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« Al could
contribute by 1.5%
to annual
productivity growth

over a ten-year
period, lifting global
GDP by nearly 57
trillion.»

Introduction

In today’s evolving landscape professionals are facing a paradigm shift driven by
automation, evolving client expectations, and digitization. Research (Cohen & Lee,
2023), estimates that Artificial Intelligence (hereafter Al) could contribute by 1.5%
to annual productivity growth over a ten-year period, lifting global GDP by
nearly $7 trillion. Beyond these figures, reports (Chui, Roberts, Yee, & others,
2023) suggest Al could generate $2.6 to $4.4 trillion across industries, with 75%
of this value from customer operations, marketing, sales, software engineering,
and R&D.

Amidst these developments, Microsoft Copilot stands out as an accessible
transformative solution within Microsoft 365, that could be quickly adopted by
businesses to boost productivity and employee satisfaction. Microsoft Copilot for
M365 stands as a strategic Al solution crafted by Microsoft to enhance the
business landscape in response to evolving client needs and digital advancements.
This document explores the foundational principles of Al, unveiling the capabilities
inherent in Copilot for M365. Its primary objective is to foster a comprehensive
understanding of Copilot, addressing its functionality, business benefits,
deployment strategies, and potential impacts on future business strategies.

Delving into the characteristics of Copilot M365, the integration of Copilot within
Microsoft 365 is carefully examined, shedding light on both its benefits and
challenges. Additionally, a comprehensive examination is presented, outlining five
practical steps for testing and optimizing productivity, deriving from Wavestone’s
methodology. The paper ends with some real-world case studies and insights into
the future impact of Al on businesses.

The research methodology combined desk research with practical insights from
Wavestone experts who have rolled-out an effective approach to implementing
Copilot M365.

In essence, this document aspires to empower professionals with the knowledge
to navigate the evolving landscape and capitalize on the opportunities presented
by Copilot for M365.



Understanding
Mlicrosoft Copilot
M365

Microsoft Copilot M365 is a solution based
on a Large Language Model (LLM), a
- specific subcategory of Artificial
Intelligence. Before diving into the various
applications and potential of Microsoft
Copilot M365, it has to be outlined what an
LLM is, how such tools are created and how
they operate.
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From Artificial Intelligenceto Large Language Models

Microsoft Copilot M365 is a solution based on a Large Language Model (LLM), a specific
subcategory of Artificial Intelligence. Understanding Artificial Intelligence systems and their
applications is made difficult by the multitude of terms that are often used
interchangeably, even though they are not synonymous. In fact, some of the most
important terms, Artificial Intelligence, Machine Learning and Deep Learning can be
viewed as subsets of one another. For example, while all Machine Learning is part of
Artificial Intelligence, not all Artificial Intelligence employs Machine Learning.

This idea is illustrated in Figure 1. While the figure does not represent all subsets of Al, it
depicts the subsets required to narrow down from general Al to Copilot M365, the focus of
this paper.

Figure 1-From Artificial Intelligence to Copilot M365: The layers of Artificial Intelligence
concepts.

1. Artificial Intelligence

2. Machine Learning

3. Deep Learning

4. Generative Al

5. Large
Language Models

Copilot M365

The definition of each conceptis detailed inthe next page
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Here is a definition of the different Al concepts

Artificial Intelligence refers to the
broader concept of creating software
that can perform tasks that typically
require human intelligence. It aims to
replicate  human-like  thinking and
dedsion-making. Artificial reasoning can
be achieved with different methods,
such teaching computers to detect
pattems based on training with
previously provided data, the basis of
Machine Learning.

Machine Learning is a subset of Al. It
involves teaching machines to learn from
data and

make predictions or decisions based on
that leaming. Machine Learning
algorithms can automatically improve
their performance over time without
beingexplicitly programmed.

Deep Learning is a subset of Machine
Learning. Deep Learning models, consist
of multiple layers that can automatically
leam and represent complex patterns in
data. Deep Learning is used for tasks like
image recognition, natural language
processing, and speech recognition.

Generative Al is an umbrella term for Al
tools that utilize models to generate
manifold types of content, ranging from
text and images to code and other kinds
of data.

Large Language Models deal with
analyzing and  producdng human
language. The “lLarge” refers to how
sizeable the number of parameters built
into the Al system is. GPT-4, the 4th
generation language model, which is also
used by Copilot M365, features over a
trillion parameters in its training data
now. This subset of highly text-focused
Generative Al models enable the Al to
generate more sophisticated textual
outputs like language translation,
sentiment analysis, legal or finandal
analysis, answering questions and all
matters of outputs utilized for research
purposes.
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Classification of Artificial Intelligence

Artifidal intelligence is further classified into three main categories based on its
ambition, capabilities, and scope:

Artificial Narrow Intelligence (or weak Al) is goal-oriented and
programmed to perform a singular task. Al technologies of today fall into
this category, be it analytics tools, interactive tools, (text)-generative
tools, andimage creation Al.

Artificial General Intelligence (or strong Al) mimics human
intelligence and/or behaviors. It can learn and apply its own
intelligence. Theory of mind and self-aware Al fall into this
category. It is expected for image and facial recognition
technologies to become fully fledged Artificial General Intelligence
in the future, but to date, no Al tools can already be classified as
such.

Artificial Super Intelligence surpasses human intelligence and ability,
meaning the Al would become incomprehensible to understand to any
human. To date, and for the foreseeable future, no such Al exists.

In particular, while tools like Copilot M365 and OpenAl’s ChatGPT have shown
impressive capabilities, they are still considered to fall under the Artificial Narrow
Intelligence dassification. These tools can address a vast array of questions and inputs
but to be properly classified as the first Artificial General Intelligence, the tool would
need to be able to perform tasks that the Al was not originally designed for. For
example, IBM’s “Watson”, a supercomputer incorporating Artificial Intelligence meant
to be used as a tool for doctors for medical diagnosis or treatment planning,
showcased in many instances a higher success rate than human doctors but it cannot
provide answersto questions thatrequire original thought.
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The creation of Large Model tools

The general process of creating Large Language Model tools like those used by Microsoft
Copilot M365 can be splitinto 6 steps, as depictedin Figure 2below.

Figure 2 —The creation of LLM tools. Source : Wavestone.

Problemidentification and data collection

Data preprocessing

Information transformation

Supervised learning of the model

Natural Language Processing

m Problemidentification and data collection

The problem that the Al is supposed to solve must be identified as clearly as possible.
Once precisely defined, the data used for the training of the model can be collected.
This data can be split into structured data that are fully organized and easily searchable
for the machine and unstructured data that are both more complex and more difficult
to process. The more unstructured the data set, the more time and resource intensive is
the preparation of the data.
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m Data preprocessing

Not any kind of data will suffice to train an LLM model. Rather, the data must be
properly prepared to reach the quality required for the training phase.
Numerous methods exist to achieve this, most prominently the following:

a. Noise reduction: Text that is not applicable to train the model for
the pre-determined goal must be identified and removed to ensure
that the model istrained forthe intended purpose.

b. De-duplication: To decrease the likelihood of creating a biased
LLM, duplicates of the same or highly alike text must be removed.

c. Privacy redaction: The most common source of training data stems
from the Internet, which can include sensitive information. To
ensure that such information is neither used for the training, nor
becomes a potential output of the tool, this personal data (as
referred to by the GDPR must be removed.

d. Tokenisation: Initially, language models are not capable of
comprehending the meaning of the text that itis fed. For the LLM
to make use of the text, the training data must be translated into a
form that is readable for the machine through tokenization, the
process of creating a digital representation of areal thing.

m Information transformation

Via the use of algorithms, which can take the shape of pattern matching or
prediction machine learning algorithms, the tool gains the ability to transform
information and learn from the training data. Thisis most often achieved via the
use of “transformers”, a neural network architecture that analyses a sequence
of textto discernthe connections between the words and phrases within it.
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m Learning of the model

Once the algorithms and the training data are prepared, the model can begin the main
training phase. This usually involves predicting the final token in a series predicated on
the prior ones. Reaching the highest level of accuracy, meaning the highest likelihood of
predicting an answer, is the primary goal of this step. This learning phase can be
performed with or without supervision. The biggest difference between supervised and
unsupervised learning is that supervised learning uses labelled training data, and
unsupervised leaming does not. As such, supervised leaming incorporates a baseline
understanding of what the correct output should be.

Natural language processing

|

During this step, the machine is enabled to interact with the human language. This is
necessary for the tool to make use of human language as an input (e.g., via a text
prompt) and to make its outputs readable for human beings. Nonetheless, the quality
of the promptisdirectly linked to the quality of the output.

Deployment and iterativeimprovement

|

Even once the tool is ready to be deployed, the tool must continuously be trained.
Repeating the training process and updating the model leads to iterative improvement,
enhancing the accuracy of Altool overtime.

The training of the model is the most important part of the development of an Al. For this
to be possible, vast amounts of processed and labelled data sets are necessary. Preparing
data for the training step is often both the most time-consuming and expensive aspect of
developinganAl.
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Evaluatingthe current utilization of Copilot M365

The current level of adoption for Microsoft Copilot M365 (Microsoft, 2023) indicates a
strategic and growing integration within enterprise environments. Initial testing with 20
enterprise customers, including prominent names like Chevron, Goodyear, General
Motors, and Dow, highlighted significant enterprise engagement. The subsequent
expansion of the Microsoft Copilot M365 Early Access Programme to an initial wave of 600
customers worldwide further demonstrates the growing momentum of adoption among
businesses looking to leverage Al for productivity enhancements.

The market response has been overwhelmingly positive. Enterprise customers' feedback
has been highly encouraging, pointing to Copilot M365's role as a game-changer in daily
activities. This feedback, coupled with the anticipation of significant demand for Al
solutions — with revenue opportunities projected to top $380 billion by 2032 —
underscores the market's enthusiasm for generative Al technologies like Copilot M365.
Furthermore, the introduction of functionalities such as Copilot M365 for Sales and Copilot
M365 for Service, and their impact on automating CRM tasks or providing real-time
insights during sales calls, serve as an example Copilot M365's capability to digitalize
activities across different business areas. These improvements in productivity,
customer/employee satisfaction, and operational efficency help explain the positive
market response and the growing awareness of the benefits that Copilot M365 can bring to
organizations.

< )
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COPILOTM365 BENEFITS AND CHALLENGES

Benefits of integrating Copilot M365

One of the key distinguishing factors of Microsoft Copilot M365, compared to competitors
in the Al landscape, is the advantage of being already integrated into Microsoft 365. The
tool is shaped around being a digital assistant with the ability to deliver personalized
support to its users. This digital assistant is not bound to a single interface but instead built
into the whole M365 product family, from the classic tools Word, PowerPoint, and Excel
to Outlook, Teams, Loop, OneNote, Forms, and the Power Platform, making it easy to use
for everyday tasks. For example, the minutes of a meeting can be produced and shared
with the rest of the team via a single prompt. Moreover, the interaction with the tool and
the tool’s behavior are consistent across all M365 applications, creating a coherent user
experience.

The integration of Copilot into Microsoft 365 brings along another benefit: it can be linked
to the business data of each organization. In particular, the tool can have real-time access
to both the content and the context through usage of Microsoft Graph, begin the secure
gateway to the user’s data in Microsoft 365. As a result, Copilot M365 can produce
content connected to the user’s business environment, using information from the user’s
documents, calendar, emails, meetings, and so forth while concurrently combining it with
the context of the user, such as focusing on timely meetings or email exchanges. This lets
Copilot M365 convey answers that are both more accurate and relevant to the user’s
specificcircumstances.

Additionally, Copilot M365 automatically inherits the privacy and security policies of the
organization that were already set in Microsoft 365. This also includes the per-user access
permissions, meaning that Copilot M365 can only produce answers stemming from
information the user has access to in their own organization, from what is publicly available
on the Internet and the data that Copilot M365 has been trained on.

The combination of its powerful Large Language Model, its integration into the Microsoft
365 suite and as such its access to the user’s data using Microsoft Graph, make Copilot
M365 stand out among other Al tools present on the market. M365 Copilot expected
benefits for companies include increase in performance, productivity, quality, and
innovation.
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Example of use cases

/ Word
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Example of use cases

/ Loop

/ Outlook
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Example of use cases

/ Teams

Chat

Users can invoke Copilot M365 in any chat. It can summarize up to 30 days of the chat
content prior to the last message in a given chat. Copilot M365 uses only the single chat
thread as source content for responses and can't reference other chats or data types (for
example, meeting transcripts, emails, and files)

Meetings

Users can invoke Copilot in meetings or calls within the same tenant. Copilot will use the
transcript in real-time to answer questions from the user. It only uses the transcript and
knows the name of the user typing the question. The user can type any question or use
pre-determined prompts; however, Copilot will only answer questions related to the
meeting conversation from the transcript. The user can copy/paste an answer and access
CopilotM365 after the meeting ends on the Recap page

Copilot M365

Allows users to access data across their Microsoft 365 Graph and leverage LLM
functionality. Copilot can be accessed in Teams and when signed-in to Bing with an
active directory account

Calls

Copilot M365 in Teams Phone uses the power of Al to empower you to work more
flexibly and intelligently, automating important administrative tasks of a call, such as
capturing key points, task owners, and next steps, so you can stay focused on the
discussion. Copilot M365 in Teams Phone supports both voice over Internet Protocol
(VolP) and public switched telephone network (PSTN) calls

Whiteboard

Makes meetings and brainstorm sessions more creative and effective. Use natural
language to ask Copilot to generate ideas, organise ideas into themes, create designs
that bringideas to life and summarize whiteboard content

16
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Challengesin integrating Copilot M365

The focus of the Whitepaper is to showcase the potential of Copilot and to help
organizations understand how to implement it to maximize its advantages. However, it is
important to be aware of the risks deriving from Copilot M365 implementation.

The most glaring challenges that need to be considered for successfully integrating Copilot
M365 are:

Reliability of responses: Generative Al sometimes generates incorrect, incomplete, or
misleading answers. Their results should always be critically evaluated to ensure accuracy.

Model bias: Generative Al models can inherit biases present in training data. This can lead
to results that reflect these biases, which can be problematic, particularly in terms of
equity and discrimination. Potential biases in training data could inadvertently perpetuate
stereotypes.

Data confidentiality: Interactions with Copilot may contain sensitive or confidential
information. Users should exercise caution when discussing sensitive topics or sharing
personal details. Privacy is paramount, requiring transparency about data usage and clearly
communicated protection strategies to prevent re-identification risks. Microsoft is
committed to not sharing user data without explicit consent and excludes customer data
fromtraining processes unless permissionis given.

Data sovereignty and residency: While Microsoft commits to strict data privacy, induding
GDPR and the EU Data Boundary, ensuring that the data of Copilot M365’s European users
remains withinthe EUis of highimportance.

Risk of intellectual laziness: Over-reliance on Al systems can limit our ability to think
independently and solve problems. Al must not replace the human propensity for
creativity, critical thinking, and learning. Like any tool, Al must be used responsibly to
complement human intelligence, notto supplantit.
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Ecological impact: Large-scale language models consume a lot of energy. The training of
GPT-3, for example, generated 552 tonnes of CO2 (equivalent to 250 round-trip flights
between Parisand New York).

Ethical considerations: Ethical issues demand attention to ensure Al decisions are
transparent and fair. Clarity in Al decision-making, and user control over automated
suggestions must be of high priority.

Downgrading of jobs: The rise of content generation models can radically transform some
professions, replacing appreciated tasks with more tedious ones.

Abuse of the technology: Generative Al technologies can be used abusively, for example to
create "deepfakes" (fake Al-generated content) that can be used for disinformation or
deception.

Adherence to EU regulations: Microsoft is committed to ensure that Copilot M365 adheres
to EU regulations like the Digital Markets Act. Of major importance is the EU’s Al Act, which
introduces a risk-based classification for Al systems, requiring comprehensive assessments
to ensure regulatory compliance.

Data Security: Leveraging the Microsoft Azure OpenAl Service, Copilot M365 incorporates
strict security measures. This is necessary so that users benefit from Azure's advanced
security features, such as private networking and content filtering. Proof from Microsoft
that Copilot M365 is fully aligned with the firm’s otherwise high standards for privacy and
compliance isanecessity.
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3.1. Wavestonestrategiesto unleash the
potential of Copilot

In navigating Copilot M365 implementation, Wavestone employs a robust methodology
honed through experience, for companies to develop the right approach to launch the Al
foundations and initiatives successfully. This section outlines the nuanced approach vital
for unleashing the full potential of Copilot M365 within your organization, encompassing
technical, functional, and cybersecurity prerequisites, population identification, use case
definition and evaluation, change communication and support, and ongoing impact
measurement for scalable deployment. Figure 3 below, outlines an overview of the
Methodology applied by Wavestone:

Figure 3 - Wavestone 5-step approach. Source: Wavestone.
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|

Set up the technical,

functional & cyber prerequisites

Compared to other software integrations, Copilot M365 has the significant advantage of
being relatively easy to implement as a Microsoft service. However, several considerations
need attention, ranging from licenses and accounts to data accessibility and security.

Firstly, organizations must ensure that users have Microsoft 365 E3 or Microsoft 365 E5
licenses and are on the same tenant. Additionally, while M365 Copilot is available by
default on web apps, “current channel” activation is required for desktop versions, and
transcription must be active via Teams. An account based on Azure Active Directory (AAD)
is mandatory, and certain features necessitate users to additionally have a OneDrive
account. Nevertheless, in a hybrid setup, such as the use of AAD and third-party single-
sign-on solutions (e.g., Okta), Copilot M365 functions effectively.

It’s crucial to consider that the richness of the Copilot experience correlates with

the data sources indexed by M365. Therefore, tenants with the richest data in
M365 (Exchange, OneDrive, SharePoint, and Teams) will achieve the best results.

OTK d (10 . IVIOTEOVE
as possible but restrict them from accessing data that should not be available. Given that
querying for information with Copilot M365 is particularly easy, an audit trace of the users’
accesses and permission is espedcially needed. Administrators should check the status of
SharePoint permission groups and Microsoft Information Protection sensitivity labels to
secure the M365 environments.

The most effective approach to meet all essential prerequisites for initiating the
implementation phase is to work on the technical implementation and to foster a
corporate culture ready to embrace the Al revolution. Leveraging on a partner like
Wavestone to cover technical, functional and security topics can strongly facilitate first
rollouts.




HOW TO IMPLEMENT COPILOT M365?
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Identify the populationsto be taken on board

Strategic engagement demands an intimate understanding of your organizational
landscape. Wavestone advocates a holistic approach, balancing business and usage profiles
across functional areas such as Directions, Transversal Functions, IT, and Businesses. The
user profiles should include both tech savvy professionals as well as some of their
colleagues who are less familiar with technology. While the first group can help measure all
the potential that can emerge from use cases, the second will provide an indication on the
effortrequired to support change.
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S

Define the use cases to be tested,

and evaluate

The heart of successful Copilot M365 integration lies in the selection and evaluation of use
cases and Wavestone’s approach is to prioritize high-value, cross-functional scenarios. To
identify the most valuable use cases, workshops engaging employees directly should be
conducted, identifying cross-functional and business-specific scenarios to be tested during
the pilot.

A tangible example of Copilot's potential lies in its
application to meeting scenarios. Copilot becomes
instrumentalbefore, during, and after meetings

- -
= i
o = XYex = Yer -

Pre-meeting: users can During the meeting: Post-meeting: Copilot on
prepare meeting Copilot within Teams Teams automatically
agendas by suggesting serves a threefold generatesa
topics based onprevious |  function, allowing users comprehensive summary
conversations and to catch up on missed of key points, tasks, and
ongoing tasks through ' content, interact with the outcomes, ensuring
M365 chat meeting script, and efficient follow-up and

facilitate brainstorming tracking.

through Microsoft

Whiteboard.

More use cases are describedin the pages 25 and 26.

After the identification of the most interesting use cases, it is suggested to select up to five
use cases to test at a first stage. The criteria for selection should revolve around the added
value to the company, including considerations of increased productivity, complexity to
evaluate, and efficacy.
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After the identification of the mostinteresting use cases, it is suggested to select up to five
use cases to test at a first stage. The criteria for selection should revolve around the added
value to the company, including considerations of increased productivity, complexity to
evaluate, and efficacy.

Once use cases have been tested, continuous monitoring of relevant KPIs, such as time
saved and stakeholder engagement, is needed to showcase the potential of Copilot M365
implementation and encourage the deployment of further use cases.

Microsoft has launched in 2024 the “Copilot Dashboard for Microsoft 365 customers”,
which can assist organizations in generating insights around the Copilot M365 usage. The
dashboard, available to any customer with a Microsoft 365 or Office 365 subscription for
business orenterprise, willhelp measuring the impact of Copilot by providing:

* Behavioral Insights: summary of Copilot M365 actions and behavioral changes across
common activities (e.g., meetings, email, chat, documents, and search);

* Collaboration Metrics: comparison of Copilot M365 assisted actions between user
cohortsand workplace behaviors of Copilot M365 users vs non-users;

* Trend Analysis: comparison of trends before and after the adoption of Copilot M365.
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Example of use cases
by business function

VIP

* Accessof summary of an online meeting
joined late

* |dentify keyinformationin abusy mailbox

* Summarize the key milestones of the
upcoming week (such as meeting to attend)

* Sort e-mailsaccordingtoimportanceand
relevance, highlighting priority messages

* Accesssummaries of longdocuments,
reports, or articles to save time

Al enhanced toolstobe used

W D X

o r

25

PROJECT MANAGER

* Draw up schedules based on defined
milestones

* Share updatesand reports with stakeholders
based on eventsand deadlines

* Generate costsreportsto help optimize
budget measurement

» Search forinformationin company datato
find similar projects

* Generateinteractive dashboards to view
protect data, trends, KPls and predictive
analysis

Al enhanced tools tobe used

EEE D

ASSISTANT

» Assistinthe planification of meetings
adaptedto participants schedules

* Draft emailstocollectslides tocompile for
future steering committees

* Create meeting minutes and translateitinto
the relevant languages

* Share the minutes with all the participants

% o &

Al enhanced toolstobe used /
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Example of use cases
by business function

HR & RECRUITMENT

SALES

* Createindustry-relevant case studlesfor
interviews

« Analyze previous results, identify a targe * Analyzeinternal CVs andidentify the right

population forfuture prospection candidates based on defined skills criteria
* Generate contracts using pre-defined * Monitorthe recruitmentteam’s
templates and/or review of existing ones performance by generatingreportsand

analyses (conversion rates, average

o i . .
Suggest products orservices more relevant TR i)

to presenttoa specificclient or prospect
* Analyze employees’ feedback gathered from

surveys orappraisals, providing
recommendations toimprove workplace
* Get easilythe latestnews aboutaclient wellbeingand employee satisfaction

* Generate scenariostotrain salesteamsfor
different situations

* Create personalized in-house training

* Generate personalized sales emails
modules

Al enhanced tools tobe used

R

Al enhanced toolstobe used

HE D

ITTEAM

w 1A

* Draft call for tender ]

MARKETING & COMMUNI CATI(,I\'J.F ]

<

* Generate customized contenttoimprc
customerengagement (promotional e
slogans, etc...) SR

* Analyze Net Promoter Score (NPS) results
and highlight detractors’ irritants, and
identify action planstoincrease employee’s
satisfaction regarding DWP

* Sort outand supportresolution of IT
incidents by providing responses based on
previously resolvedincidents

* Analyze feedbacks to assess clients’
sentimentand engagement

* Generate ITsupportcheat sheetsupdate

with new features of products
Al enhanced tools tobe used

=

Al enhanced tools tobe used

o T B
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Communicate support and change

Communication and change management are integral pillars in the successful
implementation of Al. Wavestone and its Change Management team, employ a robust
four-dimensional approach to advocate for change.

Acculturate & decomplex
mhe first step to advocate for change aims at acculturating groups of employees to the

topic of GenAl in business. This can be achieved by organizing a full day workshop around
the topic. The session should cover several aspects of GenAl, from explaining the most
relevant technical aspects, to showing risks & limits of using it in a business context. In
addition, it is important to perform hands-on experiences. To this end, employees should
identify concrete business use cases and be guided on role-playing with some of the tools
provided by GenAl. Eventually, the workshop should always be concluded by the collection
of feedbacks, which will become crucial for next steps.

Apart from making people familiar with Gen Al, identifying risks should be a critical point of
discussion for the Board of Directors, Employee Representative Bodies, and legal teams to
ensure transparency and coordination inside and outside the organization and identify the
best solutions to overcome those challenges. According to Wavestone, the main objective
is to raise awareness and demystify the perception of the assodated risks, which can be
overcome by identifying new ways of consuming Al. During this stage, it is crucial to limit
employee bias by showing the risks associated with Copilot M365 and other Generative
Als and providing users with a demonstration on how they can manage them. According to
Wavestone's methodology, operational risks from a non-well-thought-out roll-out strategy
are likely to fall underfour main buckets:

= reliability of responses,
= data confidentiality,
= riskof intellectual laziness, due to an over-reliance on the Al, and

= ecological impact, deriving from the energy consumption required to run the Al
algorithms, and the amount of data used.

In summary, employees should be made aware that their role will transition from being
purely makers to acting more as checkers of the results produced by Copilot M365.
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Get practical

The next stepis to offer employees standards that enable them to handle M365 "%]
Copilot efficiently. Training courses that provide learning by doing should be SWT,;‘DEMU
considered as the appropriate method to familiarize users with this new _’fj_v‘.il»“'
intelligent assistant . For example, the audience could experiment with the
creation of PowerPoint presentations, reports or other content/analyses using
Copilot.

Build a community

To boost the success of communication within the organization, creating a pilot
user community is essential to maximize adoption and activate continuous
feedback. Suggestions on how to create such a community and make it as much
engaged as possible include:

* buildingacommunication/adoption plan,
* organizingregularonline and face-to-face events,

* preparingaschedule of publications

* creating private exchange channels by business/function to enable
capturing feedback and discussing specificuse cases.

m Relying on Generative Al
As a final suggestion, the enablers of Copilot M365 should lead by example in

change management. This includes communicating news regarding Copilot
generated by Copilot itself, creating training material using Copilot in
PowerPoint, spreading news on various channels via Copilot in Teams, and using
contentgenerated by M365 chat.
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Measure impact and consider scaling up

Once everything is set up, and the pilot has started it is important to establish and
continuously measure various indicators for making informed decisions when scaling up

Copilot M365 to different teams and business areas. Wavestone outlines three types of
KPls that should be considered:

Satisfaction

Assessing the propensity of users to appreciate and recommend the Copilot M365 tool,
measured through metrics such as Customer Satisfaction (CSAT), and Net Promoter
Score (NPS). Being qualitative data, user satisfaction can be measured through surveys

and feedback asking for the propensity of users to appreciate and recommend Copilot
M365 and theirperceived time saved.

b Adoption

Examining the rate of use of Copilot M365 tools, measured by the number
of prompts sent or similar engagement metrics. Being quantitative data,
those could be easily collected by using Copilot PowerBI Dashboard.

ffffffffffff Performance

For each use case, analyzing a range of criteria, including time saved,
savings generated, and creativity fostered.
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HOW TO IMPLEMENT COPILOT M365?

When it comes to gathering feedback, various channels such as Teams community, Forms
surveys, and interviews & focus groups can be leveraged to enable the computation of such
KPIs. On top of that, as briefly mentioned, Microsoft has recently launched the “Copilot
Dashboard for Microsoft 365 customers” which can help organizations track Copilot M365
usage.

The success of the implementation is intricately tied to the sum of the performances
achieved in these three types of KPIs. High satisfaction levels should align with a high level
of adoption, and with users trained to use Copilot M365 with the right mindset,
performance should seesignificantimprovements across several dimensions.

As a final output, Wavestone designs a Measurement Scorecard which helps identifying
and prioritising KPls foreach scenario, in alignment with customer objectives and vision.

§32.569.893.03
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HOW TO IMPLEMENT COPILOT M365?

3.2. Turningtheoryinto action: Clients Success
Stories of Copilot M365 Implementation

Wavestone is positioned as a major player on the business implementation of GenAl,
with over a hundred employees trained on the topic subject. Thanks to its positioning,
the company signed a partnership with Microsoft being recognised as a strategic
partner to support in the deployment of Copilot M365 and the adoption of generative
Al tools. Therefore, Wavestone has early access to the solution’s new features,
exdusive training sessions and the opportunity to interact with the product teams,
which position company as akey playerinthe consulting market.

Wavestone is currently working across several projects within this subject, which span
from testing and evaluating a trial of Copilot M365 with a subset of users, to the full
deployment of the Al for all employees. The range of industries is very wide, ranging
from companies in the energy industry, public sector, mobility, as well as financial
services. On top of that, Wavestone is able to provide tailor made GenAl impact studies
as well asteach users how to make the best usage of Al through prompting.

Wavestone supporton

the Early Access Program

As mentioned, Wavestone is very active in the topic and has already supported several
firms in their implementation journey. As part of the Early Access Program (EAP)
Wavestone has performed the Copilot M365 Pilot Management for a leading French
company to explore the capabilities of this new Microsoft Generative Al solution. Our
client primary objective was to measure the solution’s potential in enhancing team
collaboration and creativity, with a specific focus on improving operational efficiency.
Wavestone provided support on the initial pilot with 300 licenses, followed by an
expansion to 2000 licenses, to achieve the following objectives:

* Identify and address all technical challenges, ensuring seamless integration
with ongoing projects and alignment with the existing environment;

* IdentifyrelevantIT and business use cases to be leveraged;

* Strategically plan change managementprocedures foradeploymentat
scale.




HOW TO IMPLEMENT COPILOT M365?

To ensure a successful approach, Wavestone applied its methodology through three
distinct phases:

Setup proof of concept:inthisinitial phase, Wavestoneidentified pilot users and
addressed IT prerequisites, formulating a well-defined strategy for at scale deployment.

Ongoing continuation of the piloting phase: the piloting phase is kept up to enhance
collaboration, pinpoint business and IT use cases, gatherfeedback from pilot users, and

provide comprehensive support through global change management.

Evaluation & scale-up:inthisfinal phase, the results of the pilot were analyzed in detail
to showcase how Copilot M365 had highly elevated operational efficiency and
collaboration forusers, preparing for deployment at scale.

1t

In terms of deliverables, Wavestone committed to provide its client with:

©)
@

Copilot M365 IT prerequisites;
Copilot M365 webinar;
Change management strategy;
Use cases list;

Userjourneys;
Onboardingkit;

Prompting Academy Training program.




HOW TO IMPLEMENT COPILOT M365?

Copilot M365 has enabled our client to achieve high level of satisfaction among users
and improved efficiency.

94% of the users said Copilot M365
at least slightly improved their working
experience.

PR '.‘

(o)
‘ 80/) would recommend using Copilot
M365 to a colleague

o
D 69/3 of participants certified that

Copilot M365 saved at least 1 hour of work per
week.

Some of the best performing use cases include write or reply to an email, summarize
key milestones for the upcoming weeks, catch up on the things missed at an online
meeting.

In view of further improving the performance and support of Copilot M365 for this
client, Wavestone also captured the main area of improvements. In this regard, 34% of
users still do not feel confident using Copilot M365 autonomously, and 43% of them
only use Copilot M365 a few times a week.

This reference demonstrates how Wavestone can help your organization overcomes the
main challenges associated with the integration of Al within the business.




HOW TO IMPLEMENT COPILOT M365?

Wavestone support on the Use Cases and Prompting

Maximising the full potential of Copilot M365 hinges significantly on the development
of pertinent use cases and comprehensive employee training in prompting. Wavestone
has successfully collaborated with numerous clients in this pivotal domain, exemplified
by itswork with a prominent automotivecompany in France.

Initiating the project, Wavestone meticulously gathered user profiles, or personae,
aligned with client requirements. Key profiles, such as those in Intemal Communication,
HR, and Product Owners, were carefully considered. Subsequently, Wavestone
identified multiple use cases, both generic and specific for each user profile, playing an
integral role inthe subsequent activities:

* Prompting : designing specificprompts foreach clientrequestto
optimise Copilot M365 interactions

* Tools understanding:identifying the most effective Copilot M365
tool foreach request based on defined objectives.

Furthermore, Wavestone conducted informative webinars for each business area,
elucidating common use cases and optimal Copilot M365 utilisation. Comprehensive
user journeys were developed to showcase how Copilot M365 integration across
various tasks enables employees to focus on added-value activities.

Wavestone’s proactive involvement extended to onboard all pilot users by conducting
training and coaching sessions, which were highly appreciated by participants, as
demonstrated by the 8.4/10 average satisfaction score measured by conducting

surveys.




HOW TO IMPLEMENT COPILOT M365?

To conclude the pilot, Wavestone measured the impact of Copilot M365 on the
organization. To do so, 2 performance surveys we launched, one conducted during the
pilot (collecting 103 responses), while the other at the end (collecting 91 responses).
The former has been used to evaluate and analyze the satisfaction and adoption about
the global use of the tool. The latter focused the analysis on the defined use cases.

Those surveys have been complemented by 3 interviews conducted with specific users
to deep dive on qualitative data.

To analyze the pilot’s performance, Wavestone identified 5 criteria:

Satisfaction: measuringthe appreciation of the tool and its benefits forthe
employee;

Adoption: measuring the frequency and level of Copilot use by the employee;

Efficiency: measuringthe time saved and impact onindividual productivity;

Creativity: measuring the impact on creativity and innovation processes (e.g.,
generating new ideas/approaches);

Well-being & Commitment: measuring the impact on work-life balance and
employeeengagement.

For each criterion, an evaluation level (ranking from 0 to 4) and a target score have
been identified (e.g., Daily use vs No use for the Adoption criteria). The analysis of the
survey enabled Wavestone to evaluate Copilot M365 based on the different
performance criteria:

Satisfaction Adoption Efficiency Creativity W. &C.
3.3/4 2.7/4 2.3/4 2.3/4 1.9/4

In terms of overall pilot performance, the calculated NPS scored a positive 34/50
(considering the final survey), with the top used Copilot applications being, in order,
Teams, Copilot Chat, Outlook.

To conclude the project, Wavestone identified the main next steps needed to start
scaling-up Copilot M365 to the entire organization, including, among others,
reallocating the time saved with Copilot M365 to core strategic activities, and training
employees on new hard & soft skillsto develop around GenAl technologies.
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Future
Outlook

To conclude this paper, it is pertinent to
offer some insights into the future
landscape of Gen Al adoption, with a focus
on financial services.



FUTURE OUTLOOK

How will Al shape the organizationsof the future?

An interesting perspective of what does the Al entail for the workplace of the future has
been outlined by several researchers (Durth, Hancock, & Sukharevsky, 2023). In the swiftly
evolving landscape of artifidal intelligence, several insights underscore the transformative
potential of generative Al in shaping the organizations of the future. Al capable of
generating text, images, or other content in response to user prompts, is projected to
become ubiquitous and accessible, promising significant impact on businesses and the
global economy overthe next decade.

Researchindicates that Gen Al could automate up to 70% of business activities across
various occupations by 2030, adding trillions of dollars in value to the global economy.
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evident that successful adoption hinges on demystifying the technology for employees
and ensuring a clear understanding of its strengths and weaknesses. Gen Al's potential to
accelerate automation necessitates a shift in narrative, from employee fears of
"replacement and loss" to highlighting the technology's capacity for "augmentation and
improvement.”

The envisioned future involves streamlined work processes, a reimagined workforce, and
the potential for a four-day work week. The impact of Al extends beyond routine tasks,
with agreed studies suggesting that more than half of today's business activities could be
automated a decade earlier than previously estimated. Professions traditionally requiring
higher education, such as educators and lawyers, are expected to undergo, as well,
significant transformation.
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The integration of Al also prompts businesses to reexamine their technical talent landscape

and overall governance. The main advises to leaders are to:

* consider effective operating models for the long-term development of technology
talent

* assess the potential impact on intellectual property, regulatory considerations, and
risks associated with biasesin Al applications.

The emergence of Al emphasizes the need for a proactive role in educating regulators
responsible for setting guidelines and standards relevant to Al technology to ensure a safe
and competitive future with the technology.

As organizations navigate the complexities of Al integration, the imperative lies in
empowering the workforce. Al has the potential to augment the employee experience,

empower middle managers, reinvent talent management practices, and prompt senior
leaderstolead differently.

However, the successful implementation requires leaders to demystify the

technology, identify high-impact use cases, and commit to building the necessary
roles, skills, and capabilities.
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FUTURE OUTLOOK

“Al is one of the major key trends expected to shape the financial services

industry.” Forbes, Hussain (2023)

The future of financial services in the era of Al

A report conducted by the Cambridge Centre for Altemative Finance (University of
Cambridge, 2020) presents key findings from a global survey on Al in Financial Services.
With 151 respondents from 33 countries, incduding both FinTechs (54%) and incumbent
financial institutions (46%), it represents one of the largest investigations on Al adoption in
finance, aimed at analyzing the current state of Al adoption in Financial Services and its
implications through comparative analysis of data.

Key findings indicate that Al is poised to significantly impact various facets of Finandial
Services, including data utilization for actionable insights, business model innovation,
changesin competitive dynamics, employment levels, and regulatory landscape.

Differences in Al usage between FinTechs and Incumbents are noted, with FinTechs more
inclined towards creating Al-based products and services, while Incumbents focus on
enhancingexisting offerings.

Challenges in Al adoption indude access to quality data and talent, regulatory
complexities, and concerns regarding biases in recommendations, or risks when relying
too much on Al unpredictable dedisions. The report also anticipates increased adoption of
complex Al solutions like Natural Language Processing and Computer Vision within the
next two years and identifies 'Big Tech' entry into Finandcial Services as a major competitive
threat.

Moreover, in a timeframe between 5-10 years, as highlighted by Forbes (Hussain, 2023), Al
is one of the major key trends expected to shape the financial services industry. Banks are
increasingly adopting doud solutions for data storage, processing, and scalability, gaining
insightsinto customer behavior.
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Cloud tech also enhances security and fuels digitalization, acting as an enabler for
innovative products forimproved customer service.

Natural Language Processing (NLP) and chatbots, exemplified by ChatGPT, automate tasks,
elevate customer service, and extract insights from unstructured data. Al improvements
fortify fraud detection, predictive analytics aids in risk identification, and blockchain
enhances security and transparency in areas like digital identity and cross-border
payments.

To stay ahead, financial institutions must :

* Investin technologyinfrastructure;
* Cultivate expertise;
* Collaborate with Fintech startups.

The industry's successful evolution hinges on effectively leveraging these technologies to
meet changing customerdemands.

Growing importance of datain the era of Al

As reported by Forbes (Sehgal, 2023), in the ever-evolving landscape of artifidal
intelligence (Al), the pivotal role of data has become increasingly pronounced. As we
navigate the complexities of Al integration, it is crucial to acknowledge the symbiotic
relationship between Al and the growing significance of robust data management.

Contrary to the misconception that Al alone can rectify data quality and trust issues, the
foundation of any successful Al transformation lies in a well-established data
management framework. Data, being the lifeblood of Al, fuel algorithms with the
nourishment necessary for learning, adapting, and decision-making. The quality and
guantity of data are paramount, emphasizing the need for meticulous attention to data
management processes.

Amid the Al hype, organizations must not overlook the fundamental importance of data
quality, observability, and transparency, especially in the middle and back offices where
data undergoes critical processes. As we continue to embrace the era of Al, understanding
and prioritizing this dynamic interplay will be instrumental in unlocking the true
transformative potential of artificial intelligence.




Conclusion

Al's disruptive capability lies in its quality to improve processes, enhance
productivity, and automate activities. In this context, Microsoft Copilot
M365 holds the potential to revolutionize companies’ way of working as
Microsoft’s leadership position in the technology industry created an
accessible, secure, and high-performance tool.

Today, several early adopters have embarked on the Copilot M365
adventure and have already validated the capabilities offered by the
solution. This Whitepaper has illustrated several such cases, where
Copilot M365 managed to optimize creative processes and increase
productivity while reducing costs.

However, to succeed, businesses need to provide a transition strategy
which involves change management, robust training programs, data
management, and continuous evaluation of Copilot’s M365 performance.

Wavestone provides a methodology to addresses these challenges based
on hands-on experience and projects carried out for major
organizations. As a leader in change management consulting and a
strategic partner of Microsoft, Wavestone can provide effective support
for launching, implementing and scaling up the solution to maximize
impact.

As Al is transforming value creation, business leaders are called to identify
the right strategies and partnerships to propel their organizations into the
future.
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