a5 Microsoft

Copilot Studio ana
Azure Al Workshop

Lab 3: Copilot Studio -
Exploring Agent Setup ana
Analytics

Hands-on Lab Step-by-Step Guide
April 2025



Copilot Studio and Azure Al Foundry Workshop

Table of Contents

Copilot Studio and Azure Al WOrKSNOD ..o 1
1. EXPIONNG YOUT AGENT ... 2
2. KNOWIEAGE TUNING ..o 13
3. Security & AUTNENTICAION ... 17
4. Language Capabiliy ..o 18
D BB s 27
5. Image & Voice Capabilify ..o 33
7. Configuring ANt ANGIVEICS ... 37
8. Improving Agent EffeCtIVENESS ..o 42

Copilot Studio provides a comprehensive platform for setting up and analyzing agents to
enhance their effectiveness. This guide will take you through the process of agent setup and
delve into the analytics that can improve agent performance.

1. Exploring Your Agent

Setting up your agent is the foundational step in utilizing Copilot Studio. You'll learn how to
configure the basic parameters, assign tasks, and integrate your agent into various
environments.

Review the menu options of your Agent.

& Copilot Studio

® % sales Buddy (3 Overview Knowledge Topics Actions  Activity — Analytics  Channels

Home

Create

e Your agent is ready! Here's what's next: ((iPnEEREHET
A

Agents 1> Add actions so your agent can do things for you
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1. Overview — this tab is the home page of your agent providing description and quick
links to many of the capabilities and features of your agent

% sales Buddy (_':} Knowledge  Topics  Actions  Activity ~ Analytics  Channels

Your agent is ready! Here's what's next: [ eee]

> Add actions so your agent can do things for you

{0) Add trigger so your agent can be activated by an event =
/I Publish your agent so others can use it A

Details 2 Edit
<_+7 Name
Sales Buddy
Description

Sales Buddy Agent provides information on Sales processes, customer onboarding, customer events and information from Dataverse like -
Accounts, Contacts, and Activities.

General instructions

Sales Buddy Agent provides information on Sales processes, customer onboarding, customer events and information from Dataverse like -
Accounts, Contacts, and Activities.

Orchestration

Use generative Al to determine how best to respond to users and events. Learn more o Enabled

Knowledge —+ Add knowledge

Add data, files, and other resources to inform and improve Al-generated responses.

3 & O n:
Allow the Al to use its own aeneral knowledae. Learn more @ ) Disabled

2. Knowledge — on this tab, you can add knowledge sources for your agent, review the
existing resources, add new, and analyze usage.
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Click to + add knowledge

@ Copilot Studio

% sales Buddy (p Overview | Knowledge | Topics  Actions  Activity  Analytics  Channels

~+ Add knowledge R

@ Suggestions (preview)

Add knowledge sources

Total knowledge source use ©

0%
Improve answer rate Track knowledge use

Error rate ®

Make sure your agent uses knowledge
sources in at least 25% of responses. 0%

Tell your agent how to answer questions
using the fine tuning tool.

Review suggestions for references to add
to your agent.

Total answer rate @

G Last refreshed now = Q Search knowledge

Vi ti O tool (¢] Anal
iew suggestions pen too pen Analytics 0%
@ ® Dataverse B SharePoint
Name Type Last modified Status

6 SharePoint

° Ready
° Ready

B shared Documents System Administrator 6 days ago

Q Activity, Contact, Account @ Dataverse System Administrator 6 days ago

3. There are several options knowledge sources. Click on Public Websites

Add knowledge *

nce set up. other people with edit permissions for thes agent can reuse

Add inowledge 5o
-

[ & Asvanced ¥
Public websites SharePoirt Dataverse ipreview)
(8 290 public wedsites for real-time B secusaly incegrate and manage intemal @ customize and depicy stuctured dita
answers data tables
Upload files

nly toxt-based files are supported: images, audic, video, o sxecstables are not. Files will be securely stored in Dataverss

T Drag and drop a fike here or click 1o browse

Up 1o 31208 per fle. Files mihh 2 sessiivity labed of “Confidentisl or “Highly Conddential” or containing passwords il not be rable

4. Enter a website such as your corporate site and click Add

imn  Add public websites

wr

Public website link &

https://www.microsoft.com

Website ownership
Confirm that your organization owns the website(s) which will be used to enable Bing search results. Learn more
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5. Your Agent will process and should show a green ready

@ Dataverse @ Public website Q) Search knowledge

Last

N T Stat

ame ype modified s
i=ms  httpsy//www.microsoft.com & Public website System Ad... ° Ready
& Account ® Dataverse System Ad... ° Ready

6. Click the ellipsis by your new source and there are options such as editing and
indicating Official Source status

(8 Dataverse @& Public website

MName Type

{i:! https://www.microsoft.com & Public website
A

a Account r—' Open
2 Edit
'[ﬁ] Delete

® Official source >

7. Topics — this tab lists all your current topics. Many are generated automatically
providing typical topic requirements.
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Notice filters to Custom and System views

(% Customer Service (3 Overview

-+ Add a topic -

() Custom (4) &3 System (9)

Name

B Conversation Start

% Conversational boosting

End of Conversation

Escalate

Goodbye

Greeting

[ )
"
B Fallback
()
.
"

Multiple Topics Matched

- o

8. Topics may also be disabled if no longer required or redundant

INI Q) Custom 18] (g Systee

Knowledge  Topics

Trigger

System topics are necessary to help your agent run effectively, Withcat them, your agent
sy not work a3 intended. You can't delete syitem topics

Marse Trigge Deseription
B Comersation.. ¥ OmCon.  This system._
B Conversation... Unkna. Create gen..
W ErdofComv. = Ommed.  This system.
[ T T OmTalk.  Thes gystem..
B Faback Unkno_ This system..
W Multiple Fopi.. @ Omseleat  This system..
‘\_ On Erver & Onemor This system.

©2025 Microsoft Corporation

Editing

Last mradifiod Errers

Systom Admirésr...

System Admirestr...

System Adrministr.

Systen Admirstr...

System Admirésir...

System Administr...

System Administr.

? On Conversation...

?  Unknown topic

«*  On redirect

# On Talk to Repre...

7 Unknown topic

& Phrases

& Phrases

@ On select

Actions Activity

Last modified

System Administrator...

System Administrator...

System Administrator...

System Administrator...

System Administrator...

System Administrator...

System Administrator...

System Administrator...

Analytics

Channels

Q Search él

Enabled

@ o
@ o
@ o
@ o
@ o
@ o
@ o
@ o

[ g RN
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9. Click the Conversation Start topic

+ Add a topic -

@ Qj Custom (4) ﬁ‘a System (9)

Name Trigger Last modified Enabled
% Conversation Start ? On Conversation...  System Administrator... ‘) On
- P I TP

YT T SRR o Croimtmnn A den il bt A A~

10. Click in the message box which will make it expand
Conversation Start @ L2 x}

Copilot Comments Variables T

oOv X% © 0w

Q Trigger

o On Conversation Start

® 2 kdit
|
+
L ‘
5] Message Tt v e | @
+adv B I = E (K f

@ Speech variation available.

W

Hello, 'm X} BotName string 5
virtual assistant. Just so you are aware, |
sometimes use Al to answer your questions.
If you provided a website during creation, try
@ asking me about it! Next try giving me some
more knowledge by setting up generative Al.

.
® o

©2025 Microsoft Corporation Page | 7



Copilot Studio and Azure Al Foundry Workshop

11. Update the message to better fit its purpose (leave the Bot name variable as is). Such
as:

Hello, I'm [Bot.Name variable] a virtual assistant. I'm here to support your Account,
Leads, Customer events and activities, and more!

@ Trigger

o On Conversation Start

® 2 Edit
I
+
4
@ Message Text ~~ e °
+addv B 7 = E 0 fx

@) Speech variation available.

Hello, 'm ) BotName string

virtual assistant. I'm here to support your
Account, Leads, Customer events and
activities, and more!

—_—
e

12. Click Save

% sales Buddy (5 Overview Knowledge Topics Actions  Activity  Analytics  Channels

: 9 ® -

v G D U
onversation Start e Copilot Comments Variables Topic checker Details More Save
D v
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13. Actions - this tab will display any existing actions and allow to create new

Customer Service (3 Overview  Knowledge

14. Click the +Add an action button
Some sample actions will display.

Add action

Create an action or browse through our list of actions you want to use to get information from external sources. Learn more

-+ New action ~

8 actions

Customer Service (preview) Library

Ask questions about summary for a case. For example you can ask...

Delete a row
Excel Online (Business)

Get forecast for today
MSN Weather

List rows present in a table
Excel Online (Business)

Topicy

Actions Channels

Activity  Analytics

0 B @ O

O\ Search

Case create assist (Coming soon) Library
Coming soon

Get a row
Excel Online (Business)

Get worksheets
Excel Online (Business)

Customer Service (preview) Library
Purpose: This tool retrieves specific information and details from

15. In the previous labs we created a couple actions, but let's explore further.
Click in the Search and type: SAP
Many available actions will be available.

Try other searches for data you may be familiar with.

Further information regarding adding enterprise knowledge may be found here:

Add enterprise data as a knowledge source - Microsoft Copilot Studio | Microsoft

Learn

©2025 Microsoft Corporation
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Click cancel for now
Add action

Create an action or browse through our list of actions you want to use to get information from external sources. Learn more

(A} BB Library

+ Mew action ~

252 actions

Call SAP function (W3)
SAP ERP

Read SAP table with parsing
SAP ERP

Spelicheck
Sapling.ai (Independent Publisher)

Set SAP grid view first visible row index
IA-Cannect SAP GUI

Get SAP parent element Id
IA-Connect SAP GUI

>

Q, sap

Call SAP function (V2)
SAP ERP

Get SAP element at screen coordinate
IA-Connect SAP GUI

Set SAP grid view first visible column
A-Connect SAP GUI

Medical spelicheck
Sapling.ai (Independent Publisher)

QOpen SAP connection
IA-Connect SAP GUI

16. Activity — this tab will display the history of your agent runs and items your agents
may be working on.
Most likely yours has only a few entries, if any

% sales Buddy (> Overview Knowledge Topics Act\onAnaIytics Channels

C Last refreshed now

Name Summary Date Completed steps Last step Status

SA System Administrator The customer wants to know the annual...  04/03/2025, 10:43:26 3 o P:UniversalSearchTool © Cor
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As you build out your agents, here is an example of what you may subsequently see:

& Copilot Studio 8 Wu ‘
@ Engagement Management Agent (; Overview Knowledge  Top Actions Acﬁny Analyt Channels Publish Settings
Analytics
Total sessions Sessions completed Sessions in progress Sessions incomplete Satisfaction score
1,364 s 1,292 *4 33 39 s 4.7/5.0 2

) Last refreshed 1 minute ago

Name Date + Summary

Status Channels
& Jordan Mitchel 9:51 AM, 10/12/24 Digital tran: A &
o® Automated P 1 prog o]
3 PM 1 © Complete &
ted 3AM, 4 © Complete &
A ted 12:41 PM, 10/1 © Comy [0
tomated 0 AM, 10/10, © Complete &
AM, 10/10, © Complete [0
of t i 7:29 AM, 10 k agement f © Complete &
- ~

17. Analytics — we will explore this tab in detail in a latter section of this lab.

Customer Service (5 Overview Knowledge  Topics  Actions  Activity | Analytics Channels

18. Channels — this tab allows you to publish your Agent for your users or customers.
Many are typical collaboration channels such as Teams, Apps, and Portals.
You may also publish to Dynamics 365 Customer Service or 3™ party applications.

©2025 Microsoft Corporation Page | 11
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In Lab 4, we will be publishing the Sales buddy agent to Teams and Demo site with

authentication.

& Copilot Studio

% sales Buddy ( Overview Knowledge Topics Actions  Activity  Analytics

Channels

@ Because you chose Microsoft authentication, only the Teams + Microsoft 365 channel is available. To use other channels, change your authentication settings.

Published agent status

? Not published

Channels

Configure your agent channels to meet your customers where they are

®  Teams +
¢ s @
. Telephony Microsoft 365 @

Demo website

Custom website E Mobile app

e
Facebook g Skype c'i < . Slack o Telegram
@ Line g GroupMe @ Direct Ling E Email
P s Speech

Customer engagement hub
Connect to a customer engagement o enable your agent to hand off a chat session to a live agent or other agent

Dynamics 365

& customer =  Genesys {} LivePerson ﬂ Salesforce
Service

Twilio

ServiceNow

19. We've reviewed all the tabs but the Settings area is important to explore

(% SalesBuddy (5 Oveview Knowledge Topics Actions  Activity Analytics  Channels

Published agent status

©2025 Microsoft Corporation
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- M~ O X

* Test your agent
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20. The settings details contains many additional configurations you will likely perform for
further enhancement of your agent. Many of these you will modify throughout the
labs.

X . Environmen it
& Copilot Studio B cpmsis129

e Settings
e & Agent details Agent details

% G tive Al
e; ks Your agent's name and appearance will be applied to your web chat controls and all configured channels. To customize the agent's lock for specific
b & Security integrations, go to Channels. Learn more
&8 @ Authoring Canvas My agent's name O
Library

&b Entities | Customer Service

& Skills View Solution (Common Data Services Default Solution) @

& Voice

lconJ*

3% Languages
Your agent's name and icon appear on chat controls across all configured channels. Go to Channels to customize each individually.

& Language understanding

%
4 Component collections
= Advanced
Change icon
Used to represent the agent inside the chat canvas. lcan should be in PNG format and less than 30 KB in size

2. Knowledge Tuning

Adding knowledge sources enables you to provide business specific data which augments
the responses of your agents. A key to improving agent responses is understanding how and
when knowledge sources were used. Additionally, providing context or scoping to the
knowledge sources can enhance the reliability of answers provided by your agent.

1. Click on Knowledge
In the Suggestions section, click on View suggestions

% Sales Buddy (3 Overview | Knowledge |Topics Actions Activity Analytics  Channels Publ
+ Add knowledge
@ Suggestions (preview) Total knowledge source use @
0%
Add knowledge sources Improve answer rate Track knowledge use
Review suggestions for references to add Tell your agent how to answer questions Make sure your agent uses knowledge Error rate ©
to your agent. using the fine tuning tool. sources in at least 25% of responses. O%
/ Total answer rate &
View suggestions Open tool Open Analytics
99 P P y 0%
N .
(All) @ Dataverse @ Public website B SharePoint C Last refreshed 1 minute ago Q. Search knowledge
Name Type Last modified Status
88 httpsy//www.microsoft.com @ Public website System Administrator 1 hour ago ° Ready
Q Shared Documents B SharePoint System Administrator 6 days ago ° Ready
€ Activity, Contact, Account @ Dataverse System Administrator 6 days ago @ Ready
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2. Click on SalesSpecificQnA and click + Add

Suggested knowledge (preview)

X
Below is the list of the suggested knowledge sources. Learn more

P
[ All ) ® Dataverse
N

Q, Search
Name Type Action
&) Customer Service Structured Search (@ Dataverse + Add /
€ salesspecificQnA ® Dataverse

+ Add

3. After a moment it will change to Added

€@ SalesSpecificQnA (@) Dataverse () Added

With this feature, you can discover, search, and add sources:
e Used in one of your previous agents

e Used in agents shared with you

Used previously while working with Office products

The list contains the 100 most recently used knowledge sources.

4. Click the X in the upper-right corner to return to your list

Suggested knowledge (preview) X
Below is the list of the suggested knowledge sources. Learn more /

©2025 Microsoft Corporation Page | 14
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5. Click your new knowledge source

~
Gi") ® Dataverse @ Public website B Share

Name Type
',é:' https://www.microsoft.com @ Publi
Q Shared Documents & Share
€ salesSpecificQnA @ Data
€ Activity, Contact, Account ® Datay

6. Review the new tables added related to Sales

SalesSpecificQnA

Knowledge details Type
Knowledge name * 16100 & Dataverse
SalesSpecificQnA Modified by

System Administrator 19 minutes ago
Knowledge description *

Status

° Ready

Official source

This knowledge source answers questions found in the following Dataverse tables: Contact, Account

Selected tables  Edit tables ® )

o Account

Account

Activity
ActivityPointer

Goal
Goal

Invoice
Invoice

Lead
Lead

Opportunity
Opportunity
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7. Ask your agent information from one of the new tables:
Find any opportunities with customer Adventure works

Hello, I'm Sales Buddy, a virtual assistant. I'm here
to support your Account, Leads, Customer events
and activities, and more!

An hour ago

Find any opportunities with customer Adventure
works

A minute ago

8. Sales Buddy will search and return results:

* SalesBuddy (5 Overview Knowledge Topics Actions  Activity Analytics  Channels

Activity map @ Review  [x) Variables (3 Track between topics

B Session started

0}y Knowledge sources v
Knowledge sources searched over Output
® Dataverse (2) v ® Dataverse (1) v

Activity, Contact, Account Activity, Contact, Account

SalesSpecificQnA

@ SharePoint (1) v
Shared Documents

@) Public website (1) v
hittps://wwew.microsoft.com

© Session complete

©2025 Microsoft Corporation

Published 4/9/2025 Publish Settings

* Test your agent o (

Hello, 'm Sales Buddy, a virtual assistant. I'm here
to support your Account, Leads, Customer events
and activities, and more!

Find any opportunities with customer Adventure
works

A minute ag

You have one opportunity with the customer
Adventure Works. The record shows that it was
created on March 19, 2025, at 8:14 PM UTC, and
the primary contact is Nancy Anderson. The
account number is ABC28UU7, located in Santa
Cruz 132

1 @ Account
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9. Inquire more information about the Opportunity

T Y T T e (T e e
account number is ABC28UU7, located in Santa
Cruz 17 .

1 reference v

1 @ Account

7 minutes ago

What is the estimated revenue?
Just now
The estimated revenue for the opportunity with

Adventure Works is $95,000.00 in US Dollars
1.

1 reference v

1 @ Opportunity
Pretty cool!

3. Security & Authentication

1. Click on Agent Settings
% sales Buddy (3 Ovemiew Knowledge Topics Actions  Activity Analytics  Channels Published 4/9/2025 Publish »»

* Test your agent - C X
Published agent status

2. Click Security. Click on that option and click Authentication

& Copilot Studio

) §
@

Settings
{8 Agent details Security
% Generative Al Authentication
Verify a user's identity during a chat
@ Security
Web channel security

Review other enhanced securi

B Authoring Canvas

ab Entities

& Skills

3. Typically, we will select Authenticate with Microsoft
This is used for our deployments to Microsoft Teams and other Microsoft apps
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4. Language Capability

Multilingual agents are agents that can communicate with customers in different languages
while keeping all the content in a single agent. In many cases, they can automatically detect
the desired language based on the agent user's web browser setting and respond in the
same language, providing a more personalized and engaging experience for customers.
For the list of supported languages, see Language support.

1. Select Settings in your agent

% Sales Buddy (5 Overview Knowledge Topics Actions Activity Analytics  Channels Published 4/9/2025  Publish Settings -

» Test your agent Sl

Published agent status

2. In order to use multiple languages, we need to turn off Generative Al
which is only supported in copilots using English. To add support for another
language, we need to switch to classic mode.

3. Select Classic and click Save

Settings
# Agent details Using generative Al in conversations
+. Generative Al How should your agent interact with people?
& (@ Classic - Use the topics you build to respond to trigger phrases—actions can only be called from inside a topic.
Security /
) Generative - Use generative Al to respond with the best combination of actions, topics, and knowledge
22} Authoring Canvas Learn more about how to optimize your agent.
ab Entities How strict should the content moderation be?
_) Low - More creative () Medium - More balanced @ High - More precise
& Skills
& Voice Premium features ©

3
% Languages Enhanced search results

Can provide improved search performance for Microsoft 365 Copilot tenants. Availability varies by data source. Learn more

e Enabled

& Language understanding

& Component collections

= Advanced \

©2025 Microsoft Corporation Page | 18
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4. Click on Languages and click + Add language

Settings
& Agent details Primary language
%, Generative Al English (United States) (en-US)
° Voice features supported
& Security
Secondary languages
B Authoring Canvas y:1angyag

No additional languages
ab Entities

& Skills /

Voice

+ Add language

% Languages

& Language understanding
Component collections

= Advanced

5. Choose language(s) to add and click Add

Spanish (United States) (es-US) Q
D Swedish (Sweden) (sv-SE) Q)
[ ] Thai (Thailand) (th-TH) 9
[] Turkish (Turkey) (tr-TR) Q)

Preview languages

[] Arabic (Saudi Arabia) (ar-SA) &

[] Hebrew (Israel) (he-IL)
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6. A success message is displayed, and the selected language(s) is listed as
Secondary language in the Languages page.

@ Language was added successfully.

Primary language

English (United States) (en-US)
° Voice features supported

Secondary languages

Secondary language ™ Localization Last modified

Spanish (United States) (es-US) 3% Upload

~+ Add language

Note: All copilot topic and content editing must be done in the copilot's primary language. To
edit the copilot's secondary language to localize the strings, you must use the steps in this
section. Once the copilot strings are localized and uploaded to the copilot as described here,
you can see the localized content in the authoring canvas by switching the language in the
Test copilot window. We will walk you through the steps but have a file for you to use during
the labs so you don't have to translate the text during the lab.

7. With the copilot Sales Buddy agent open, expand Languages from the left
navigation pane, and select Upload button next to Spanish language.

@ Language was added successfully.

Primary language

English (United States) (en-US)
o Voice features supported

Secondary languages

Secondary language Localization Last modified

Spanish (United States) (es-US) 9% Upload -

©2025 Microsoft Corporation Page | 20
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8. On the Update localizations flyout, select Download localization file as JSON to
download the current localization file for that language.

Update localizations X

Spanish (United States) (es-US)

Update localizations for Spanish (United States) (es-US) by downloading the
localization file, making your edits, then uploading your updates. The localization file
will include any changes in structure you've made since the last upload.

Last modified

To update localizations

1 Download the current existing translations for Spanish (United States) (es-US)

L Download localization file as JSON

' Download localization file as ResX

2 Edit the localization file as needed

3 Upload your updated localization file as JSON/Resx file to apply the updates to the
copilot

Browse No file chosen

9. The following steps are for your information only as we have already created a file
with the translation for you to utilize in the labs.
* Open the downloaded file and make a copy of it.

Downloads

8] localizations.json

* Rename the copied version of the file as localizations json(Replace the
language with the language you are using. It is Spanish in this case) .

e Open the file and replace the primary language strings with the appropriate
translated text similar to the snippet below and save the file.

e Make sure all the copilot's messages that are in English are updated with the
secondary language selected.

*"aladeglcrise_copl 1ot _XIvAM. topic, Seanch) ' .0 splayttane™
A u .

15 de seculcls o) slicre t8
2" Uva rlp Uc-' “Bot de acviils o) clisate que nd‘ 220 wasecias flaales con Lo detalles v sl socessmlenio de pedidcn”,
)*.DisplayNeme™: “(Eteces sbicacicons de tiendm™
)'."trigger({mals)'."ac H-Y(mi.ui ~Actladty. e | ﬂl T SOCANRACLS Wredar 4 ENSRASCAT MM tiends ceccs S 1.7
titerelocations) . "triggerimalna)’ ) Eromet.dest(0)7: “yls o wbicacilo estds Lotecesads?”
) Entity. Oefinition, "Chesedl LSt Lasl Padeonst) . Dlsplaytiase™ | “Fadased”
) Emtity.Definition ;uu.u_u-&e trle) " Displamene™ “Seattle®, o
¥ 1a08) * . Ohsplaame™: “Kirkland"
" w voe) 'Ot aplayName™: “Ballevur®,
ocations)’, "trigger{male) . "actica{knlLPL )" Lm_{u_, O mu 1a tiends 2o L3 esress &0 DNRSSCo Centro de Yisitaates. Lo direccldo es: 4567 Maln St Nedeond, 26332.7,
ocazions)’, "trigger{eate) ', "acTioa(XTeslp) ' ACTLALV.TOE!0]") Weettra tieads {Topic.STorelocatiso) esté ubicads eo el \uxuu.. U e University Viliage, ta diceccide s 324 F,

opllot Xtvy. tepd
cpllot XLwat. tepl
opdlotd XUV, topic. e
opdlot] XIWAAY, topdc, e
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10. For the purpose of this lab, Open the downloaded JSON file in Notepad and copy

your bot name from line 1 (first word within () before .topic.Search), as shown

below. We will use this to update the Language_Spanish.txt file next.

{
"'dialdg(crécf_customerServiceBot. tq
"'dialdg(crécf_customerServiceBot.td
‘dial

'dialog(crecf:customer‘ServiceBot .to

33 ¢ 3 2

z

pic.Search)'.DisplayName": "Conversational boosting”,
pic.Search)'.Description”: "Create generative answers from knowledge sources.’'
pic.Purchaseoutdoorstuff)'.DisplayName": "Purchase outdoor stuff",
pic.Purchaseoutdoorstuff)'. 'trigger(main)’'. 'action(Question_3YIwBa)'.Prompt.T¢
‘dialog(crécf_customerServiceBot.topic.Purchaseoutdoorstuff)'. 'trigger(main)'. 'action(sendActivity_2wfavo)'.Actiy
'dialog(crécf_customerServiceBot.topic.Purchaseoutdoorstuff)'. 'trigger(main)'.'action(sendActivity_ewDCGc)'.Actiy
‘dialog(crécf_customerServiceBot.topic.Purchaseoutdoorstuff)'. 'trigger(main)'. 'action(sendActivity_rnClnk)’.Actiy
‘dialog(crécf_customerServiceBot.topic.Purchaseoutdoorstuff)'. 'trigger(main)'.Intent.TriggerQueries[@]": "purchas

11. Open Lab 3 Assets folder and open Language_Spanish.txt file. Carefully replace all
instances of <YOURBOTNAME > with the bot name you copied in last step -

crécf_customerServiceBot. (In Notepad, click Edit > Replace option to replace all at

once)

File Edt View

{
"'dialog(<YOURBOTNAME> . topic.Search)*.Displ “
“*dialog(<YOURBOTNAME>.topic,.Search)” .Desce
" * gotConponent (<YOURBOTNAME> . gt default X' .
"' gatConponent ( <YOURBOTNAME > . gpt. default ' .

<YOURBOTNAME > Q VPP =T X
crécf_customerServiceBot X Replace Replace all
~ fqto de pedidos’

“'dialog(<YOURBOTNAME>. topic.Getstorelocationsy

“*dialog(<YOURBOTNAME>. topic.GetStorelocations) .
" *dialog(<YOURBOTNAME> . topic.GetStorelocations) ' .
" 'dialog(<YOURBOTNAME> . topic.GetStorelocations) ' .

Cotener Tendes

g o 3 % ot >
‘trigger(main)” . action(qvduia)”.Activity Text[@]": "Me encantaris ayudar & encontrar una tiends cerca de ti.”,
‘trigger(main) . action(LbiwaD) " .Promot.Text(@]": “(En qué ubicacidn estés interesado?”,
‘trigger(main) . action(LbhwpD)" . Entity.Definition. ‘closediistIten(Rednond) ' .DisplayName”: “Redmond”,

12. Click File > Save to save the file as Language_Spanish.JSON (Add .JSON at the
end in file name to ensure this file is saved as JSON file on your computer)

13. Return to the Languages page, select Upload for the Spanish secondary

language.

© Language was added successfully.

Primary language
English (United States) (en-US)

° Voice features supported

Secondary languages

Secondary language

Spanish (United States) (es-US)

©2025 Microsoft Corporation

Localization Last modified

9% Upload -
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14. Click on Browse and upload the localization-Spanish.json file that you just
updated.
Update localizations X

Spanish (United States) (es-US)

Update localizations for Spanish (United States) (es-US) by downloading the
localization file, making your edits, then uploading your updates. The localization file
will include any changes in structure you've made since the last upload.

Last modified

To update localizations

1 Download the current existing translations for Spanish (United States) (es-US)

' Download localization file as JSON

&

Download localization file as ResX

2 Edit the localization file as needed

3 Upload your updated localization file as JSON/Resx file to apply the updates to the
copilot

Browse o file chosen

15. Click on Upload translation updates

Update localizations ®
Spanish (Spain) {es-ES)

Update localizations for Spanish (Spain) (es-ES) by downloading the localization file,

making your edits. then uploading your updates. The localization file will include any
changes in copilot structure you've made since the last upload.

Last modified

To update localizations

1 Download the current existing translations for Spanish (Spain) (es-ES)
+ Download localization file as JSON

Download localization file as ResX

|

2 Edit the localization file as needed

3 Upload your updated localization file as JSON/Resx file to apply the updates to the
copilot

Browse localiation-5panish.json

©2025 Microsoft Corporation Page | 23



Copilot Studio and Azure Al Foundry Workshop

16. Confirm you want to override all past localizations by clicking on Update
localizations.

Update localizations

Doing 50 will override all past localizations.

Update localizations Cancel

17. A Localizations updated Successfully message appears. Click on Close to close the
Update localizations page.

Update localizations

Spanich (Soain) (e FS)

@ Localizations updated Successfully.

Update localizations for Spanish (Spain) (es-ES) by downloading the localization file,
making your edits, then uploading your updates. The localization file will include any
changes in copilot structure you've made since the last upload.

Close

18. Close the Settings window
19. Click on Test in the upper right

Settings
9 Test

20. Click on the more (...), then Language and select secondary language - Spanish.
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21. The test copilot will reload itself, this time using the selected secondary language.
The authoring canvas shows the secondary language.

Published 4/9/2025 Publish Settings

» Test your agent s O D

{ Save snapshot

[

Download TRSX

=

Test trigger >

=

§ Manage connections

n

Flag an issue

4

Q search Language English (United ...

v/ English (United States) (en-US) Primary Chat mode Text >

Spanish (United States) (es-US)

Track between topics ® )

Debug mode ‘)

* %@ 3

£33 See languages in Settings

22. Type and send Ola (Hello in Spanish) to see the bot respond in Spanish.

hace 3 minutos

ola

Hace un minut

Gracias por tu disposicion a ayudar. Como
asistente virtual, estoy aqui para
responder tus preguntas, brindarte
informacién sobre productos o servicios, ¥
ayudarte con cualquier consulta o solicitud
de soporte que puedas tener. Por favor,
siéntete libre de hacer cualquier pregunta
o proporcionar mas detalles sobre como
puedo ayudarte.

Es posible que el contenido generado por
1A sea incorrecto

Hace un minuto | Surfaced with Azure Openal | ¢

Ask a question or describe what you need

0/2000 B

Make sure Al-generated content is accurate and appropriate
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23. Let's switch back to English as Generative Al is only supported in English language.
Go to Languages page and remove the Spanish language.

Primary language

English (United States) (en-US)
° Voice features supported

Secondary languages

Secondary language ™ Localization Last modified
Spanish (United States) (es-US) 3% Upload -
T Remove

+ Add language

24. In the same settings window, click on Generative Al tab, Select Generative option

and Save.
Settings
2 Agent details Using generative Al in conversations
+. Generative Al How should your agent interact with people?
() Classic — Use the topics you build to respo
) Security B
@) Generative - Use generative A| to respond
B Authoring Canvas Learn more about how to optimize your a
ab Entities How strict should the content moderation be?
‘C) Low - More creative (:) Medium - Mort
& Skills
Image input
& Voice Users can upload images that agents can analyze and us

95 Languages .
eie Premium features @

& Language understanding
Enhanced search results

[ Component collections Can provide improved search performance for Microsoft

Advanced @ Disabled

b

Use deep reasoning models ' Preview

Enable deep reasoning for Al tasks. Learn more

25. Test your Copilot to ensure the welcome message is in English.
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5. Entities

In this section, we will learn to use prebuilt entities and to create and use the custom entities.
Note: Make sure your language is set to Primary language. Otherwise, you may encounter
errors.

Microsoft Copilot Studio comes with a set of prebuilt entities, which represent the most
commonly used stereotype information in real-world dialogs, such as age, colors, numbers,
and names. With the knowledge granted by entities, a bot can smartly recognize the relevant
information from a user input and save it for later use.

1. Select Settings in your agent

% sales Buddy (5 Overview Knowledge Topics  Actions  Activity  Analytics  Channels

)
Published 4/9/2025 Publish Settings N =
Test

Il | ]

* Test your agent
Published agent status

2. Select Entities On the right pane, a list of entities is displayed. These are the
prebuilt entities.

Settings

3 Agent details

Q search entities

% Generative Al

Name Description Method Errors
& Security
. Age Age of a person, place, or thing, extracted as a number Prebuilt
B Authoring Canvas g
b Entities Boolean Positive or negative responses, extracted as a Boolean Prebuilt
& skills City City names, extracted as a string Prebuilt
2 voi
< Voice Color Primary colors and hues on the color spectrum, extracted as a string Prebuilt
3
Sanguages Continent Continent names, extracted as a string Prebuilt
& Language understanding
Country or region Country and region names, extracted as a string Prebuilt
& Component collections
Date Dates, days of the week, and months relative to a point in time, extracted as a string Prebuilt
3= Advanced
Date and time Dates, times, days of the week, and months relative to a point in time, extracted as a string Prebuilt
Date and time without timezone  Dates, times, days of the week, and months relative to a point in time, extracted as a string without the timez. Prebuilt

©2025 Microsoft Corporation
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3. Click on the Money entity. It opens the details of the entity, showing the
description and the values saved for the same.

Money

Description
Monetary amounts, extracted as a number

Method
Prebuilt
Usage
User input Entity Saved value
It costs 1000 Euros 1000 Euros 1000.00
3 items for $1K $1K 1000.00
It costs a thousand five hundred A thousand five 1500.00

hundred

4. Close the window
Next we will create and use a custom entity

6. In the Entities window, click on + Add an entity and select + New Entity

Settings
2 Agent details
% Generative Al + New entity
O security + Register an external entity Description
o2 Authoring Canvas Age Age of a person, place, or th
ab Entities Boolean Pasitive or negative respons
= Clille ity Citu namnae avtractnd ac a o

7. Select Closed List
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Create an entity

+
\\:(: =

> |

Make your bot smarter with entities.

An entity is a piece of information (person, place,
thing, or concept) that the bot might want to pick

out from what your customer says.

Choose a method

Closed list

Define a list. Use when you have
an exact list of items that is a
manageable size (small to
miedium]).

Example: List of sizes

Extra small
Small
Medium
Large

Regular expression (Regex)

Define a specific logical pattern,
such as an |D number, credit
card number, IP address, and

Example: Article ID pattern that
starts with “kb" and ends with 6
digits, such as 'kb123456".

kb[0-9]{6}

arn how to use entities mare.

8. Within the Create an entity dialog, select Closed List.
9. Within the Name field of the new entity pane, enter the name Order|

Action,
10. Add three options within the List items called U pdatei, ECheckE, and ECanceIE,
You can also choose to add synonyms by selecting synonyms for each option

(optional for this task).

11. Make sure Smart matching is toggled on, and then select Save.

Order Action X
Name * List items
‘ Order Action ‘ Enter item
Description
Item Synonyms

Description (optional)

Update —+ Synonyms
Method
List Check -+ Synonyms
The copilot will try to match an item on the
list based on what the customer says.

Cancel —+ Synonyms

Modified
8 minutes ago

Smart matching

@ o

The Smart matching option enables the
copilot's understanding of natural language.
This can help match misspellings, grammar
variations, and words with similar meanings.

If the copilot isn't matching enough related
words, enhance the copilot's understanding
further by adding synonyms to your list
items.
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This action creates a new entity called Order Action that you can use with the Question node
in your topic to place User's entire response with Order Action.

12. Return to the Sales Buddy, create a new topic from scratch

& Sales Buddy (5 Overview  Knowledge | Topics JActions  Acti

+ Add a topic -

[ From blank

<. Create from description with Copilot

Name Trigger Description

® Goodbye & Phrases This topic tr

13. Name it: Check Order Status
(% sales Buddy (3 Overview Knol

Check Order Status

9 v

14. Enter several appropriate phrases (Note: In Agent Settings, under Generative
Al tab, you need to switch to Classic mode for trigger phrases; Otherwise,
use the trigger with Generative Al where you describe when to trigger this

Phrases
0] Trigger To start learning, the agent needs 5-10 short
trigger phrases.
o Phrases Show writing tips
B 2 gdit
- Add phrases
Phrases Phrases teach the agent different ways someone might
Order status ask about this topic. Natural language ui nding
Check order helps identify a topic based on meaning and not exact
Changing order status
| Enter text
%5 To add items in bulk, paste in line-separated items or
6 use Shift+Enter to create line separation or

upload a file | download

Order status

Check order

Changing order status
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15. Click to add a node and choose Ask a question

@  Trigger

™

o Phrases
® 2 kdit

Phrases

Order status

Check order
Changing order status

|
X

(=) Send a message

(D Aska question

Ask with adaptive card

1 Add a condition

16. Enter Can | help you with the status of an order? Select Identify, and a slide-
out menu will display on the right, where you can select an entity from the
list.

Search for and select the custom entity that you created in the previous step
called Order Action.

Changing order status

+ Choose information to identify X
L To help the agent pick out specific information from
D) Question Text ~ ===  yOUr user's response, choose an option or entity
/O Search
+ Add v
Can | help you with the status of an... Create an Entity ?
" MUITIpIE CNOICE OPTIONS
Identify Prebuilt, String
T uTiple cholce options ?
Options from a list variable
. Tabl
Options for user e
-+ New option Order Action

Missing multiple choice options
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17. In the Save user response as box, click to rename the variable to OrderStatus

Identify |
ultiple choice options >

Options for user

IViUITIpIe CNOICE opuions

-+ New option

Missing multiple choice options

User's entire response

a2
o Phrases
® 7 Edit
Phrases
Order status
Check order
Changing order status
| . . . .
+ Choose information to identify X
L To help the agent pick out specific information from
@ Question Text ~v  aee your user's response, choose an option or entity.
,D Search |
+ Add v~ |
Can | help you with the status of an... Create an Entity >

Options from a list variable

18. Select options for user and then select all the options to display to the user.

O Question Text

+ Add v

Can | help you with the status of an...

Identify
@ Order Action

Select options for user

Options for user

Update
Check l

Cancel ‘

Save user response as

(X} OrderStatic rhnire

19. Save your topic

©2025 Micros

oft Corporation

Interruptions
Configure when this action can be interrupted

User options for Order Action %
L search l
List values (3) Display
Update
Check
Cancel
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You have successfully set up a custom entity for your Question node. The default behavior for
question nodes is, if the variable that the question response is stored in has a value already,
then the question is skipped and not asked.

20. Test by asking about an order

Hello, I'm Sales Buddy, a virtual assistant. I'm
here to support your Account, Leads, Customer
events and activities, and more!

20 minutes ago

Checking status of an order

Just now

Can | help you with the status of an order?
Just now

Update Check Cancel

Ask a question or describe what you need

0/2000 2 B

Obviously, we would build out the process to a greater degree such as identifying the
customer, locating orders, including conditions for the entity selection, etc.

A more comprehensive example could be found here:
Use entities and slot filling in agents - Microsoft Copilot Studio | Microsoft Learn

5.lmage & Voice Capability

Copilot Studio supports interactive voice response (IVR) capabilities, including speech and
dual-tone multi-frequency (DTMF) input, context variables, call transfer, and speech and
DTMF customization.

Before you can create or edit agents for voice scenarios, you need a phone number to use.
With Azure Communication Services, you can get a new phone number or use an existing

phone number. For more information, see Integrate a voice-enabled agent with Dynamics

365 Customer Service.

Key concepts for voice authoring
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With the growing trend toward self-service applications, voice-enabled agents are making a

huge difference for businesses. Voice-enabled agents are used in various applications, such

as call centers, mobile apps, and messaging platforms.

Voice-enabled agents can collect user input through speech and Dual-Tone Multi-Frequency

(DTMF).

Supported voice features

After your agent is ready for voice services, you can configure features for your scenario.

Expand table

Feature

Barge-in

Dual-tone multi-
frequency (DTMF)

Latency message

Silence detection and

timeouts

Speech recognition
iImprovement

Speech Synthesis

Markup Language
(SSML)

Description

Allows users to interrupt the system at any time during the
conversation.

Allows users to enter data by pressing keys on their phone keypad.
DTMF can accept single key menu navigation and collect business
information with multi-digits.

Send messages or audio to inform users that the system is still
processing their request in long-running operations.

Detects when the user stops speaking, allowing the system to
respond appropriately.

Speak naturally, without a script-a user's spoken command or
question is translated for the voice-enabled agent to process.

Control how your agent's voice sounds and behaves with users. You
can control the tone, pitch, and speed of the voice that interacts
with the user.

How to configure voice features

The following articles show you how to enable features, for a given scenario, step by step.

e Collect user input via speech and DTMF

o Dual-tone multi-frequency (DTMF) support

©2025 Microsoft Corporation
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o Silence detection and timeouts

o Speech recognition improvement

e Control how your agent's voice sounds and behaves with users

o Barge-in

o Latency message

o Speech synthesis markup language (SSML)

e Control the call flow by transferring calls or hanging up

o Transfer a call to a representative or external phone number

o Hang up call at the end of a conversation

e Authoring capabilities when building a voice-enabled agent

o Build a voice-enabled agent from a template

o Speech & DTMF modality

o Use voice variables

o lest your voice-enabled agentin chat

Known limitations

These tips and limitations help you successfully integrate voice into your agent.

Expand table

Feature

Channel order

Language/Locale

Tip or limitation

Enable the Telephony channel first and then connect with Dynamics
365. The sequence is for channel reconnection.

For a full list of supported languages and locales, see Language
support. If you have a customized locale request, contact the Copilot
Studio team.
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Feature

DTMF

DTMF only

Latency message
on Action node

Test chat dial pad

Multilingual voice-
enabled agents

hub

Generative Al for
voice-enabled agents

Tip or limitation

The question node supports copilot single-digit DTMF (global
command) and multi-digit DTMF, with conflict handling for the DTMF
key at the same time.

When DTMF only for voice is enabled, some timers might not be
effective, such as interdigit timeout for DTMF or silence detection
timeout.

- If you don't enable latency message or the message is empty, all
messages before the action node are blocked and sent after the
action completes.

- If you use multiple consecutive action nodes for one topic and hit
any unexpected results, add a message node between the
consecutive action nodes.

Pressing a key on the dial pad in the Test chat returns "/DTMF#,"
which isn't supported, and isn't a valid input. Instead, the command
"/DTMFkey#" should be typed into the chat.

If you incorporate a multilingual voice-enabled agent, you must
set authentication to No authentication to be able to publish on the
Dynamics 365 Customer Service channel.

Customer engagement Apart from Dynamics 365, all the other customer engagement

channels only work with chat-based agents. The following aren't
supported for voice-enabled agents:

- Genesys

- Live person

- Salesforce

- ServiceNow

Creating and editing topics with Copilot isn't supported for voice-

enabled agents. Copilot doesn't create messages for Speech & DTMF,
and doesn't configure DTMF mappings.
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Feature

Environment release
cycle

Tip or limitation

Currently, voice-enabled agents are only available
in Standard environments. For more information, see Unable to turn

on Optimize for voice.

/. Configuring Agent Analytics

Analytics are crucial for understanding how your agent operates and pinpointing areas for

improvement. In this section, you'll explore the different analytics tools available within

Copilot Studio and how to leverage them for optimal performance.

The Analytics page in Copilot Studio provides an aggregated insight into the overall

effectiveness of your agent across analytics sessions.

Most likely your agent will not have produced enough activity yet to preview good insights,

but we will tour the options available with example data.

% Financial Advisor Agent (5 Cveview  Knowledge  Topis  Adtions  Acty  Anahics  Channels

Hew amatyiics D
Toral sepsions O Engagemen O Satisfaction wone O
863 80% 4.6/5.0
Effectiveness

Outcomes and engagement = et ditudi

Knowledge source use (preview) © See detal

Total sounce upe & Top sounce use @

55%

Error rate ©

25%

Total anwwer rate © —_—

4

Saurday Surday Masrday Tusiday Wecnesy

User feedback ©
Sativfaction seove O Satisfaction by sevion O

4.6/5.0 —

Based on 184 survey responses @ Cimatibed 8 $utrsl 9 Sotnled
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There are three core areas to focus on when reviewing and improving agent effectiveness:

« Outcomes and engagement: Knowing the end result of a conversation helps you
begin to identify where your agent is succeeding and where it needs improvement.

« Knowledge source use: Seeing how often your knowledge sources are used helps you
understand how well your agent is able to provide answers to user questions.

o Action use: Learning how often actions are used and how often they succeed can help
you understand if those actions are useful and successful for users.

» User feedback: Reviewing user feedback helps you identify new user scenarios and
issues and make improvements based directly on what your users are asking for.

You can view analytics for events that occurred in the last 360 days.
Note

On February 20, 2025, the data retention for analytics changed from 90 days to 360 days, so
you can only view analytics from events that occurred after November 22, 2024, even if they
happened within the last 360 days.

Outcomes and engagement

The Outcomes and engagement section shows a chart that tracks the type of outcome
for each session between your agent and users.
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Duiteames and engagement *

SEESOn gULLOmes

Demritsd dvisonm

Topict by outome

Resobved &

Lier rmaal ]
Prodiuct Type [ ] 44

Rirtuig

Shiorw 3l

Excalated ©

Fursal et T 0
Track order |
[ ]

Chapck prashact imventary

STelri &

Abgndoned O

Adle aither Suailion [ ]
Help us improve [ | ]
Dl crchens [ ]

Shiow ol

To open a side panel with a pie chart breakdown of session outcomes, along with the top
topics that led to each outcome, select See details on the chart.

A session falls into one of the following two states:

« Unengaged: A session starts when a user interacts with your agent or the agent sends
a proactive message to the user. The session begins in an unengaged state.

o Engaged: A session becomes engaged when one of the following occurs:
o anon-system topic is triggered
o the session is escalated
o the fallback topic is triggered

o the conversational boosting topic is triggered
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Once the session becomes engaged, it remains engaged. An engaged session has one of the
following outcomes:

o Escalated: A session ends and is considered escalated when the Escalate topic is
triggered or a Transfer to agent node is run (the current analytics session ends,
whether the conversation transfers to a live agent or not).

e Resolved: A session ends and is considered resolved when the End of
Conversation topic is triggered and the user confirms that the interaction was a
success or lets the session time out.

» Abandoned: A session ends and is considered abandoned when an engaged session
times out after 36 minutes and didn't reach a resolved or escalated state.

You can also set the outcome for actions with the conversationOutcome parameter using the
action code editor. For example, conversationOutcome: ResolvedConfirmed for confirmed
success or conversationOutcome: ResolvedImplied for implied success.

See the guidance documentation Measuring copilot engagement for suggestions and best
practices on how to measure and improve engagement.

Knowledge source use

The Knowledge source use section shows a chart and metrics that track how often your
knowledge sources are used in conversations between your agent and users.

It also shows trend indicators for how often your sources are being used, how many errors
are being generated, and how many times the source is being used to provide answers to
user questions.

The chart displays the top five knowledge sources used over the date range defined at the
top of the Analytics page.

Knowledge source use (preview) © See details

Total source use @ Top source use @

78% 5% 100%
-_
T
Error rate @
3% V2% 50%
Total answer rate @
95% 8% 0%

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

Internal wiki for knowledge A new knowledge source Another source of knowle... @ Datasource #3 @ Knowledge source 1
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Select See details to open a side panel with knowledge source usage and error rates over
your selected time period. You can use these charts to identify which knowledge sources
work well to help users, and which to target for improvements.

« Knowledge source use shows the percentage of sessions that used each knowledge
source the agent has access to.

e Errors shows the percentage of sessions that used each knowledge source type (for
example, SharePoint) that resulted in an error.

Action usage

The Action use section shows a chart and metrics that track how often your actions are
started over time, and how often those actions complete successfully.

It also shows trend indicators for how often your actions are being used and the percentage
of called actions that completed successfully.

Note:
Actions analytics are available for agents with generative mode turned on.

The chart displays the top five actions used over the date period defined at the top of
the Analytics page.

To open a side panel with a list of all actions used in the specified time period, along with
trend indicators, select See details on the chart.

Actions use (preview) © See details

Total action use @ Top action use @

756 5% 160

Success rate ©

959% ta%

User feedback

The User feedback section shows a chart and metrics that track the average customer
satisfaction (CSAT) scores for sessions in which customers respond to an end-of-session
request to take the survey.
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8. Improving Agent Effectiveness

Once your agent is set up and analytics are configured, the next step is to utilize these
insights to enhance agent effectiveness. This involves iterative testing, performance tuning,
and adapting strategies based on analytical feedback.
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