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Course Content 
 

Description:  
This course teaches learners how to configure and operate an intelligent contact center using 

Microsoft contact center capabilities and integrated AI features. Learners focus on deploying and 

configuring contact center environments, including embedded and standalone modes, connecting 

data sources and third‑party Contact Center as a Service (CCaaS) solutions, and enabling Copilot and 

agent capabilities that enhance the customer and agent experience. The course emphasizes 

understanding how channels, users, and security settings work together to support scalable and 

efficient customer engagement. 

 

Prerequisites: 
• Familiarity with Copilot Studio agent authoring, including topics and trigger phrases 
• Microsoft Teams with Teams Phone configured and PSTN connectivity (for voice channel modules) 
• Basic familiarity with Copilot Service workspace and the agent experience 
• Basic familiarity with Power BI reports and Microsoft Fabric workspaces 
 

Target Audience: 
This course is intended for implementation professionals who are responsible for designing, 

configuring, and deploying contact center solutions and want to deepen their skills at the 

intermediate level. It is designed for learners who already understand basic contact center concepts 

and are ready to learn how to configure channels, users, security, work distribution, routing 

strategies, and AI‑assisted capabilities in real-world implementations. Learners use this course to 

build confidence in configuring scalable, intelligent contact center solutions that support agent 

productivity, customer engagement, and supervisor oversight across voice and digital channels. 

 

Topics: 

Implement an AI-powered contact 

center with Dynamics 365: 
Introduction to implementing Dynamics 365 

Contact Center 

• Introduction 
• Explore the core capabilities of Dynamics 365 

Contact Center 

• Explore contact center architecture 
• Security, governance, and compliance 
• Discover the prebuilt AI agents and AI maturity 

model 
• Cost and licensing 
• Knowledge check 
• Summary 
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Configure Dynamics 365 Contact Center core 

capabilities 

• Introduction 
• Explore the Copilot Service admin center 
• Configure the Copilot Service workspace 
• Embed the Contact Center widget in non-

Microsoft CRM systems 
• Set up Copilot and agents in Contact Center 
• Manage users in Dynamics 365 Contact Center 
• Configure ALM for Contact Center deployments 
• Knowledge check 
• Summary 
 

Configure queues in Dynamics 365 Contact 

Center 

• Introduction 
• Create and manage queues for unified routing 
• Manage queue availability 
• Control work distribution within a queue 
• Knowledge check 
• Summary 
 

Configure routing in Dynamics 365 Contact 

Center 

• Introduction 
• Configure workstreams and work classification 

rules 
• Configure the engagement agent 
• Configure routing 
• Troubleshoot routing using conversation 

diagnostics 
• Knowledge check 
• Summary 
 

Configure channels in Dynamics 365 

Contact Center: 
Configure chat and digital channels in Dynamics 

365 Contact Center 

• Introduction 
• Overview of channels 
• Configure digital channels 

• Configure the chat channel 
• Configure advanced settings for the chat 

channel 
• Configure a custom channel 
• Knowledge check 
• Summary 
 

Configure the voice channel in Dynamics 365 

Contact Center 

• Introduction 
• Set up and provision the voice channel 
• Set up a voice workstream 
• Define voice queues 
• Make and receive calls 
• Integrate an IVR system with the voice channel 
• Analytics, reports, and call insights 
• Knowledge check 
• Summary 
 

Configure advanced settings for channels in 

Dynamics 365 Contact Center 

• Introduction 
• Manage advanced conversation settings 
• Configure advanced message settings 
• Configure the timeline 
• Configure the Channel Integration Framework 
• Configure feedback with Copilot Studio 
• Knowledge check 
• Summary 
 

Design and deploy intelligent voice agents in 

Dynamics 365 Contact Center 

• Introduction 
• Understand voice agent architecture and 

orchestration 
• Customize voice agents for your organization 
• Configure multilingual voice agents 
• Security and compliance for voice agents 
• Knowledge check 
• Summary 
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Empower customer service 

representatives in Dynamics 365 

Contact Center: 
Optimize staffing with workforce management 

in Dynamics 365 Contact Center 

• Introduction 
• Explore workforce management capabilities for 

your contact center 
• Configure forecasting 
• Configure shift management and scheduling 
• Integrate third-party workforce management 

solutions 
• Knowledge check 
• Summary 
 

Tailor the agent workspace with experience 

profiles in Dynamics 365 Contact Center 

• Introduction 
• Create and configure experience profiles 
• Configure templates for sessions and 

notifications 
• Configure the inbox for service representatives 
• Knowledge check 
• Summary 
 

Accelerate service delivery with productivity 

tools in Dynamics 365 Contact Center 

• Introduction 
• Configure scripts and macros 
• Enable custom productivity panels 
• Enable Teams collaboration 
• Extend productivity tools 
• Knowledge check 
• Summary 
 

Configure knowledge management in Dynamics 

365 Customer Service and Contact Center 

• Introduction 
• Describe the knowledge management process 

and configure settings 
• Author and publish knowledge articles 
• Configure the Customer Knowledge 

Management Agent 
• Manage knowledge article versions, categories, 

and translations 
• Configure internal knowledge search 
• Integrate and search external knowledge 

sources 
• Module assessment 
• Summary 
 

Configure AI agents and Copilot in Dynamics 

365 Contact Center 

• Introduction 
• Understand the AI landscape in Dynamics 365 

Contact Center 
• Configure the Customer Assist Agent 
• Configure the Quality Assurance Agent 
• Configure the Service Operations Agent 
• Configure Copilot to assist your service 

representatives 
• Extend Copilot with plugins and measure its 

impact 
• Knowledge check 
• Summary 
 

Monitor and optimize Dynamics 365 

Contact Center with AI-driven 

insights: 

 

Register for this class by visiting us at: 

www.tcworkshop.com or by calling us at 800-639-3535 
 

NASBA CPE details are provided on the following pages. 

 

http://www.tcworkshop.com/
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NASBA Information 
Level: Intermediate 

Advanced Preparation:  

Attendance Requirement: To be awarded the full credit hours, you must sign in and attend the entire course. 

Recommended Field(s) of Study: Computer Software & Applications 

Recommended CPEs: 23.40 

 

Policies: Course Registration, Cancellation, Refund, and Complaint Resolution 

For more information regarding administrative policies such as complaint and program cancellation policies, 

please contact our offices at 800-639-3535 or visit us at: www.tcworkshop.com 

 

Official National Registry Statement:  

The Computer Workshop is registered with the National Association of State Boards of Accountancy (NASBA) 
as a sponsor of continuing professional education on the National Registry of CPE Sponsors. State boards of 
accountancy have final authority on the acceptance of individual courses for CPE credits. Complaints 
regarding registered sponsors may be submitted to the National Registry of CPE Sponsors through its website: 
www.nasbaregistry.org 

 
NOTE:  Since our information is in multiple places on our website or in PDF format that is sent to clients, we 

have provided our normal course content with the NASBA Information added along with links to our policy 

page on the web.  We will add our name to the Official National Registry Statement after we are approved. 

 

http://www.tcworkshop.com/
http://www.nasbaregistry.org/

