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Case Study: Swiss Post
M365 Copilot Rollout

P 2 Product Manager Copilot, Swiss Post, Switzerland
,»‘fg\ _
£ | Head of Modern Work + Microsoft MVP,
s ‘; Campana & Schott, Switzerland
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Pascal
Brunner-Nikolla

Senior Manager | Head of
Modern Work

@Campana & Schott

Microsoft MVP in
M365 Copilot & Copilot
Extensibility
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Daniel
Bammert Marty

Product Manager Copilot
@Swiss Post
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employees in e ‘:“ ‘ 4 full-time equivalents | - largest employers in
Switzerland Q / Switzerland

100+ S

Job profiles employed under Swiss ISR N » N women in « 3 TR nations

139

Post CEC management roles

Source: Annual Report

Dublin2% convereation. EESPC 29




What has been done so far?
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“Where is Swiss Post going with
Al? Are we embracing it — or just

What Everyday Al looks like today. expctiatin) o e
Smart people. Powerful tools. Little Impact future?”

Our employees report first signs of positive impact

But ... Meet Rafael
Only 20% our office workers use ... Is frustrated: Copilot still feels like just a better
Copilot Chat once per week Google — “I can’t connect it to my tools, search @
doesn’t work, and it’s isolated with very limited |° o

functionality."

Only 30% in—z?pp features. ... has access to Copilot — but only uses the
usagiof Copilot contrasting chat. “No one showed me what Al can do
67% “Chat-Only” usage > for my role.. | don’t know how to make it

(employees with M365
Copilot license)

work in my daily tasks. “

m'
ChatGPT is used 2.84 times more ... often turns to ChatGPT instead. It’s Q

often than Copilot Chat. Data > easier, faster — no one seems to mind.
Leakage has become a critical
risk. Rafael, 33, Finance
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What has been done so far.

Mid 2025
Steady Licenses

increase @

3 Management
Impulse Sessions

Mid 2024 @
EAP ended

Coplilot Service activated
Promptathons on request

©

Mid 2023
Early Access Programm (EAP)

Start 2023

Copilot Evaluation

05

More to come

Early 2025
initiale Licenses

24 Academy
Sessions

3 Assistant Sessions

Early 2024

EAP Testing in Rings
Surveys and Community Events
2 Digital Ethics Workshops conducted

"Flugschein®
Dublin25
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https://postchag.sharepoint.com/sites/m365copilotcommunity/SitePages/Envisioning-Webinare.aspx
https://postchag.sharepoint.com/sites/m365copilotcommunity/SitePages/Envisioning-Webinare.aspx
https://postchag.sharepoint.com/sites/m365copilotcommunity/SitePages/Envisioning-Webinare.aspx

Our Strategy.
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Gamechanger Al

Process Al

<4 Everyday Al

Goal

Focus Enabler

Business Model Innovation: Turn Al into your next growth engine

Transforming the business with
disruptive Al innovations

» Develop Al-basedservices and products * Al Portfolio
» Unlock revenue streams using Al * Al Governance
* Personalize customerexperiences

Business Processes: Enhance every business process with Al.

Al Infrastructure
Al Data

MTO- work
design

Al Governance

Enhance business .
operationsthrough
automation and Al

Accelerated entire business processes & -+
decision support .
Reduce process costs .
Minimize turnaround time

Automation of high-volume tasks

Empowering all
of swiss post
employees

Time savings on routine tasks
Faster decision-making

Increased employee satisfaction
Higher quality in text, presentation,
and analysis

Al Ready People
Al Ready Tools
Al Ready Org.

through Al and
agents

Al Governance

Dublin
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Our Everyday Al Strategy

@ Al Governance & Digital Ethics

@]

Al Ready
Organisation

o O
L

Al Ready
People

Everyday
I\

g
Al Ready

Tools

People
Al skills & literacy, change journey
and communication

Tools
Everyday Al tech tools and data

Al Governance & Digital Ethics
Ethical and compliant
Clear policies and oversight

Organisation & Impact
Actively tracking, measuring, and
improving impact and business value

Dublin25
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Benefits Benefits when combined
* Experimentation, grassroots momentum and early We scale what works- safely: a central

success stories governance reduces inefficiencies, unified
* Real use cases from everyday work standards, and risk control

Empowers motivated teams to explore and pilot We avoid duplication & inefficiencies,
creating consistency
Risks Everyday Al culture- no one is left behind:A
Many small, uncoordinated initiatives yielding clear Everyday Al agenda for Swiss Post signals
limited result strategic importance and increases employee
Redundant Al spending trust. We build an inclusive culture reducing the
Compliance gaps & agent sprawl risk of a two-tier system

Everyday Al as strategical imperative

What we’'ve done so far— and must continue What we will do— to scale and steer
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Central core team

Al Governance
& Digital Ethics

Organisation &
Impact

Project Lead
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Core Team

Functional & Business Units

+ Tailored Enabling: Unit-tailored Al
ar journey/roadmap based on Blueprint
Digital Lead * Business & Unit specific functions
&PGP * Use Cases, Unit Agents

Everyday Al Ambassadors & Community

All of Swiss Post

Continuous Basic Enabling Offers,
Mandatory Core Training (Compliance)
Al Support

CoreTeam Data Quality, Al & Agent Use Cases

Dublin25
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Scaling Copilot.
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Traditional SaaS Model Hybrid Model Agentic Al Model

Centralised software Subscription-based limited Leveraging Copilot Agenticsolutions to surround Leveraging Copilot Agenticsolutions to sorround
customisationintegration issues & enhanceexisting legacy application estate & enhanceexisting legacy application estate

Rigid, structured process Hybrid — Saas & Agentic Al Flexible, adaptive, intelligent
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Agent Factory as a Core Component to Scale.

Executives

7P
iy AR

MyHR-Agent

Al Expert Knowledge
about Modelselection o - . - . S
& Tuning

Executive Agent

Integration of 3rd
Party Data

Firstline Worker Office Worker
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ServiceNow
Confluence
And many more
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Business
Budget

Agent
Development Testing

Deasmn
B / \
Development &

DEployment 0 Internal
Agent Adoption Documentation
(e.g. ADOIT)
Enhancements Go Live
Monitoring &
Support
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But with our Employees
at the Center.

« Copi Academy for org-wide enablement
 Viva Engage Community

 Establish Al Ambassadors

* 1:1 Consultations

« Pushing Copilot Chat
 Engagements-Formats

* Business Enablement

« Day in a Life Journey

Dublin25



* M365 maturity is very diverse and can hinder Copilot usage
 Ethical aspects are important and go beyond innovation power
* Close collaboration between departments is essential (P, IT, K)
« Speed cannot always be controlled

» Adoption time takes longer than expected

» Successful collaboration with Campana & Schott and Microsoft.
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Brunner-Nikolla Bammert Marty

Campana & Schott Swiss Post
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