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Course Information

Delivery Format: Instructor Led - Online

Certification: Microsoft Applied Skills: Transform contact center experiences with Al in

Dynamics 365

Related Exam: AB-250

Course Overview

This course teaches learners how to configure and operate an intelligent contact center using
Microsoft contact center capabilities and integrated Al 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.

About This Course



This course teaches learners how to configure and operate an intelligent contact center using
Microsoft contact center capabilities and integrated Al 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.

Who Should Attend

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 Al-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.



Detailed Course Outline

1 - Introduction to implementing Dynamics 365 Contact Center

Explore the core capabilities of Dynamics 365 Contact Center

Explore contact center architecture

Security, governance, and compliance

Discover the prebuilt Al agents and Al maturity model

Cost and licensing

2 - Configure Dynamics 365 Contact Center core capabilities

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

3 - Configure queues in Dynamics 365 Contact Center
e Create and manage queues for unified routing
e Manage queue availability

e Control work distribution within a queue

4 - Configure routing in Dynamics 365 Contact Center
e Configure workstreams and work classification rules
e Configure the engagement agent
e Configure routing

e Troubleshoot routing using conversation diagnostics

5 - Configure chat and digital channels in Dynamics 365 Contact Center



e Overview of channels

e Configure digital channels

e Configure the chat channel

e Configure advanced settings for the chat channel

e Configure a custom channel

6 - Configure the voice channel in Dynamics 365 Contact Center

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

7 - Configure advanced settings for channels in Dynamics 365 Contact Center
e Manage advanced conversation settings
e Configure advanced message settings
e Configure the timeline
e Configure the Channel Integration Framework

e Configure feedback with Copilot Studio

8 - Design and deploy intelligent voice agents in Dynamics 365 Contact

Center
e Understand voice agent architecture and orchestration
e Customize voice agents for your organization
e Configure multilingual voice agents

e Security and compliance for voice agents

9 - Optimize staffing with workforce management in Dynamics 365 Contact

Center



Explore workforce management capabilities for your contact center

Configure forecasting

Configure shift management and scheduling

Integrate third-party workforce management solutions

10 - Tailor the agent workspace with experience profiles in Dynamics 365

Contact Center
e Create and configure experience profiles
e Configure templates for sessions and notifications

e Configure the inbox for service representatives

11 - Accelerate service delivery with productivity tools in Dynamics 365

Contact Center
e Configure scripts and macros
e Enable custom productivity panels
e Enable Teams collaboration

e Extend productivity tools

12 - Configure knowledge management in Dynamics 365 Customer Service

and Contact Center
e Describe the knowledge management process and configure settings
e Author and publish knowledge articles

e 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

13 - Configure Al agents and Copilot in Dynamics 365 Contact Center



e Understand the Al landscape in Dynamics 365 Contact Center
e Configure the Customer Assist Agent

e Configure the Quality Assurance Agent

e Configure the Service Operations Agent

e Configure Copilot to assist your service representatives

e Extend Copilot with plugins and measure its impact

14 - Manage contact center operations with supervisor tools in Dynamics 365

Contact Center
e Enable supervisor controls for live conversations
e Monitor conversations and take action in real time

e Grant access to analytics and dashboards

15 - Reach customers first with proactive engagement in Dynamics 365

Contact Center
e Set up proactive engagement
e Configure proactive campaigns

e Set up the proactive engagement dashboard

16 - Unlock insights with analytics and reporting in Dynamics 365 Contact

Center
e Explore built-in analytics and reporting capabilities
e Extend analytics with Power Bl data model customization

e Monitor conversation health with Azure Application Insights
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Frequently Asked Questions

Q: What delivery options are available for AB-250T00: Transform contact center

experiences with Al in Dynamics 365?

We offer multiple delivery formats:
e Live Instructor-Led Classroom Online (Virtual/Live Online)
e Traditional Instructor-Led Classroom Training (ILT)
¢ On-site delivery at your offices anywhere in United Kingdom

e Private dedicated courses customized for your team

Q: What certification does this course prepare me for?

The AB-250T00: Transform contact center experiences with Al in Dynamics 365 course helps prepare
you for the Microsoft Applied Skills: Transform contact center experiences with Al in Dynamics 365

certification path.

Q: Which exam does this course prepare me for?

This course prepares you for the AB-250 official exam. You can take this exam at any exam center
across United Kingdom including London, Manchester, Birmingham, Edinburgh, or live online

wherever you are located.

Q: How many CPD hours does this course provide?

The 3-day AB-250T00: Transform contact center experiences with Al in Dynamics 365 course provides

up to 19.5 CPD hours of structured learning. CPD certificates can be provided upon request.

Q: What is the duration of the AB-250T00: Transform contact center experiences with

Al in Dynamics 365 training?

The training takes place over 3 day(s), with each day lasting approximately 24.00 hours including

breaks for lunch and refreshments.



Q: Do you provide corporate training for AB-250T00: Transform contact center

experiences with Al in Dynamics 365?

Yes, we provide corporate training, dedicated training, and closed classes for AB-250T00: Transform
contact center experiences with Al in Dynamics 365. Training can take place anywhere in United
Kingdom including London, Manchester, Birmingham, Edinburgh, or live online allowing teams from

across United Kingdom or internationally to attend.

Q: Why choose Nexus Human for AB-250T00: Transform contact center experiences

with Al in Dynamics 365?

Nexus Human is recognized as one of the leading training providers. Our trainers have won multiple
awards including:

e Small Firms Best Trainer Award

National Training Partner of the Year (Ireland) - Multiple Years

Global Top 30 Instructor Awards (2012, 2019, 2021)

Tech Excellence Award Nominations

Learning Performance Institute (LPI) External Training Provider Sponsor 2024

Q: Are there any discount codes available?

Yes! Use discount code PENPALS5 when booking your AB-250T00: Transform contact center
experiences with Al in Dynamics 365 training. Please note that only one discount code can be used

per booking and cannot be combined with other special offers.
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