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Hi!

Kelly & Ben
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What we’ll cover

• What is Omni Channel?

• Copilot in a previous life

• Copilot Studio (PVA Reborn)

• Why use Generative AI

• Conversation Boosting

• Limitations

• Custom Actions (Demo)

• Pricing

• Getting Started
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Hands up, who is using Omni Channel or a Power 
Virtual Agent/Copilot Studio?
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What is Omni Channel

• Multi-channel Communications
• Live Chats
• Escalation from ‘Bots’
• Escalation internally
• Sentiment Analysis
• Co-Pilot Summarisation
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Demonstration Omni Channel
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• Used to be called Power Virtual Agents (also 

known as a Chatbot)

• Can be surfaced on a website, Power Pages 

Portals and More

• Connects Chats to Customer Service Agents 

in the Customer Service Workspace (based 

on skills, presence and capacity

• Chats are based on Topics that were called 

from trigger phases in combination with 

standard system topic’s such as Hello, 

Goodbye and pass to agent (when 

connected to omnichannel)

• No access to AI or direct access to external 

datasources, therefore all trigger phases and 

responses need to be programmed.

• This created a linier approach to how the 

PVA responded.

Copilot in a Previous Life
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Demonstration PVA
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Copilot Studio Overview

• Does everything a PVA 

could do.

• Although Topics can 

still be used in 

conjunction with trigger 
phrases.

• Generative AI can now 

be switch on to allow 

Dynamic chaining of 

requests and reply with 
AI based suggestion

• Allows you to describe 

how the bot behaves

• Integration with Plugins 

(Preview). This allows your 

Copilot to retrieve 

information from other 

sources including

• Business Central 

• CRM

• MSN Weather

• Power Automate
• Excel/Word/PDF’s

• SharePoint

• Etc

• Connect to different 

channels including Teams, 

Facebook, Slack, Power 

Pages Portal and custom 

website.

• Configurable using No 

Authentication, Teams 

Authentication or 

Application Registration 
(through the Entra Admin 

Centre)



CRM CONNECT 2024

Why use Generative AI

• The use of Topics was a linear experience. 

Topics needed clear definitions

• Generative AI used the Chat GPT 3.5 Turbo 

Large Language Model (LLM) – This is Open 

AI – Hosted on an Internal Azure service

• Implemented using Retrieval Augmented 

Generation – (This allows a combination of 

Chat GPT and Internal (or external data 

sources)

• Generative AI stores the last 10 turns of the 

chat and uses this for context throughout the 

chat

• Generative AI pulls the top 3 results for all the 

sources it has been plugged in to.
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Conversation Boosting Topic

• Conversation boosting can be used as a 
fallback topic if your Copilot can’t 
understand what the user is asking. In a PVA 
this would be ‘Pass to an Agent’ 
(Omnichannel). 

• Two ways to use it.

• Can be used across the entire Copilot 
experience or plugged in to specific 
components of a Topic
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Custom Instructions

• Allows you to set the tone of your 
Copilot including;

• The Length of the response

• Format

• Persona and tone

• Influence the response

More Information here

Custom Instructions for Copliot Examples

https://learn.microsoft.com/en-us/microsoft-copilot-studio/nlu-generative-answers-prompt-modification
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Limitations
Documents

• Maximum File Size of 3MB

• The Document must be uploaded 
(can’t use a link)

• Indexing is provided by the DataVerse 
search

• Better for Unauthenticated users

SharePoint and One Drive
• Connect Maximum of 4 SharePoint 

Sites

• Maximum File Size of 3MB

• Authentication required

Websites
• Maximum of 4 sites (Consider where 

your content is)

• Uses Bing Search Index

Custom Actions (Preview)
• Not quite there yet, but shows promise
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Demonstration of Copilot



Thank you.
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