having problems
with it.

Can you please provide your availability
or aquick call to discuss your service

options?

All the best,
Enrico

O Copy

Check sources ~

Start over




A conversational expert, at your fingertips

Agents no longer need to spend time searching through multiple web pages, Wiki’s, knowledge articles.

o ® I + v @B 2 8

o Copilot = Filters

f-d] | i AR A 1
g~ Save and close New R, Assign 7 Create swarm I‘f_l Delete Get Al-powered help with solving customer issues.

Ask a question  Write an email

@ Claudia Mezzanti Timeline
DdAIISLd 14UV LusLomer repors

B3 Account: 654-ADU-753 noise but no pressure or heat

+1-425-55 154
= The What If tool is a feature in Azure
Create Active Directory that allows you to
understand the impact of your Conditional
Access policies on your environment. You
A 3891 Ranchview Dr. Richardson From: R Claudia Mezz can use the tool to evaluate the policies
N a t u r a y California 62639 Subject: Issues with Azure that would apply to a user or workload

identity based on the conditions you

X Claudia
& Email  Active

Hello — We are seeing this error... id
View More v/ provice.

conversational, ] | p———

following document: https://github.com/
MicrosoftDocs/azure-docs/blob/main/

Recent cases Case: AKS issues
c a n n e articles/active-directory/conditional-

access/troubleshoot-conditional-access-
/ AKS Cluster Upgrade Autopost: 1/12/. 12:30 PM $
\ G X what-if.md
o y, Appointment cr by Albert
I n e e n e n t Flores for Claudia Mezzanti
Send tc 0|4

Created: 1
Products used
&7 Live Chat  Closed

From: R Ivan Lewis
010f 15

Summary: Reviewed device aler..

What settings does the user have to
configure for the What If tool?

Transcript

Getting answers for you

Microsoff Power Automate

at you need

S



Copilot, the worlds best polyglot

s ® T + v 8 7 4

Assign & Create swarm m Delete

Timeline : Hacer una pregunta  Escribe un email

S > 10 languages
- with full support

S}
From: & Claudia Mezzanti
Subjec ues with Azure...

Hello - We are see

How do | fix autofrother on
Barista 140 er reports
noise but no pressure or heat

Puede intentar arreglar el
automati n el siguiente méto
Primero, retire el conjunto y encienda y

Understands mixed

udar a reparar el

From: & Ilvan Lewis

Summary: Reviewed device aler... R . o &9 I a n g u a g es

Transcript

010f 15




PRS-

.

DO YOU SPEAK THE SAME LANGUAGE




Chat between grandma and the cable company

Her tv isn't working on some channels...

Grandma Chatbot
(a4 (a4
Hi there,
HELLO I'm your digital assistant.

| can help you with everything

S



Chat between grandma and the cable company

Her tv isn't working on some channels...

Grandma Chatbot

Oh, let's try and fix that shall we?
MY TV IS NOT WORKING Please login with this QR code and then we will
start the technical wizard to troubleshoot.

S



Chat between grandma and the cable company

Her tv isn't working on some channels...

Grandma

| WANT TO CALL SOMEONE

Chatbot

Alternatively, open the Phone app, tap “Keypad,”
and enter the number using the keypad. Tap the
green phone icon to start the call.

L) 77
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Digital skills

Approximately 11% of the Dutch people aged 16 to
65 that have little or no experience with the
computer.

Among Dutch people aged 55 and older, thisis
even about 20%.

Of the low-literate people in the Netherlands,
more than 30% cannot use a computer properly.

These people can insufficiently independently look
up and process digital information in a safe
manner.




Preference for human versus virtual agents, by age

Do you prefer human agents or chatbots/virtual agents (which one

do you feel performs better in terms of the qualities you are looking Overall 18-24 25-40 41-56 57+
for)?

Base 9500 1075 2772 2687 2966
Human Agents

Empathy 71% 43% 45% 84% 95%
Creative problem-solving 69% 41% 43% 80% 92%
Personalization 61% 36% 37% 70% 83%
Knowledge and expertise 57% 34% 33% 66% 80%
Effective follow-up and closure 54% 32% 32% 61% 78%
Accuracy and reliability 54% 32% 33% 61% 76%
Clear communication 53% 23% 30% 62% 76%
Inclusivity and cultural sensitivity 51% 28% 30% 57% 74%
Security and privacy 43% 23% 26% 47% 64%
Responsiveness and speed 37% 18% 23% 32% 60%
Easy access/convenience 34% 17% 19% 35% 54%
Chatbots/virtual agents Overall 18-24 25-40 41-56 57+
Empathy 17% 50% 30% 6% 3%
Creative problem-solving 21% 52% 32% 15% 6%
Personalization 25% 57% 41% 13% 10%
Knowledge and expertise 33% 59% A45% 27% 17%
Effective follow-up and closure 36% 61% 48% 32% 18%
Accuracy and reliability 27% 45% 36% 26% 13%
Clear communication 34% 62% A48% 27% 17%
Inclusivity and cultural sensitivity 39% 64% 50% 36% 21%
Security and privacy 40% 62% 52% 39% 23%
Responsiveness and speed 52% 75% 60% 61% 27%
Easy access/convenience 52% 72% 63% 53% 33%

Source: Capgemini Research Institute, Customer Service Transformation Survey, November—-December 2024, N =9,500 consumers.




CUSTOMER SERVICE NEEDS AN OVERHAUL

Customer service is the key channel for organizations to nurture relationships with
customers and shape brand perception, delivering strategic value.

Despite its growing strategic importance, the customer service function faces numerous
challenges, leading to dissatisfaction among consumers and agents.

of consumers are of customer service of organizations

“satisfied” or “very agents report struggle to meet
satisfied” with overall satisfaction rising customer

customer service with their roles expectations

Source: Capgemini Research Institute



https://www.capgemini.com/insights/research-library/customer-service-transformation/

CUSTOMER SERVICE AT THE SPEARHEAD OF Al TRANSFORMATION

Business functions in which organizations expect Al agents ko manage at least one process or sub-process daily

lisk management

Corporate strategy
Legal and compliz

Sustainability

M In12months M In1-3years

Source:

Focus on high-friction, high-volume workflows with direct business impact.

Capgemini — Microsoft Contact Center Company Confidential © Capgemini 2025. All rights reserved | 18


https://www.capgemini.com/wp-content/uploads/2025/07/AI-Agents_Final_210725.pdf

Al

Using hyper personalization to
deliver better service

S






Hyperpersonalized Al support

It knows who | am - it pulled up my records based on my phonenumber I'm calling from
It validated who | am - it used biometrics (FacelD) to validate when logging into the app

It knows my prefered type of communication

S
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Dynamics 365
ontact Center

Transform customer experience with an
Al-first contact center solution that is
complete and composable, bringing
efficiency to every engagement
channel.

\ cancel card Omnichannel Ongoing Conversat..

e 8 Close I Save & Rou

cancel card - s

Case - Case for Multisession experience

Summary Details Related

e Title *

cancel card

Priority

Normal

Status

In Progress

tomer contacted Northwind
Traders and was transferred to Agent
Marcus. The customer wanted to expe
an order and also asked about canceling
their credit card. Marcus assisted the
customer with canceling the card and

four digits of their SSN
tomer provided the information

New [3 Resolve Ca

AS-01038-P6B5MO

Number

.
¥ Sumir

@ Modified on: 6/7/2024 2:15 PM

[0y Live chat from: R Marcus Schmidt Closed

cancel card
View more
Transcript

Case cancel card
ted by Mar Schmidt fo

Cancel Case & Share -

W Copilot

Get Al-powered help with

Ask a question  Write an email

211PM @ Marcus Schmidt
)

How to cancel a credit
Northwind Traders?

To cancel a credit card with Northw
follow these steps:
1. Express empathy and apologize f

identity by
last 4 digits of their SSN.
re about the reason for can:

- If it's due to the high annual fee,
the fee for the current year.

- If it's for any other reason, offer 2i
points.

4, Based on the customer's respons
‘with either waiving the annual fee
reward points to their account 1 .

This proce:
to handling
Traders.

idw...



The Dynamics 365 Evolution in Service

2016 2018 2020 2022 2024+

Dynamics 365 Dynamics 365 D365 CS + DIGITAL Digital Contact D365 Contact Center
CRM Customer Service Messaging Add-on Center Platform Standalone

A user experience to Expansion of basic Introduction of "DCCP" and Nuance Dynamics 365 Contact
interact with customer CRM functions to channels of acquisition, PowerVA Center is built to work
data, a digital platform support Customer communication and Power Pages for with your existing
to access information Service-related beyond email, to self service plus CRM, or with Dynamics
quicker and easier workloads, Case support digital addition of a Voice 365 Customer Service
Management and SLAs messaging and social Channel and multi-
channels session capabilities

Unified Platform: Power Platform and Dataverse

Al-First: OpenAl and Nuance

S



A unified, composable Contact Center built for the Al era

A ] 4
J Copilot + Agents N

Live chat

Social

Customers Email

SMS

Voice

8B U0GO

Teams

® .
‘O Operations

Unified, intelligent routing

o ——mrrCr-———————

Self-service

Assisted service

@

L

Alagents | IVRs Sentiment analysis Unified desktop
1st party telephony with Intent determination Customer 360
Teams Phone* Skills identification Automated case management

Proactive engagement*
Automated intent discovery

Teams Phone in public preview, GA July 31
Proactive engagement in public preview, GA August

Agent availability

& knowledge management

In-the moment guidance

One system, onevendor | Integrated data | Analytics & reporting

Teams Phone telephony* | Workforce management | Low-code, no-code dev | Al controls

S
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Supercharging
Customer Service
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SIMPLIFIED ORDER PROCESS

Peggy wants a new EV, and is also in need of a

® o

home Chargepoint. eMobility confirms
everything and hands over
Peggy orders her car through the lease company the installation order to a
@ and orders the charging point accordingly partner like BAM

‘_@\

Peggy eMobility orders the ChargePoint to
Customer be shipped by Fullfillmentpartner

Installation partner plans
site surveys with Peggy and
relays all info to eMobility
with a quote

Site survey is executed and order is approved.
Installation partner plans installation

Fullfillment partner ships @ _
Chargepoint to Peggy

Installation partner
installs the Chargepoint

Lease card / payment Peggy can charge hercar Happy Peggy
card is activated by client



O
ENECO EMOBILITY SUPERCHARGES ITS -

CUSTOMER CARE WITH GENERATIVE Al .

Solution

Boosted Productivity with Microsoft GenAl Solutions

Capgemini introduced Microsoft Digital Contact Center with Copilot in Dynamics
365, leveraging GenAl-powered tools to enhance agent efficiency and customer
satisfaction.

Seamless Voice Integration and Al Features

Migrated to first-party voice calling with Microsoft Copilot’s transcription and
recording capabilities, unlocking advanced Al features to improve operations.

Real-Time Conversation Summaries for Efficiency

Enabled live conversation summaries, simplifying case resolution and providing
seamless handoffs with detailed query summaries for teams.

Al-Powered Support Tools fFor Agents

Implemented chat services, email drafting, and natural language search to
empower agents with instant access to knowledge bases and more effective
communication tools.

Advanced Al for Analytics and Recommendations

Introduced Al topic clustering and real-time recommendations for similar cases
and knowledge articles, helping agents resolve issues faster and more accurately.

Inspiration Day LyseTele | 29.01.2025

Do Not Distribute — Intemal Use Onl:
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O
ENECO EMOBILITY SUPERCHARGES ITS -

CUSTOMER CARE WITH GENERATIVE Al .

Business Value

Increased Customer & Employee Satisfaction

Reduced training time Ffrom Customer SatisFaction

Wrap-up time down
by more than 4to 1 hour Improved from

50% to master copilot-assisted 71to07.8

functionality

@ Improved Agent Productivity
@ Higher Case Throughput

Reduced Operational Cost

Do Not Distribute — Intemal Use Onl:



Our approach: Week - 2

Proof of Concept step 1

N

n
»

)
Eneco
Supply
;A_/
4 4 )
Gas/ Storingen
Taal H FENE Licht? / Overig?
L L J
[ Overig
4 )
Nederland Gas/ Storingen
s Licht? / Overig?
L J
® Overig
Anywhere365 =

_/

A 4

Storingen

i Storingen |

~

_/
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Our approach: Week - 3

Proof of Concept step 2

Eneco
Supply
)
Gas / Storingen |\ 5 Storingen
‘—’[ Taal H il H Licht? H /Overig?]x
Nederland Gas / Storingen ||| —» Storingen
s Licht? / Overig?

= .

S
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Our approach: migration

Nederland
S

Storingen
/ Overig?

Storingen
/ Overig?

Storingen

Storingen

S
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The road ahead
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Versnellen van vernieuwing binnen UWV met

Microsoft Dynamics 365

7 ”



https://communicatieportaal.uwv.nl/modules/product/mediabank/default/?ItemId=3219
https://communicatieportaal.uwv.nl/modules/product/mediabank/default/?ItemId=3219
https://communicatieportaal.uwv.nl/modules/product/mediabank/default/?ItemId=3219

Gezien, Gehoord & Geholpen
(Seen, heard & helped)

1.300 first-line customer agents
19.000 backoffice agents
Millions of calls per month

Social impact is enormous

It doesn’t happen overnight
It doesn’t happen by accident



https://communicatieportaal.uwv.nl/modules/product/mediabank/default/?ItemId=3219
https://communicatieportaal.uwv.nl/modules/product/mediabank/default/?ItemId=3219
https://communicatieportaal.uwv.nl/modules/product/mediabank/default/?ItemId=3219
https://communicatieportaal.uwv.nl/modules/product/default/media/?ItemId=3217
https://communicatieportaal.uwv.nl/modules/product/default/media/?ItemId=3217
https://communicatieportaal.uwv.nl/modules/product/default/media/?ItemId=3217

== Thank
you.

Make it real.

Presentation Title | Author| Date Company Confidential © Capgemini 2026. All rights reserved. 36


https://dam.gettyimages.com/capgemini/photo-library
https://www.gettyimages.co.uk/
https://www.shutterstock.com/
https://stock.adobe.com/

About Capgemini

Capgemini is an Al-powered global business and technology transformation
partner, delivering tangible business value. We imagine the Ffuture of
organizations and make it real with Al, technology and people. With our strong
heritage of nearly 60 years, we are a responsible and diverse group of over
420,000 team members in more than 50 countries. We deliver end-to-end services
and solutions with our deep industry expertise and strong partner ecosystem,
leveraging our capabilities across strategy, technology, design, engineering and
business operations. The Group reported 2025 global revenues of €22.5 billion.

Make it real.
www.capgemini.com



https://www.glassdoor.com/Overview/Working-at-Capgemini-EI_IE3803.11,20.htm
http://www.youtube.com/capgeminimedia
http://www.facebook.com/capgemini
http://www.linkedin.com/company/capgemini
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