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Transforming
Customer Service
with Microsoft Copilot

Integrated Voice, Chat, and Al
for Scalable, Intelligent Support

Executive Summary

In today’s experience-driven economy, customer service is no longer a cost center—it’s a strategic differentiator.
Enterprises are under pressure to deliver fast, personalized, and consistent support across channels while optimizing
operational costs. Microsoft Copilot for Customer Service, with integrated voice, chat, and Al, offers a transformative
solution. By unifying conversational channels and embedding generative Al into every interaction, Copilot empowers
agents, enhances customer satisfaction, and drives measurable business impact.

The Challenge: Fragmented Channels, Rising Expectations

Modern customer service teams face mounting complexity:
»> Customers expect real-time, omnichannel support—voice, chat, email, and social.
»> Agents struggle with siloed systems, repetitive tasks, and limited context.

¥ Leaders seek cost-effective ways to scale support without sacrificing quality.

The Solution: Microsoft Copilot for Customer Service

Copilot integrates seamlessly with Dynamics 365 Customer Service and other Microsoft ecosystems, delivering:

Unified Voice and Chat Embedded Al Assistance Intelligent Routing and Insights

»> Native voice and chat »>Al-generated responses »> Al-powered case classification and

capabilities in a single interface tailored to customer context routing based on urgency and topic
and history

»> Real-time transcription, »> Real-time dashboards for

sentiment analysis, and »>Suggested actions, knowledge supervisors with agent performance

conversation summaries articles, and case resolutions and sentiment trends

»> Seamless handoffs between »> Automated summarization »> Continuous learning from

channels for uninterrupted and post-call notes to reduce interactions to improve future

support agent workload outcomes uninterrupted support
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Business Impact

Copilot delivers measurable ROl across key dimensions:

Benefit Area Impact Highlights

30-50% reduction in handle time via Al-generated responses and summaries

Agent Productivity
Customer Satisfaction

Operational Efficiency

Strategic Insights

Faster resolution, personalized support, and consistent experiences across channels

Lower training costs, reduced escalations, and optimized staffing

Actionable data on customer needs, sentiment, and service gaps

Sources: Microsoft internal benchmarks, customer case studies

Competitive Comparison:

Microsoft Copilot vs. Salesforce Service Cloud

While Salesforce Service Cloud offers Al features like Einstein for predictive insights, it lacks the native, deeply

embedded generative Al and unified voice/chat experience that Microsoft Copilot delivers. This distinction is critical

for enterprises seeking seamless, scalable support.

Microsoft Copilot

Feature Area . Salesforce Service Cloud
for Customer Service

Native Voice + Chat Fully integrated, real-time voice Requires add-ons or third-party
and chat with transcription, tools (e.g., Amazon Connect,
sentiment, and summaries Twilio) for voice

Embedded Generative Al Al-generated responses, Einstein Al offers predictive
summaries, and suggested actions insights, but generative
within agent workflow capabilities are limited and less

embedded
Unified Agent Experience Single pane of glass for voice, Fragmented Ul across channels;

chat, case history, and Al
assistance

agents often switch between apps

Post-Interaction
Automation

Auto-generated call summaries,
follow-ups, and knowledge article
suggestions

Manual or semi-automated
workflows; limited generative
support

Microsoft Ecosystem
Integration

o

Deep integration with Teams,
Outlook, Power Platform, and
Azure Al

Strong CRM backbone, but less
native integration with
productivity tools

J

Get in touch with us: +1(973) 6018770 | sales@korcomptenz.com

www.korcomptenz.com



Analyst Perspective

“Microsoft Copilot is redefining agent productivity by embedding generative Al directly into the customer service
workflow. Unlike platforms that bolt on Al through third-party tools, Copilot’s native integration with voice and chat
channels sets a new standard for intelligent support.”

66

Customer Testimonial

“We evaluated Salesforce, Zendesk, and Microsoft Copilot. What stood out was how effortlessly Copilot unified our
voice and chat channels—and how much time our agents saved with Al-generated summaries and responses. It's not
just atool; it’'s a force multiplier.”

— Forrester Wave™: Customer Service Solutions, Q3 2025

— VP of Customer Experience, Global Manufacturing Firm

Use Cases Across Industries

Financial Services: Manufacturing: Retail & E-commerce:

Accelerate resolution of Streamline support for product Enhance order tracking,

account inquiries, fraud alerts, issues, warranty claims, and returns, and personalized

and loan servicing dealer coordination recommendations

Why Microsoft Copilot?

»> Built on trusted Microsoft cloud and security infrastructure

»>  Seamless integration with Dynamics 365, Teams, Power Platform, and Azure Al

»> Scalable across geographies, languages, and verticals

Why Korcomptenz

Korcomptenz is your total technology transformation partner, helping you engage your customers and prospects,
enable your business, and accelerate your results. Request a consultation to learn more about how we provide
expert-led transformation and impact-driven growth.

Proven scale & experience: 21+ years, 1,000+ successful projects, 350+ domain experts.

Global reach, local context: North America, UAE, Saudi Arabia, Australia, Mexico, Philippines, India.

Mid-market to enterprise: Playbooks tailored for complex, multi-entity environments.

Ecosystem depth: Microsoft Direct CSP; strategic partnerships with Microsoft, SAP, AWS, Salesforce, and ServiceNow.
Analyst recognition: ISG accredited in Microsoft Cloud & Al; Forrester recognized for Microsoft Business Applications.
Outcome-focused operations: Hypercare support, measurable KPIs, and continuous optimization.

Cost advantage: Up to 30% reduction in TCO through modernization, automation, and FinOps.
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Getting Started

Organizations can deploy Copilot for Customer Service with minimal disruption. Microsoft offers guided onboarding,
training, and support to ensure rapid time-to-value.

Conclusion

Microsoft Copilot redefines customer service by combining the power of voice, chat, and Al in a unified experience.
For enterprises seeking to elevate support, empower agents, and unlock strategic insights, Copilot is not just an
upgrade—it’s a transformation.

Korcomptenz

Expert-led Transformations
& Impact-led Growth

At Korcomptenz, we lead with expertise - in technology and domain fo deliver solutions
that align with your business goals. We leverage our experience and robust partner
ecosystem fo elevate your processes, powering your transformation journey toward
impactful growth.

Visit to learn more or email us atf
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