
AI agents: transforming productivity across 
Microsoft Business Applications 

Dynamics 365 Field Service 

Dynamics 365 Customer Insights 

Predictive maintenance: AI agents 
analyse IoT data to anticipate equipment 
failures before they happen.  

Optimised scheduling: Automatically 
assign technicians based on skills, 
location and availability. 

Prebuilt Field Service Agent automates 
work order creation and technician 
dispatch.  

360° customer view: AI unifies data 
from multiple sources for 
hyper-personalised experiences. 

Predictive segmentation: Identify 
high-value customers and churn risks. 

Dynamics 365 Customer Insights 

Financial forecasting: AI predicts cash 
flow and revenue trends.  

Inventory optimisation: Automates 
stock replenishment based on demand 
patterns. 

Prebuilt Finance Agent automates 
invoice and payment workflows.

Dynamics 365 Sales 

Sales insights: AI surfaces next-best 
actions, predicts deal closures and scores 
leads for prioritisation.  

Conversation intelligence: Real-time call 
analysis for sentiment and keyword 
tracking. 

Prebuilt Sales Agent automates outreach 
and pipeline updates. 

AI agents are everywhere in the conversation right now. But 
for many businesses, the big question remains: how do we 
actually implement them to create real value? Microsoft is 
answering that question with prebuilt agents and Copilot 
Studio, making it easier than ever to move from hype to 
hands-on results, in the tools you already use. 

What are AI agents? 

AI agents are autonomous digital workers that can perform 
tasks, make decisions, and interact with systems on your 
behalf. Unlike traditional automation, they’re proactive: 
monitoring data, predicting outcomes and taking action 
without constant human input. 

Microsoft offers prebuilt agents (designed for common 
business scenarios) and the ability to customise agents 
through Copilot Studio (for unique processes and needs). 

Why embrace agent-centric 
architecture now? 

Agent-centric architecture shifts automation from reactive 
bots to proactive digital workers. These agents monitor, 
predict and act across apps - creating a unified layer of 
intelligent automation. 

Proactive automation: Agents anticipate needs, not just 
respond. 

Cross-app orchestration: Seamless workflows across 
Dynamics, Power Platform, and Microsoft 365. 

Enterprise-ready: Built-in governance and security. 

Microsoft is standardising its ecosystem around agents. 
Early adoption means faster efficiency gains and 
future-proofed operations. 

Here’s what AI agents can achieve across your Microsoft tech stack to level up performance. 
Core capabilities across Microsoft tools 

Dynamics 365 Customer Service 

Virtual agents: AI-powered bots resolve 
common queries without human 
intervention.  

Case routing: Intelligent triage ensures 
cases go to the right agent instantly. 

Prebuilt Customer Service Agent 
integrates with Copilot for escalation 
handling. 

Dynamics 365 Project Operations 

Resource forecasting: Predict project 
timelines and resource needs using 
historical data.  

Budget optimisation: AI-driven cost 
analysis to keep projects profitable. 

Prebuilt Time & Expense Agent 
reduces reconciliation delays. 

Dynamics 365 Business Central Dynamics 365 Customer Insights 

Copilot in Power Apps for natural 
language app building. 

AI Builder for document processing 
and sentiment analysis. 

Copilot Studio for creating custom 
agents without code. 

Power Platform Dynamics 365 Customer Insights 

Agents can automate meeting prep, 
manage documents and even 
orchestrate workflows across Teams, 
SharePoint, Outlook and more with 
agent-based extensibility. 

Microsoft 365  

Ready to deploy AI agents? Push forward your AI readiness 
and discover practical use cases with Infinity Group support. 

https://www.microsoft.com/en-us/worklab/work-trend-index/2025-the-year-the-frontier-firm-is-born
https://www.infinitygroup.co.uk/your-challenges/ai-and-innovation/

