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TechTalk 

Series

• Implementation Resources – introduction (link)

• Channel Integration Framework 2.0 (link) 

• Samples and tools 

• Testing for Service

• Analytics for Service

Community Blogs | Microsoft Dynamics 365 Community

https://community.dynamics.com/blogs/post/?postid=af0f7d5e-8702-ef11-a1fd-7c1e5219011a
https://community.dynamics.com/blogs/post/?postid=6109e0bb-1a1a-ef11-9f89-000d3a4fa3e0
https://community.dynamics.com/blogs/?blogid=e624b369-bfb9-4c57-8f1b-b3656ac91f5a


Agenda

• Automate agent tasks with Power Automate

• Monitor Copilot Studio in Application Insights

• Route or deflect cases with AI Builder

• Summarize KB articles with GPT

• Solutions for Copilot Studio
• Play secure audio file

• Implement DTMF aggregation

• Set up multilingual bot



Dynamics 365 Customer Service
Implementation Optimization Resources

 aka.ms/d365csresources

aka.ms/d365csresources


Customer Service Implementation Resources

• Are these resources officially supported by Microsoft?
This is community content, offered “as-is” and not part of Microsoft products

Meant to be a starting point for you to implement your project

All code and solutions are starter samples for your implementation, not a final product

All samples, tutorials and guidance are in line with Microsoft’s best practices

• Can I contribute to these resources?
Some of the items will have a corresponding GitHub repo (e.g., code samples)

We’ll evaluate other forms of collaboration

• Can I submit my ideas for new resources?
Submit your suggestions in the Ideas portal

Leverage any FastTrack engagement you have on your project

https://experience.dynamics.com/ideas/


Samples and tools

Vince Angeloni



Samples and tools - Overview 

Sample library for Customer Service - Dynamics 365 | Microsoft Learn

Areas:

 Unified Routing

 Omnichannel

 Artificial Intelligence

 Copilot Studio

 Automation

https://learn.microsoft.com/en-us/dynamics365/guidance/resources/component-library


Automate agent 

tasks with Power 

Automate Desktop

Josh Wells



Automate agent tasks with Power Automate Desktop



Automate agent tasks with Power Automate Desktop





All the details are available in the MS learn page

Automate agent tasks with Power Automate Desktop

Automate agent tasks with Power Automate - Dynamics 365 | Microsoft Learn

https://learn.microsoft.com/en-us/dynamics365/guidance/resources/cs-pad-automation


Application insights 

telemetry with 

Microsoft Copilot 

Studio
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AppInsights for Copilot Studio

Application insights telemetry with Microsoft Copilot Studio - Dynamics 365 | Microsoft Learn

Application insights telemetry with Microsoft Copilot Studio - Dynamics 365 | Microsoft Learn

This article discusses how you can capture telemetry data from your Microsoft Copilot Studio bot for 

use in Azure Application Insights.

In addition to the native analytics features within 

Microsoft Copilot Studio, you can send telemetry 

data to Application Insights. Telemetry offers 

insights into your bot by tracking:

Logged messages and events sent to and from your bot

Topics to be triggered during user conversations

Custom telemetry events that can be sent from your topics

Resources for Sample Kusto Query Application insights telemetry with Microsoft Copilot Studio - 

Dynamics 365 | Microsoft Learn

https://learn.microsoft.com/en-us/dynamics365/guidance/resources/copilot-studio-appinsights
https://learn.microsoft.com/en-us/dynamics365/guidance/resources/copilot-studio-appinsights




DEMO: AppInsights 

Telemetry Data
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DEMO: Custom 

Dimensions 

Telemetry Data
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DEMO: Error 

Identification and 

Gen Answers 

Telemetry Data
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AppInsights for Copilot Studio

All the details are available in the MS learn page

Application insights telemetry with Microsoft Copilot Studio - Dynamics 365 | Microsoft Learn

https://learn.microsoft.com/en-us/dynamics365/guidance/resources/copilot-studio-appinsights
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Route or deflect cases using AI Builder

Working with unstructured data, for example emails, may take extra effort when processing 

incoming customer requests:

Mailbox Queue Case Triage

Case 

Updated

Case Closed

Re-Assign
Server-side-sync

ARC rules

Unified Routing
Categorize

Issue?Analyze

Resolve

Save&Route

Analyze the original 

message
Define the nature of the 

request

Re-assigned the case to 

proper queue



Route or deflect cases using AI Builder

Receive a new email 

message

Apply AI to detect intent 

and extract info

Automate case routing 

and assignment



Route or deflect cases using AI Builder

Prompts give makers the freedom to instruct the GPT model to behave in a certain way or to perform a 

specific task. By carefully crafting a prompt, you can generate responses that suit your specific business 

needs. This transforms the GPT model into a flexible tool to accomplish various tasks.

Adding a GPT Prompt for your business scenario:

Create a prompt | Microsoft Learn

https://learn.microsoft.com/en-us/ai-builder/create-a-custom-prompt


Route or deflect cases using AI Builder

Define some new columns in the case table to 

store the values returned by the AI model

Editing the ARC flow in Power Automate:

1

2
4

3

Use your prompt in Power Automate | Microsoft Learn

https://learn.microsoft.com/en-us/ai-builder/use-a-custom-prompt-in-flow


Route or deflect cases using AI Builder

Route or deflect cases using AI Builder - Dynamics 365 | Microsoft Learn

https://learn.microsoft.com/en-us/dynamics365/guidance/resources/cs-ai-case-deflection


Summarize 

Knowledge Base 

articles with GPT
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Summarize knowledge articles from D365 using GPT

• In this scenario customer facing bot is 

integrated with knowledge base stored in 

Dynamics 365 

• The AI generated response summarizes the 

knowledge base articles using custom prompts 

configured using AI hub

• The custom prompt is integrated with bot’s 

topic flow using Copilot Studio

• Overall, it makes the conversation more 

accurate and personalized to customer’s 

queries





Summarize knowledge articles from D365 using GPT

All the details are available in the MS learn page

Summarize Dynamics 365 Knowledge Base articles with GPT - Dynamics 365 | Microsoft Learn

The article will be upgraded soon with the migration from OpenAI 

endpoint to the AI Builder GPT prompt

https://learn.microsoft.com/en-us/dynamics365/guidance/resources/ai-summarize-knowledge-base-articles


Play secure audio 

file from Copilot 

Studio
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Play secure audio file from Copilot Studio classic (PVA)

 By using Azure Bot Framework Composer is possible to add Speech components to your bot responses to 

play audio file, using SSML tags (Authoring speech experiences in Bot Framework Composer | Microsoft 

Learn)

 The audio file url must be accessible on internet

How to secure the audio file:

 Utilize Azure Blob storage to host audio files for playback through SSML

 Create SAS tokens for your storage containers, link

Play secure audio file from Copilot Studio - Dynamics 365 | Microsoft Learn

This article refers to Copilot Studio classic (Power Virtual Agents) for voice support

https://learn.microsoft.com/en-us/composer/concept-speech?tabs=v2x#add-speech-components-to-your-bot-responses
https://learn.microsoft.com/en-us/composer/concept-speech?tabs=v2x#add-speech-components-to-your-bot-responses
https://learn.microsoft.com/en-us/azure/ai-services/translator/document-translation/how-to-guides/create-sas-tokens?tabs=Containers
https://learn.microsoft.com/en-us/dynamics365/guidance/resources/copilot-studio-play-audio-file


Using Azure BFC skill 

to add DTMF 

aggregation to PVA

Vince Angeloni



Using Bot Framework Composer skill to add DTMF 

aggregation to Copilot Studio classic for voice support

Scenario: 

IVR asks for account number by DTMF (Dual Tone 

Multi Frequency) input, example “1223457#” 

Solution:

Extend MCS classic (PVA) by adding a custom skill 

that uses Aggregate DTMF Input included in the 

Telephony Extensions github package.

Add DTMF aggregation to Copilot Studio classic - Dynamics 365 | Microsoft Learn

This article refers to Copilot Studio classic (Power Virtual Agents) for voice support

https://github.com/microsoft/botframework-components/tree/main/packages/Telephony#aggregate-dtmf-input-
https://learn.microsoft.com/en-us/dynamics365/guidance/resources/copilot-studio-bot-framework-composer-skill


Set up a multilingual 

bot in Copilot Studio 

classic
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Set up a multilingual bot in voice channel

 A multilingual contact center helps you serve global customers who want to 

interact with your contact center in the language of their choice. You can also 

set up bots as the first contact who can handle such requests.

 The intent of this article is to provide a sample code of a multilingual bot in 

Copilot Studio classic (Power Virtual Agents) for voice support, by using Azure Bot 

Framework Composer

 Set up a multilingual bot to use in voice channel | Microsoft Learn

Set up a multilingual bot in Copilot Studio - Dynamics 365 | Microsoft Learn

This article refers to Copilot Studio classic (Power Virtual Agents) for voice support

https://learn.microsoft.com/en-us/dynamics365/customer-service/administer/set-up-multilingual-pva-bot
https://learn.microsoft.com/en-us/dynamics365/guidance/resources/copilot-studio-multilanguage-bot


What’s next
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Contact Center IVR with Copilot Studio as authoring tool

Voice 

Copilot Studio

Bot authoring

Analytics

Generative AI

Power Automate 

Connectors

Nuance Voice 
Stack

Enterprise Grade IVR 

and Speech Engine 

Technology

Enterprise grade 
Conversational 

IVR
 

Self-service via Voice

Omnichannel

Customer Service 

Integration



Native DTMF authoring support

Adjust to your audience
Control interdigit and termination 

timeouts to ensure your customer has 
sufficient time to enter the input

Constrain and validate input
Validate that the input matches pattern 
before next step (or reprompt) 

Give customers choice
Let customer select between  
speech and DTMF input

Offer familiar control
Replicate your legacy IVR with DTMF 

input to give customers time to get used 
to Conversational experience 



Fine tune voice to your needs

Use SSML to fine tune speech output

Speech output optimization authoring 



Access to the vNext preview

https://aka.ms/VoiceVNext

https://aka.ms/VoiceVNext


QUESTIONS

44



Community Blogs | Microsoft Dynamics 365 Community

https://community.dynamics.com/blogs/?blogid=e624b369-bfb9-4c57-8f1b-b3656ac91f5a


Thank you!   
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