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This day is broken up by... _<
Introduction to conversational Al
First look at Power Virtual Agents

15-minute break

Build our first basic bot

’*Copilot

3 Closing
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It's easy to know where to begin and end...

A
\ 4

“Text Madison Send text message to
‘ , ’ ! N _ Success!
What’s up? Madison
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...the middle is the hard part
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named “Madison” named "Madison” . named “Madison )
v
\ 2”Maddv” > N\, Does this contact have Which Madison?
——————————— a mobile number? . ~ g
User input required -~ @J

5”555—555-5555"> No Yes, 1 Ves 1 I User input required
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\g ' | <___“From Inc@

“Email them :
instead” _— - User input required User input required
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know, cancel
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Send text .
< Success! >= { message to }/

Madison




Evolution of building Conversational Al
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|
Democratization of bot building
| | |

Past

Domains of specialized Built ‘in-house” by Partnership between

N rofessional developers :
vendors & data scientists P P business and pro

developers building
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Empower everyone in your organization to create bots

Get started easily

Point the Al to your website
to automatically build topics,
getting started within a few
clicks. Using Microsoft QnA
Maker technology.

N\

Democratize Al

Engage in tailored
conversations that

context with built-in slot-

filling and contextual
awareness capabllities.

450+ Pre built

Extend your conversations
to interact with third-party
services.

Multi channel
functionality

Available everywhere

your bot wherever you
engage with customers and
colleagues. Websites, mobile
apps, Facebook, Teams and

Low code
Authoring canvas

Easily create, test, and
maintain bots through a
simple, intuitive graphical
interface



Building bots today

Pro-code

Low-code

- Power Virtual \ Azure Bot Service,
Agents SDK + Bot Framework Composer
SaaS hosted low/no-code Build bots with code

Built on Azure Bot Service and Bot Framework
+Voice Channels for Dynamics 365 Customer Service

-

Composer offered a visual authoring canvas, built on top



The evolution of Power Virtual Agents

Environment o

Power Virtual Agents Fabrikam bot Default

Test chat VerifylD

Condition £ Condition

X torodCode

Select a variable

Set variable value




Create bot using simple, graphical interface \ /

Monitor Bot performance
and improve

Get starter topics to build upon
(from FAQs, sites, etc)

Create Bot using simple,
graphical interface

Public Bot to BF channels Author topics with NL, slot

extraction, variables, etc

Extend Bot with BF Skills
for complex scenarios

72\

Integrate Bot with backend APIs
using MS Flow







Chatbot Creation Process overview

Create new Revise
conversation conversation

Measure Measure

your bot your bot
performance performance
W Create new W Revise

topics topics

Create new
bot




Questions to help you get started

« What does it mean for your bot to truly answer their questions?

« What are some unexpected responses your bot may encounter?

« What data might you need access to and need to integrate with various systems to do so?
« What assumptions do your users have when they engage with your bot?

« What context do your users have when talking with your bot, and does this solution fit that mental
model?

« How can you design a bot that is easy for your users to navigate and find the answers they are
looking for?
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Who is a “user”?

Things to keep in mind

« Who is your user?

I
U What types of conversations will your
ser . . . .
bot be having with this audience?
A person who uses a product or service.

And lastly where will these
conversations take place ?

« Don’t forget who you're designing for

\O/\



Best practices

Understand your user Keep it simple and clear Be inclusive

Personality is important Use the right tools

\O/\



In your industry

Government | | Retail - Financial Services @ Education -

Simplify public information centers and Optimize order systems for customers

mprove customer security and lower
reduce call valume

Cut down on administrative costs
wait times

and storefronts with automation
Find COVID Get childcare Report Track my

| want to Request Report lost Check auto Redeem
testing center assistance road hazard order

make an inventory card loan status
exchange

When will How to get | want ta
paints In—persan financial aid drop a class
for miles classes resume?

Information Public Service

Shipping Manage Operations Manage
and policies programs tickets

Rewards Infermation Admissions Class
orders accounts

programs and policies schedules

B W 6P + HOZ + L o+ St HO +

Travel and Transport c o Professional Services L Manufacturing wlb
mprove traveler experiences with a single
point of contact

Healthcare »

Reduce patient-practitioner contact time
and administrative overhead

mprove customer retention with

Streamline operations by enabling
straightforward service offerings

independent troubleshooting
How heavy Choose Change my Upload Mest with Get a quote | have an Wiew all What does Tellus Submit health See available
can my your seat trip dates an image an aclvisor issue with my inspectian iy warranty about your insurance times

bags be? SCTEEnN logs cover? symptams claim

Trip Upselling Manage Virtwal field Scheduling Lead Technical Safety and Palicies Tele=health
infarmatian bookings

Claims Scheduling
support generation support compliance screening

+ HHH@O'I' .:'JHW'F +




Customer Service
Reduce call volume for quick resolutions

Where are
you located?

Reguest
a refund

Centralized
FAQS

Support tickets
[ o %
¥ "

IT

Optimize employee troubleshooting

How do |
reconnect
to the VPN?

Reset my
password

Support Technical FAQs

services

how & J

Describe
your issue

Pre-screening

+

Refresh
my laptop

Equipment
requests

O +

In your department

Finance

Save time by automating budget and expense approvals

Check
payment status

Submit
EXPENSEs
for approval

Update tax
infarmation

Invoices Payroll Budget

requests

Operations

Improve efficiency by digitizing paper processes

Check order
delivery times

Find case file Report
equipment

rmalfunction

Find Employee
documents safety

Manage
inventory

Illlsl

HR

Improve employee satisfaction and retention

Sign up for
healthcare plan

Benefits

A
W w

Book time off

Leave and
absence

O

Sales and Marketing

Increase up=-sell and conversion opporiunities

You're eligible
for a free

upgrade!

Promotions

Update

your email
preferences

Email

S @ €M

Report
office issue

Incident

reporting

D +

")

Purchase an

in-flight meal

Upselling

e +




First Looks At 2
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15 Minutes Break
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Bullding a static bot .
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Boost Power Virtual Agents Conversations with GPT

W——) .
C | Add website URLs

J Use Natural Language Understanding
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