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D E F I N I T I O N S  F I R S T

What are agents?
Three shapes, one spectrum — from answering questions to acting on your behalf.

Retrieval

“How do I request PTO?”

Looks up the answer in the knowledge it's been 

given — and cites where it came from. The 

simplest shape, and where most agents should 

start.

Task

“Submit a PTO request for next Friday.”

Takes an action when asked — looks up a record, 

starts a flow, calls an API. A person is still in the 

loop on every run.

Autonomous

“Every time I put an Out of Office on my calendar, 

submit a matching PTO request.”

Watches for a trigger and acts on your behalf —

nobody has to ask. The most powerful shape, and 

the one that earns its governance.

Simple ⟵ Agents vary in complexity depending on your need    ⟶ Advanced

Today's build is a retrieval agent — deliberately. Start at the simple end, prove it's right.

Agents use AI to automate and execute business processes, working alongside or on behalf of a person, team, or organization.



U N D E R  T H E  H O O D

Anatomy of a Copilot Studio agent
Six things every agent is made of — and the tab each one lives on. We'll walk them in this order on the live screen.

1 Instructions OVERVIEW

Natural-language direction for tone, scope, and 

behavior — the agent's job description. Capped at 

8,000 characters, which turns out to matter.

2 Knowledge KNOWLEDGE

Ground responses in files, SharePoint, Dataverse, 

websites, and enterprise data you already have.

3 Topics TOPICS

Scripted conversation paths. Where you go when the 

answer has to be the same every single time — or 

when a prompt rule is costing you more than it's 

worth.

4 Tools TOOLS

Actions the agent can take: 1,400+ connectors, Power 

Automate flows, MCP servers, custom APIs.

5 Channels CHANNELS

Publish once, meet users anywhere — Teams, 

SharePoint, web, and Microsoft 365 Copilot.

6 Analytics MONITOR · ACTIVITY

Sessions, engagement, escalation and abandon rates. 

Also where you find the questions you didn't think to 

test.



Let’s check out our agent of the day…



P R O O F ,  N O T  P R O M I S E S

Meet the OSHR Policy Assistant
Leave, benefits, retirement, and the statutes behind them — for state agency and UNC System employees.

25
documents

780
pages

100%
public record

Documents you already publish

OSHR policy, NCFlex, NC Total Retirement, 25 NCAC 01E, six NCGS 

chapters. Nothing internal, nothing migrated.

Cited on every answer

Filename, section, effective date — the inset is the real thing, not a 

mockup.

Your choice of model

Per-agent selection. This one runs GPT-5.1.

No connectors, no flows

Instructions plus knowledge. The cheapest possible build.



N A M E  &  D E S C R I P T I O N

P I C K  Y O U R  M O D E L

S O L I D  I N S T R U C T I O N S



G A V E  I T  S O M E  
K N O W L E D G E



A D V E R S E  W E A T H E R  R O U T I N G  T O P I C
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G E N E R A T I V E  A N S W E R S  N O D E

Adverse weather is handled by two 
different policies in North Carolina, 
and the rules are not the same. Which 
one applies to you?

This tool can handle queries like 
these: adverse weather, I can't drive 
in, roads are too icy to drive, can I stay 
home because of the weather, is the 
office closed today

Adverse Weather Topic



C H A N N E L S



Agent Building is an Iterative Process



W R A P - U P

Best practices — all six earned the hard way

Write the questions first

A fixed set with pre-verified answers, written before 

the agent exists. Spot-checking whatever comes to 

mind cannot detect a regression.

Verify against source, not plausibility

Open the PDF and read the governing section. Every 

wrong answer in this project read beautifully.

Re-run what the fix wasn't for

The fix that worked best caused the only regression. 

Fixes do not accumulate cleanly.

Inventory in the prompt

Tell it what it holds, or it reasons about your corpus 

from genre. But name mechanisms, never figures: 

give it a fact specific enough to answer with and it 

stops reading the document.

Curate before you blame retrieval

Superseded plan years and irrelevant statute chapters 

are the cheapest accuracy problem you'll ever fix.

Use a topic when it must be exact

Eligibility gates, disambiguation, escalation, anything 

with legal exposure. Don't ask fluency to be 

deterministic.



W R A P - U P

Get your own environment
How to apply for a Developer environment and get started with Enterprise Collaboration Services

Link to your Copilot Resources Page
https://ncconnect.sharepoint.com/sites/O365/SitePages/M365-Copilot.aspx

Direct link for submitting a Power Platform support ticket to create a developer's environment.
Power Platform

https://ncconnect.sharepoint.com/sites/O365/SitePages/M365-Copilot.aspx?xsdata=MDV8MDJ8cGF0cmljay5vZ29ybWFuQG1pY3Jvc29mdC5jb218OWRjZDJjN2ZmMWE3NGE2Nzk3NGQwOGRlZjMyODRkMzZ8NzJmOTg4YmY4NmYxNDFhZjkxYWIyZDdjZDAxMWRiNDd8MXwwfDYzOTIxNTU1MTU5MTI0NzgzMHxVbmtub3dufFRXRnBiR1pzYjNkOGV5SkZiWEIwZVUxaGNHa2lPblJ5ZFdVc0lsWWlPaUl3TGpBdU1EQXdNQ0lzSWxBaU9pSlhhVzR6TWlJc0lrRk9Jam9pVFdGcGJDSXNJbGRVSWpveWZRPT18MHx8fA%3d%3d&sdata=SlRSa3VyZVpMLzgwTlpHa2RqcG5XcXFaWWdmaXdKMENFelJaMXA4NzRMQT0%3d
https://ncconnect.sharepoint.com/sites/O365/SitePages/M365-Copilot.aspx?xsdata=MDV8MDJ8cGF0cmljay5vZ29ybWFuQG1pY3Jvc29mdC5jb218OWRjZDJjN2ZmMWE3NGE2Nzk3NGQwOGRlZjMyODRkMzZ8NzJmOTg4YmY4NmYxNDFhZjkxYWIyZDdjZDAxMWRiNDd8MXwwfDYzOTIxNTU1MTU5MTI0NzgzMHxVbmtub3dufFRXRnBiR1pzYjNkOGV5SkZiWEIwZVUxaGNHa2lPblJ5ZFdVc0lsWWlPaUl3TGpBdU1EQXdNQ0lzSWxBaU9pSlhhVzR6TWlJc0lrRk9Jam9pVFdGcGJDSXNJbGRVSWpveWZRPT18MHx8fA%3d%3d&sdata=SlRSa3VyZVpMLzgwTlpHa2RqcG5XcXFaWWdmaXdKMENFelJaMXA4NzRMQT0%3d
https://ncconnect.sharepoint.com/sites/O365/SitePages/M365-Copilot.aspx?xsdata=MDV8MDJ8cGF0cmljay5vZ29ybWFuQG1pY3Jvc29mdC5jb218OWRjZDJjN2ZmMWE3NGE2Nzk3NGQwOGRlZjMyODRkMzZ8NzJmOTg4YmY4NmYxNDFhZjkxYWIyZDdjZDAxMWRiNDd8MXwwfDYzOTIxNTU1MTU5MTI0NzgzMHxVbmtub3dufFRXRnBiR1pzYjNkOGV5SkZiWEIwZVUxaGNHa2lPblJ5ZFdVc0lsWWlPaUl3TGpBdU1EQXdNQ0lzSWxBaU9pSlhhVzR6TWlJc0lrRk9Jam9pVFdGcGJDSXNJbGRVSWpveWZRPT18MHx8fA%3d%3d&sdata=SlRSa3VyZVpMLzgwTlpHa2RqcG5XcXFaWWdmaXdKMENFelJaMXA4NzRMQT0%3d
https://ncconnect.sharepoint.com/sites/O365/SitePages/M365-Copilot.aspx?xsdata=MDV8MDJ8cGF0cmljay5vZ29ybWFuQG1pY3Jvc29mdC5jb218OWRjZDJjN2ZmMWE3NGE2Nzk3NGQwOGRlZjMyODRkMzZ8NzJmOTg4YmY4NmYxNDFhZjkxYWIyZDdjZDAxMWRiNDd8MXwwfDYzOTIxNTU1MTU5MTI0NzgzMHxVbmtub3dufFRXRnBiR1pzYjNkOGV5SkZiWEIwZVUxaGNHa2lPblJ5ZFdVc0lsWWlPaUl3TGpBdU1EQXdNQ0lzSWxBaU9pSlhhVzR6TWlJc0lrRk9Jam9pVFdGcGJDSXNJbGRVSWpveWZRPT18MHx8fA%3d%3d&sdata=SlRSa3VyZVpMLzgwTlpHa2RqcG5XcXFaWWdmaXdKMENFelJaMXA4NzRMQT0%3d
https://ncconnect.sharepoint.com/sites/O365/SitePages/M365-Copilot.aspx?xsdata=MDV8MDJ8cGF0cmljay5vZ29ybWFuQG1pY3Jvc29mdC5jb218OWRjZDJjN2ZmMWE3NGE2Nzk3NGQwOGRlZjMyODRkMzZ8NzJmOTg4YmY4NmYxNDFhZjkxYWIyZDdjZDAxMWRiNDd8MXwwfDYzOTIxNTU1MTU5MTI0NzgzMHxVbmtub3dufFRXRnBiR1pzYjNkOGV5SkZiWEIwZVUxaGNHa2lPblJ5ZFdVc0lsWWlPaUl3TGpBdU1EQXdNQ0lzSWxBaU9pSlhhVzR6TWlJc0lrRk9Jam9pVFdGcGJDSXNJbGRVSWpveWZRPT18MHx8fA%3d%3d&sdata=SlRSa3VyZVpMLzgwTlpHa2RqcG5XcXFaWWdmaXdKMENFelJaMXA4NzRMQT0%3d
https://ncconnect.sharepoint.com/sites/O365/SitePages/M365-Copilot.aspx?xsdata=MDV8MDJ8cGF0cmljay5vZ29ybWFuQG1pY3Jvc29mdC5jb218OWRjZDJjN2ZmMWE3NGE2Nzk3NGQwOGRlZjMyODRkMzZ8NzJmOTg4YmY4NmYxNDFhZjkxYWIyZDdjZDAxMWRiNDd8MXwwfDYzOTIxNTU1MTU5MTI0NzgzMHxVbmtub3dufFRXRnBiR1pzYjNkOGV5SkZiWEIwZVUxaGNHa2lPblJ5ZFdVc0lsWWlPaUl3TGpBdU1EQXdNQ0lzSWxBaU9pSlhhVzR6TWlJc0lrRk9Jam9pVFdGcGJDSXNJbGRVSWpveWZRPT18MHx8fA%3d%3d&sdata=SlRSa3VyZVpMLzgwTlpHa2RqcG5XcXFaWWdmaXdKMENFelJaMXA4NzRMQT0%3d
https://nam06.safelinks.protection.outlook.com/?url=https%3A%2F%2Fncdit.servicenowservices.com%2Fesc%3Fid%3Dsc_cat_item%26sys_id%3D89c80c128768ba107eefc80acebb3583%26table%3Dsc_cat_item&data=05%7C02%7Cpatrick.ogorman%40microsoft.com%7C9dcd2c7ff1a74a67974d08def3284d36%7C72f988bf86f141af91ab2d7cd011db47%7C1%7C0%7C639215551591263463%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=j9Go3nGSR9alvCkgfyQcAJmw4x1mlbWVQe32AJOtPLs%3D&reserved=0


S W I T C H  S C R E E N S

Copilot Studio

make.powerapps.com → Copilot Studio → NC State HR Assistant
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