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Who should attend

This course is tailored for professionals who aim to enhance and
automate business processes using Dynamics 365 customer
engagement apps, while leveraging native interconnectivity with
Microsoft 365. It is ideal for those looking to support customers
efficiently through AI-driven Dynamics 365 Customer Service,
improve customer experience with AI-first omnichannel
communication in Dynamics 365 Contact Center, and boost first-
time resolution rates for on-site workers using AI-driven Dynamics
365 Field Service.

Course Content

Describe the foundations of Dynamics 365 customer
engagement apps
Explore self-service capabilities in Dynamics 365
Explore case management in Dynamics 365 Contact
Center
Describe workforce management in Dynamics 365 Contact
Center
Utilize onsite service capabilities in Dynamics 365 Field
Service
Describe shared capabilities in Dynamics 365 customer
engagement apps
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