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Agenda
• CSW Voice Call Flow
• Top 10/Voice Call Demo
• Azure Communication 

Services Integration

• Agent Experience
• Phone Number Porting 

Process/Go-Live
• Q&A

• Voice Workstream
• Copilot Studio IVR Bot

Presenter Notes
Presentation Notes
We’ll start by setting the stage for Microsoft Voice for CSW by going over a high-level call flow diagram, followed by a very brief demo of the Voice Call functionality for the Agent Experience.Then we’ll go over the Azure Communication Services Integration and key points around setting up voice in CSWThen we’ll take a look at all the shiny new features in the Copilot Studio IVR Bot (previously known as Power Virtual Agent)Then we’ll dive into the components of the Voice Workstream, specifically focused on the Voice Channel settingsThen we’ll turn to the Agent Experience and the key features of the Generative AI Copilot Settings Finally, a few words on the Phone Number Porting process and then the Q&A



Part 1 – CSW Voice Call Flow
High-level Flow for Customer Service Workspace 

using Microsoft Voice



Services Included in CSW w/Voice

Presenter Notes
Presentation Notes
Not going to go into a lot of detail on this slide other than to give you a taste of the wealth of services that go into CSW in general and Microsoft Voice specifically.



Voice Workstream Flow (Part 1)

Presenter Notes
Presentation Notes
So this slide gives you a high-level view of the voice call flow.Starts with the customer calling your Customer Service Number (or numbers), which then connects to CSW via the Azure Communication Services (ACS) integration.There’s a quick detour to the initial customer greeting message stored in CSW, prior to connecting with the Copilot Studio IVR Bot. This is because the bot is instantiated asynchronously, which meant that the first thing the customer would hear was the hold music, so this Customer greeting allows you to control how the customer is greeted prior to the bot launching.So after this, the Copilot Studio IVR Bot does its thing. Within the IVR Bot you can do most anything, from a simple voice or DTMF menu to launching automations via Plugins, Power Automate. even gleaning content from your website and specific files, without having to write any code, topics configurations, or Power Automate Flows. So with all that deflective content, if the customer still needs to talk with a live agent, they can do so…Which brings us to the Unified Routing engine, which evaluates what it’s learned from the customer’s journey through the IVR Bot, then decides the best queue to which the customer should be routed.Once the call enters the queue, some checks are performed against operating hours, wait times, and call volume to decide if it should offer the customer a Voicemail message or a direct callback (once the agents are available).If there are agents available, then the call is assigned to a particular agent based on assignment logic, such as round robin, least active, or, if you want to get fancy, some AI Models based on skill, effort or customer sentimentFinally, the call hits the Agent’s desktop…



Voice Workstream Flow (Cont’d)

Presenter Notes
Presentation Notes
Once the call hits the agents desktop, the agent is notified, and they can either accept the call or reject the call. If rejected, it returns to the queue to be re-assigned.When they accept the call, the fun begins as they have multiple tools at the ready to assist the customer, in no particular order:Smart AssistDataverse searchCopilot toolsKB ArticlesTeams SwarmsSupervisor assistanceOr the ability to transfer the call to another queue, Teams number or any external number.Some secondary and tertiary activities are proactive consultations, call monitoring, and real-time Agent performance stats via Power BIFinally, the agent can route a completed call to a different IVR Survey Bot to capture feedback via standard CSAT, Net-promoter scores, customer effort scores and any other valuable metrics.



Part 2 - Demo
Demo to Show Microsoft Voice within Customer 

Service Workspace

Presenter Notes
Presentation Notes
Next we’re going to look at a brief demo of at least some of the features I just described, so you have a frame of reference as we dive into the configuration Content, but first…Show of hands if you have recently experienced a less-than-perfect call center experience. Anyone?Pick a person and ask them what made it so terrible.If there are no takers, move right on to the compilation of Common Customer issues with call centers…And we’re going to do it, in a numbered list…



Top Ten Reasons Why You Hated 
Your Call Center Experience

Sources:
https://www.calltrackingmetrics.com/blog/sales-service/lead-management/are-you-guilty-5-common-call-center-mistakes-to-avoid/
https://www.cdcsoftware.com/call-center-challenges/
https://getvoip.com/blog/call-center-problems/

Presenter Notes
Presentation Notes
These are actual reasons compiled from a number of sources (listed in the fine print below) that describe the �Top Ten Reasons why you hated you call center experience. 

https://www.calltrackingmetrics.com/blog/sales-service/lead-management/are-you-guilty-5-common-call-center-mistakes-to-avoid/
https://www.cdcsoftware.com/call-center-challenges/
https://getvoip.com/blog/call-center-problems/


10. Call center agents are like pediatricians. They've got little patients.

Top Ten Reasons Why You Hated 
Your Call Center Experience

9. You refer to your call center agent as "Casper" what with all the ghosting they do.

8. Their website recommends that you call the support line. The support line recommends 
troubleshooting on their website. Make up your minds, people! I'm on my lunch break here!

7. New Loyalty Bonus: If this is the 9th time you're calling about the same issue, 10th one is on 
the house!

6. If they can't memorize that call script, they'll never make it to Broadway.

Sources:
https://www.calltrackingmetrics.com/blog/sales-service/lead-management/are-you-guilty-5-common-call-center-mistakes-to-avoid/
https://www.cdcsoftware.com/call-center-challenges/
https://getvoip.com/blog/call-center-problems/

Presenter Notes
Presentation Notes
These are actual reasons compiled from a number of sources (listed in the fine print below) that describe the �Top Ten Reasons why you hated you call center experience. 

https://www.calltrackingmetrics.com/blog/sales-service/lead-management/are-you-guilty-5-common-call-center-mistakes-to-avoid/
https://www.cdcsoftware.com/call-center-challenges/
https://getvoip.com/blog/call-center-problems/


Top Ten Reasons Why You Hated 
Your Call Center Experience

Sources:
https://www.calltrackingmetrics.com/blog/sales-service/lead-management/are-you-guilty-5-common-call-center-mistakes-to-avoid/
https://www.cdcsoftware.com/call-center-challenges/
https://getvoip.com/blog/call-center-problems/

5.  You were transferred more times than the Greyhound bus to Wilkes Barre

4. 20 minutes into the call you realize your cat has a better handle on the terms of your warranty

3. You have to explain your problem over and over again.

3. You have to explain your problem over and over again.

2. Unlike Disney Land, when you get to the front of this queue, ain't no Pirates of the Caribbean!

1. I'm sorry, that's not a valid option. To repeat this Top 10 List, press 7 

Presenter Notes
Presentation Notes
These are actual reasons compiled from a number of sources (listed in the fine print below) that describe the �Top Ten Reasons why you hated you call center experience. 

https://www.calltrackingmetrics.com/blog/sales-service/lead-management/are-you-guilty-5-common-call-center-mistakes-to-avoid/
https://www.cdcsoftware.com/call-center-challenges/
https://getvoip.com/blog/call-center-problems/


1. Unhelpful IVR menus/IVR loops

2. Call volume/long hold times

3. Providing redundant information

4. Lack of agent expertise

5. Too many transfers to get to the right agent

6. Lack of personalization/bad agent scripts

7. Multiple calls about the same issue

8. IVR directing customers to their website

9. No agent follow-up

10. Rude Agents

Top Ten (real) Reasons Why You 
Hated Your Call Center Experience

Presenter Notes
Presentation Notes
Now, these are the real top ten complaints from surveyed users.In my opinion, the first 7 can be forgiven if the outcome is even somewhat satisfactory, but those top 3 reasons are perhaps the most infuriating to all of us, and I think we’ve all been there.



Brief Demo

Presenter Notes
Presentation Notes
Shout out to Chad Weiner for providing a CSW overview and demo in his session: Unleashing the Power of Conversations:Omnichannel for Customer Service in Dynamics 365



Part 3 – Azure 
Communication Services

Configuring Azure Communication Services for 
Microsoft Voice Numbers for use with Customer 

Service Workspace



• Communication Platform with native integration to Customer Service Workspace
• Azure Communication Services offers APIs for connecting voice, chat, SMS, call recordings, etc. to Customer Service 

Workspace
• Used to purchase or port phone numbers that will sync with 1 or more CSW environments

• Provisions 1st Party channels 
• Voice
• SMS
• Chat
• Emails

• Supports Teams and 3rd Party providers via direct routing/custom apps

• Routes ACS traffic to Customer Service Workspace via Events
• Webhooks for events are generated by Customer Service Workspace
• You can use the same web hooks for each environment

What is Azure Communication 
Services?

Presenter Notes
Presentation Notes
Think Lync Communication Server– but rebuilt, like the 6 million dollar man. For our purposes, ACS offers the APIs that connect to CSWYou can also purchase or port phone numbers that will connect the customer to CSW.Finally, it routes traffic via the ACS Event grid using webhooks provided by CSW for use with Voice, SMS, and Call Recordings/Voicemail



Prerequisites: 

• Subscription to ACS

• 1 or more Phone Numbers

• New or existing Azure Resource Group

• New or Existing ACS Resource

• Copy/paste Resource Name (into 
Notepad)

• Copy/paste Resource ID (into Notepad)

Configuring Azure Communication 
Services

Presenter Notes
Presentation Notes
To connect ACS to CSW you’ll need a few things to get started, like a subscription to Azure Communication Service and– obs– 1 or more working phone numbers.Provided you have that, the next steps are to collect 4 key data points that you’ll use to plug into CSW. �These are:�Azure Resource Group NameAn ACS Resource NameResource IDAnd 2 others that we’ll cover on the next slidesA Resource Connection StringAnd an App ID for the Event GridYou probably have a resource group lying around in Azure, you can use any existing group or create a new oneThen you’ll need to create an ACS Resource, grab its name and paste it into Notepad



Prerequisites: 

• ACS Resource Connection 
String
• Go to Keys  Connection 

String

• Copy/paste the Connection 
String value (into Notepad)

Configuring Azure Communication 
Services (Cont’d)

Presenter Notes
Presentation Notes
Next, you’ll need to grab the ACS Resource’s connection string and paste that into notepadThis can be found in the Keys button in the left nav pane



Prerequisites: 

• New or existing App Registration for the ACS Event Grid 
• Select the (Any Microsoft Entra ID tenant – Multitenant) option– No API 

permissions needed 

• Copy/paste the Application 

        (client) ID (into Notepad)

Configuring Azure Communication 
Services (Cont’d)

Presenter Notes
Presentation Notes
Once you have that, you’ll need a new or existing App for the ACS Event grid.You may have created these before for your Application Users or Service Principals. This is even easier than that, since you don’t need to give it specific API permissionsOnce you done creating your app or locating an existing one, grab that App ID and paste it into Notepad



From the Dynamics 365 Customer Service Admin Center
• Navigate to Channels  Phone Numbers  Manage
• Click the Get Started button

Configuring Azure Communication 
Services (Cont’d)

Presenter Notes
Presentation Notes
Now that you’ve collected those 4 nuggets, it’s time to go into the Customer Service Admin Center App in Dynamics.You can either navigate to the Phone Numbers in the Channels area, or search for it in the Search Admin settings (which is my preferred method, since I can’t be bothered by old school navigation).Once you’re there, click Managed and, if it’s your first time setting up Voice, you’ll see an empty Phone Number grid view, so you’ll click that blue Get Started button.



• Enter the 4 data points you 
gathered:

• Resource Name
• Resource ID
• Connection String
• ACS Event Grid App ID
• Azure Tenant ID

• Click the Connect button

Configuring ACS Connection in 
Customer Service Workspace

Presenter Notes
Presentation Notes
You’ll get a right-hand flyout pane that’ll ask you if you want to create a new resource (which I have never actually tried as most of my customers have already set these resource up ahead of time)Next, you get to copy/paste those 4 values you’ve gathered (the most recent version of CSW auto-populates your Tenant ID (though some of you probably memorized it by now).Finally, click that connect button, and if you got everything right…



• In the Phone Number channel 
command bar, click the 
Advanced button

• In the Sync From Azure 
section, click the Sync button

• Close the pane

• Your ACS numbers will appear 
in the Phone Numbers grid 
view

Configuring ACS Connection in CSW 
(Cont’d)

Presenter Notes
Presentation Notes
You’ll get a confirmation screen which you can safely close, which will take you back to that empty Phone Numbers grid view. You’ll now see an Advanced button on the command bar. Click that button and you’ll have another right-hand pane fly out called Manage Azure Communications Services.If you scroll down a ways, you’ll see a Sync From Azure button.Clicking that will begin the Sync of Phone Numbers previously purchased.At this point, it’s important to note a few thing about Phone Numbers and environments…Some of you might use either local/regional numbers or toll-free number or a combination.It’s very important to plan on purchasing enough numbers to cover each of your environments. So as a simple use case, let’s say you currently use 2 local numbers for outbound calling, 1 toll-free number, which can also be used as your SMS number (SMS currently only work with Toll-free numbers) and all 3 numbers will be ported from your existing telephony provider to Microsoft Voice. Multiply those 3 number by the number of environments you support including production, since you’ll need testing number there as well for smoke testing purposes, and that’s the number of phone lines you’ll need to purchase. So if you have Dev, Test, Staging, and Prod environments, that’s– if my maths– are 12 numbers.Talk about multiple ACS Resource for a given environmentAlso, when you deploy your CSW Solution to you higher environments (Test/Stage/Prod), you will need to swap out the Phone Numbers for the target test number. We’ll how you that in a few, it’s pretty easy, but a manual post-deploy task you should have on your checklist.Now you may be thinking, hey, let’s start playing with all the cool voice features in Customer Service Workspace– well hold your horses Sundance Kid, there’s still some configuration left to go…It’s time to configure the ACS Event Grid



• ACS Events allow you to subscribe to 
certain platform actions:

• Incoming calls
• SMS messages
• Call recordings and Transcripts (including 

voicemail)

• The Event Grid monitors ACS platform 
events for CSW via REST endpoints to 
connect to Dynamics when those events 
are triggered.

• Endpoints for each event grid subscription 
can be found in the Customer Service 
Admin Center

What is the ACS Event Grid?

Presenter Notes
Presentation Notes
What is the Event GridFor our purposes, they are three subscriptions for the core services that make Voice call work. Incoming calls (required)SMS (optional)And Call recordings (which also works for Voicemail)These subscriptions connect to CSW in Dynamics via RET endpoints. When calls or texts are made or received, or a call recording or voicemail is triggered, Dynamics will connect to ACS to perform those services.So, we’re gonna need those end points before we can set up the eventsLuckily, some of the work is done for you, right from that Advanced Phone Numbers pane in Dynamics



Azure Communication Services Config Demo



Part 4 – Copilot Studio IVR Bot
Anatomy of the IVR Bot



• Greets the customer

• Identifies the Customer (via Nuance)

• Collects information (using Variables)

• Identifies Intent (Using Topics)

• Triggers Power Automate (and other 
“plugins”)

• Accepts DTMF as well as Voice

• Escalates/Transfers call to Customer 
Service Workspace

• Voice recognition options:
• Bot Questions
• Human responses

Copilot Studio IVR Bot Features

Presenter Notes
Presentation Notes
Of the many features offered by Copilot Studio IVR Bots, here are some high-level capabilities.�NOTE: There are a few restrictions on the Testing capabilities (no multi-DTMF options available). Therefore, if you try testing multi-digit DTMF numbers using the Number pad to test out, say, an Order Number or the last four digits of a social or credit card, it won’t allow that, but you can use the “chat” window in lieu of this.



Copilot Studio IVR Bot Configuration Demo

Presenter Notes
Presentation Notes
So, without further adue, we’re going to dig into some of these features.I’m hoping some of you had the opportunity to attend Dian Taylor's session from yesterday on Building Your Bot: A Step Guide to�Copilot Studio? She covered a wealth of excellent information on Bot configuration, what we’re going to explore are the unique features for the IVR bot.Cover Gen AI and Conversation Boosting, test it, then segue into IVR TopicsThings to show:�1.) Generative AI Settings and top-level IVR settings2.) Go over the Order Status Topic	a.) Variable Management	b.) Steps and Actions�	c.) Power Automate Flow3.) IVR Option for Questions4.) Testing Window5.) Hooking up your Bot to CSWWith regard to Variable management, point out that variables can now be instantiated at any time in the Topic, you can then set the value of the variable at any point, not necessarily after a question. �Why am I bringing this up? �Previous PVA version only allowed you to set up and set a variable after asking a question.�But they also provided a Global variable (variables that span multiple topics) around the Topics the user accessed before escalating the call to an Agent.�This is not available in the new Copilot Studio IVR Bot, for reasons I can only assume is because we can collect that data ourselves.�Point being: They data you collect during the call can be used to populate Context Variables in CSW, which can then be used to inform the routing engine to route the call to the right queue. So, be mindful of when and how you collect variables. 



Part 5 – Voice Workstream
Anatomy of the Voice Workstream



Voice Workstream in CSW
• Workstreams are the glue that holds an 

Omnichannel's components together

• Channel settings
• Phone Number
• Language
• Bot’s voice settings
• Agent Options

• IVR Bot Connection

• Context Variables

• Routing Logic

• Work Distribution/Capacity Behavior

• Session/Application Tab Template

• Notification Templates

Presenter Notes
Presentation Notes
Now that we completed the integration points to ACS, it’s time to start configuring our Voice WorkstreamYou can think of the Workstream as the central hub of a given Channel, be it voice, live chat, SMS/Messaging apps, social medias, etc.The workstream glues together the channel settings, IVR Bot, Context Variables and Routing logic, Queues and queue settings, how you distribute the calls and how that plays into agent capacity, down to the session templates and notifications for the Agent experience.



Voice Workstream Configuration Demo

Presenter Notes
Presentation Notes
BehaviorsCustomer Notification (Boolean)Wait timesPosition in queueOperating HoursNo Hours = 24/7Cannot use Voicemail/Direct Call Back if set at the channel-levelTranscription and RecordingStart SettingsPause and ResumeCustom Automated MessagesTied to specific voice call eventsSpecific to the ChannelIf none, Channel uses “global” OOTB message verbiageConsults and Transfers (Boolean)External Phone NumbersMicrosoft Teams UsersBiometric authentication and fraud prevention (preview)Words of warning on the removing of Phone NumbersHow to swap phone numbersDemo the guts of the Workstream,including where to plug in the IVR Bot



Part 6 – Agent Experience: 
Copilot Assistant

Configuring Copilot Assistant to Assist with Voice 
Calls



• Help Pane (right-side) (on/off)
• Ask a Question
• Email Assistance

• Contextual Summaries
• When the Agent/Supervisor joins a conversation
• When a conversation ends

• Create new Case from summary

• Copy to clipboard (to update an existing Case)

• On-demand

• Auto-summarization for conversations
• When the Agent/Supervisor joins the conversation
• When the conversation ends
• When the Agent starts a linked chat in Teams

• Search on knowledge content
• Knowledge Base Articles
• Website(s)

• Sentiment Analysis
• Determines positive and negative sentiment in real-time
• Used to flag sessions for the Agent’s awareness
• Auto-escalates sessions to Supervisors

Copilot Assistant Features



Copilot Assistant Configuration Demo



Part 7 – Phone Number Porting
Overview of the process for bringing your existing 
Customer Service Number(s) to Microsoft Voice in 

ACS and what to expect for your Go-Live



Port numbers via ACS
• Phone Number must be toll-free

• Process is currently manual

• Form can be filled out in ACS

• Takes at least 2 weeks to process

• Once completed, ACS will contact 
the Azure Admin with a Go-Live 
date

• This date cannot be changed
• Typically happens on a Friday
• Cannot be set to weekend or holiday



Setup Ported Phone Number Demo

Presenter Notes
Presentation Notes
Once the ported number(s) are available in ACS:Navigate to Phone Numbers In the command bar, click the Advanced button.In the Manage Azure Communication Services pane, click the Sync buttonReturn to the Phone Number view and you should see your ported number with “Ready for setup”Navigate to Channels  VoiceSelect Voice Channel and click the Edit buttonClick Change NumberSelect the newly ported phone number and Save



Questions?
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