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1. Service detail

1.1.Service Description

EY supports clients in adopting Copilot Studio and Al solutions through an end-to-end,
business-led delivery approach that begins with understanding strategic objectives, user
needs, and operational constraints. Our teams work across business and technology
stakeholders to identify the highest-value scenarios for Al-driven automation, knowledge
discovery, and workflow orchestration. We combine sector insight with leading practices in
human-centred design to ensure each solution addresses genuine pain points while
remaining intuitive, accessible, and aligned to organisational outcomes. This foundation
allows clients to confidently embed Al into critical processes without disrupting service
quality or compliance expectations.

Once priority use cases are defined, EY designs and builds custom copilots using Copilot
Studio, Power Platform and Azure Al capabilities. This includes constructing secure
knowledge sources, integrating enterprise systems through connectors, developing
intelligent actions, and orchestrating end-to-end workflows that automate tasks across
multiple applications. Our architects leverage Microsoft’s low-code extensibility to rapidly
prototype and iterate with stakeholders, ensuring each copilot reflects real-world usage
patterns. Whether deployed in Teams, customer-facing portals, or internal platforms, each
solution is engineered for robustness, scalability, and measurable productivity gains.

To ensure long-term success, EY provides comprehensive governance, operating model
development, and change-enablement support. This includes establishing responsible Al
controls, defining ownership and lifecycle processes, designing permission and
data-access models, and enabling continuous improvement through analytics and
monitoring. We also deliver training, capability uplift, and Centre of Excellence structures
S0 organisations can independently evolve their copilots and expand adoption. By
combining technical depth, risk-aware design, and proven transformation methods, EY
enables clients not only to deploy Copilot Studio solutions, but to operationalise them at
scale with confidence and sustained value.
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What are the benefits of our service:

» Accelerated time-to-value through reusable patterns, and proven implementation
methods that allow organisations to design, test, and deploy custom Al copilots
rapidly and confidently.

» Tailored, domain-specific copilots engineered to reflect each client’s processes,
data landscape, and regulatory environment — ensuring solutions are not generic,
but embedded into business workflows and decision points.

» Robust enterprise governance and risk management, incorporating responsible Al
principles, security controls, auditability, and lifecycle oversight so clients can scale
Al safely across functions and geographies

» Seamless integration across the Microsoft ecosystem, combining Copilot Studio,
Power Platform, Dynamics 365, Teams, and Azure Al to orchestrate complex tasks,
unify data, and automate cross-system workflows.

» Workforce adoption and capability uplift, supported by structured enablement
programmes, training pathways, and change management that help teams
confidently embrace conversational Al and maximise its impact.

» Measurable operational impact, from reduced manual effort and faster turnaround
times to improved service consistency, enhanced customer and employee
experiences, and the ability to unlock new use cases over time.

Scaling Copilot: Catalysing the shift from personal productivity to
agentic automation

By understanding the journey ahead, we can ensure that an equitable approach to enterprise-wide value creation across all staff and
students is taken. Through your Student Hubs initiative, you have started to make productivity gains for your Professional Services teams;

through the roll out of Copilot to your students, you can scale up the value creation for Somerset. We will work you as a continuation of our
trusted partnership to build a strategically aligned Al solution in Copilot that will deliver value.

Simple: Productivity Moderate: Efficiency Complex: Automation

Accelerate effective adoption of M365 Extend & customise M365 Copilots or Custom build agents & agentic workflows to
Copilot including Chat as Ul build your own copilot/agent ‘ solve pain points and transform processes

M365 Copilot e Y5 M365 Copilot + Copilot Studio

(Chat + Copilot) M3es M365 (Low Code)

#1 Copilot Studio + Azure Al o
(Pro Code) ‘

Personal Functional Process

Business Value Platform Data Readiness/Governance/Strategy Methodology
Change Management Methodology Agentic Al Governance Methodology
Workshop in a Box - Themes / Prompts Agentic Al IP Factory Platform

Use Case Repository Platform Agentic Al Scaled Learning Curriculum Methodology

Persona-based learning (J

. : X

Productivity Gains

Accelerators

Figure 1 — Scaling Copilot
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Our service features:

» End-to-end copilot design and build: Designing and developing custom copilots
aligned to public-sector workflows such as citizen services, case management,
regulatory processes, and field-based operations.

» Deep sector-specific process understanding: Leveraging extensive experience
across central, local, and regional government to ensure copilots reflect policy
requirements, service-delivery models, accessibility standards, and duty-of-care
obligations.

» Enterprise-grade automation and integration: Connecting copilots to core
government systems — including casework platforms, record-keeping systems,
CRM, finance, HR, and legacy estates — through secure APIs and Power Platform
connectors.

» Public-sector compliant governance and Responsible Al: Embedding transparent
decisioning, auditability, information-governance controls, risk frameworks, and
secure hosting configurations that meet public-sector compliance expectations.

» Ongoing optimisation and operational support: Providing continuous improvement,
performance insights, and upskilling programmes tailored to public-sector teams,
ensuring solutions remain compliant, trusted, and responsive to evolving policy or
service needs.

» Knowledge transfer, upskilling and adoption support: Providing structured
enablement, hands-on training, coaching, and capability build-out so internal teams
can confidently manage, enhance, and scale copilots — ensuring long-term
sustainability without supplier dependence.

1.2. Engagement Approach

The EY engagement philosophy is one of open exchange which breeds mutual trust in a
solutions partnership which may be expected to last many years into the future. We
believe that organisations will find EY a refreshingly different technology partner, and one
that acknowledges the fact that the human challenges of any major project typically
outweigh the associated technical challenges.

Based upon this principle, an EY engagement is consciously one of close and regular
personal interaction and focus is given to the nature, staffing and operational goals of your
business over and above technology considerations. This regular, open dialogue means
that our consultants can make well-informed recommendations in the specific context of an
organisation. It also means that they are able to challenge assumptions and historic ways
of working.

Our experienced and professional implementation teams follow an established project
management methodology for both Agile or Waterfall approaches and can make
recommendations on the most appropriate, based on your preference, requirements and
capability. We work in partnership collaboratively with you throughout all stages to ensure
user adoption and measurable benefits are achieved.

1.3.Implementation Approach

The EY approach is scalable, flexible and set on managing project constraints and
expectations.
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Based on client requirements, EY will employ one of two industry standard offerings:
Waterfall or Agile.

Waterfall Agile

» Scope and deliverables locked » Flexibility on deliverables and end goal

» Time and cost more predictable » Client Agile maturity and experience required

» Full design / technical » High levels of collaboration required
documentation » Dedicated resource(s) working to a fixed

» Less resource intensive for client capacity

» Fully managed implementation » Single Client product owner required

» Managed ‘stages’ requiring providing direction
approval » Rapid decision making essential

» Full plan: start, middle, end » Configuration focus not documentation

Figure 2 - Waterfall vs. Agile Methodology

The Waterfall approach utilises the methods and principles from the internationally
recognised standard of PRINCE2 (Projects IN Controlled Environments).

Project Management
Resource Planning

Stage 1 Stage 2 Stage 3 Stage 4
[EN] Elaboration Delivery Deploy and Handover

Budget Control

Project Management Project Governance

Phase 1.1 Phase 2.1 Phase 3.1 Phase 4.1
Project Initiation Requirements Gathering Build Deploy to Production
Phase 2.2 Phase 3.2 Phase 4.2
Solution Design QA and Testing Training and Handover
Phase 2.3 Phase 3.3 Phase 4.3
Solution Design Review Client UAT Project Closure
Output Output Output Output
> Project Initiation Document » Statement of Requirements » UAT Sign Off » Go Live Sign Off

» Functional Design Document
(FDD)

» Technical Design Document
(TDD) project specific

G Azure DevOps

System Testing

Documentation Review Quality Assurance Regression Testing

Figure 3 - Waterfall Methodology

The Agile approach is focused around a ‘Minimal Viable Product’ (MVP) methodology,
whereby the client dictates the priority, order and direction of the project via defined
Sprints using one team. This is centred on rapid development and iterative cycles
maximising configuration over development. It concentrates on working with the product(s)
as much as possible over design, documentation, and specification.
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Figure 4 - Agile Methodology

1.4.Client responsibilities
The client is responsible for the following:

» Acquisition of any required Microsoft application subscription licenses (which EY
can advise on), to enable the service that EY will be implementing, supporting, or
training the client on

Provision of any relevant test data required by EY

» Provision of resources for User Acceptance Testing as advised by EY, and that
these staff are not technical staff involved in the development, but end users/subject
matter experts who were involved in the user requirements definition phase

» For any integration services to back-office applications, it is assumed that the client
will have the required APIs available on all the deployed CRM instances (i.e.
Development, Test, and the Production), and give EY access to any available
documentation for those APIs

» Provision of equivalent instances for the relevant back-office systems and make
these available at no cost to EY

» Availability of staff with detailed technical know-how in the back-office applications
to input into any integration services implementation, whether from the client, or
from the back-office application vendor, and have support arrangements in place
with that vendor for technical support

» Provision of remote access to any relevant back-office applications as required

v

1.5. Application Support Services

EY have a dedicated Application managed services team to support Microsoft
technologies we deliver, providing seamless transition from delivery to business as usual.

Our Application Managed Services empowers organisations to mitigate operational,
financial, and reputational risks associated with system issues through our highly
responsive issue resolution services and proactive system monitoring for Microsoft
solutions.
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As an extension of your team, our dedicated application support professionals collaborate
closely with you to ensure that your business is always operating at peak efficiency and is
consistently supported.

EY adheres to the rigorous standards of the Information Technology Infrastructure Library
(ITIL), integrating ITIL best practices within our Microsoft Dynamics 365-based IT Service
Management (ITSM) tool. We offer comprehensive support across the following critical
areas:

» Incident and Problem Management
» Service Requests

» Change Management

» Release Management

Our processes are grounded in industry standards and continually refined over many
years to ensure simplicity, clarity, and systematic execution. We are committed to
transparency, sharing our approach in detail with our clients to enable effective
collaboration and to ensure that we achieve mutually agreed objectives.

Moreover, our application support team assists organisations in understanding, evaluating,
and implementing the latest Microsoft features, thereby maximising your technology
investment and enhancing user experiences across your enterprise.

1.6.Support Features

EY helps organisations reduce the operational, financial and reputational risks of any
system issues, by providing highly responsive issue resolution and proactive system
monitoring for Microsoft solutions. Acting as an extension of your team, we are there to
make sure your business is always supported, whether you're looking to take advantage of
a new feature, or if things aren’t working as they were the night before. Our EY application
support teams help organisations understand, assess and implement the latest features
from Microsoft to increase the value of your investment and drive better experiences for
your users.

Our support offerings at a glance:

Built using Information Technology Infrastructure Library (ITIL) best practice
Fast and responsive incident resolution

Response and resolution SLAs

Problem management for ongoing issues

Service request delivery

Established co-development framework

Service Delivery Manager to ensure service quality

Packages tailored to your specific needs

Quick access to Microsoft expertise and knowledge
Continuous system insight and improvements

Option to add additional service uplifts, such as 24/7 coverage

On-shore-based support, with options to increase the scale and flexibility of support
with off-shore or blended delivery

VVvyVYyVVVVyVYyVYYVYYVYY
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We have adopted a flexible approach to our support packages so that we can deliver a
service tailored to suit you. We offer a range of off-the-shelf packages and bespoke
support options to meet your needs. Detailed overviews of each support package and
additional service uplifts are available on request.

1.7.Pricing

This service is priced in accordance with the SFIA rate card provided and can be modelled
using a range of commercial approaches e.g. time & materials, fixed price, etc. EY is also
able to provide off-shore and near-shore pricing at reduced rates. ‘Ordering and Invoicing’
and ‘Termination’ are to be undertaken in accordance with G-Cloud 15 contract terms
unless varied by mutual agreement and detailed within a call-off contract.
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2. EY Microsoft Alliance

The EY organization leverages Microsoft technology to create transformative solutions
across its service lines, including Assurance, Tax, Consulting and Strategy and
Transactions. These solutions empower clients to achieve significant transformational
outcomes, enhancing their agility, fostering innovation and equipping them to effectively
respond to disruptions.

» Data and Artificial Intelligence (Al) capabilities that drive business-led
transformation with humans at center

» Repeatable enterprise solutions that help enable key business functions
» Sector-led solutions that address industry challenges

The EY-Microsoft Alliance designs and helps deliver transformative cloud solutions
powered by business ingenuity that helps create long-term value. The EY organization and
Microsoft bring a compelling formula to spark the potential of the cloud and unlock the
power of data. We solve clients’ most challenging issues by blending trusted industry
knowledge with innovative cloud technology. This strategic relationship draws on decades
of success developing visionary solutions that provide lasting value. Together, we
empower organizations to create exceptional experiences that help the world work better
and achieve more.

Recent awards
» 2025 Microsoft Global Advisory Services Partner of the Year — 6th consecutive year

» 2025 Microsoft Global Sustainability Changemaker Partner of the Year — 3rd
consecutive year

2025 — Global S| — Finalist

2025 — Global — Dynamics 365 Service
2025 — Intelligent Automation — Finalist
2025 — Dynamics 365 Finance — Finalist

vVvyywyy
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3. Key contacts

For further information please get in touch via the email address below.

Antony Curmi

Partner, Technology Consulting

{ | Email: eytenders@uk.ey.com
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EY | Building a better working world
About EY

EY exists to build a better working world, helping to create long-term value for clients,
people and society and build trust in the capital markets.

Enabled by data and technology, diverse EY teams in over 150 countries provide
trust through assurance and help clients grow, transform and operate.

Working across assurance, consulting, law, strategy, tax and transactions, EY teams
ask better questions to find new answers for the complex issues facing our world
today.

EY refers to the global organisation, and may refer to one or more, of the member
firms of Ernst & Young Global Limited, each of which is a separate legal entity. Ernst
& Young Global Limited, a UK company limited by guarantee, does not provide
services to clients. Information about how EY collects and uses personal data and a
description of the rights individuals have under data protection legislation are
available via ey.com/privacy. EY member firms do not practice law where prohibited
by local laws. For more information about our organisation,

please visit ey.com.

Ernst & Young LLP

The UK firm Ernst & Young LLP is a limited liability partnership registered in England
and Wales with registered number OC300001 and is a member firm of Ernst & Young
Global Limited.

Ernst & Young LLP, 1 More London Place, London, SE1 2AF.

© 2026 Ernst & Young LLP. Published in the UK.

All Rights Reserved.
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In line with EY’s commitment to minimise its impact on the environment, this
document has been printed on paper with a high recycled content.

Information in this publication is intended to provide only a general outline of the
subjects covered. It should neither be regarded as comprehensive nor sufficient for
making decisions, nor should it be used in place of professional advice. Ernst &
Young LLP accepts no responsibility for any loss arising from any action taken or not
taken by anyone using this material.

ey.com/uk



