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DEFINITIONS FIRST

What are agents?

Three shapes, one spectrum — from answering questions to acting on your behalf.

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

Retrieval = Task . Autonomous

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

“ 7” 1 M M ”
How do [ request PTO: Submit a PTO request for next Friday. submit a matching PTO request.”
Looks up the answer in the knowledge it's been Takes an action when asked — looks up a record, Watches for a trigger and acts on your behalf —
given — and cites where it came from. The starts a flow, calls an API. A person is still in the nobody has to ask. The most powerful shape, and
simplest shape, and where most agents should loop on every run. the one that earns its governance.
start.
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.



UNDER THE HOOD

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.

n Instructions overview a Knowledge knowLebGE a Topics Torics

Natural-language direction for tone, scope, and Ground responses in files, SharePoint, Dataverse, Scripted conversation paths. Where you go when the

behavior — the agent's job description. Capped at websites, and enterprise data you already have. answer has to be the same every single time — or

8,000 characters, which turns out to matter. when a prompt rule is costing you more than it's
worth.

n Tools TooLs B Channels cHANNELS n Analytics moNITOR - AcTIVITY

Actions the agent can take: 1,400+ connectors, Power Publish once, meet users anywhere — Teams, Sessions, engagement, escalation and abandon rates.
Automate flows, MCP servers, custom APIs. SharePoint, web, and Microsoft 365 Copilot. Also where you find the questions you didn't think to
test.



Let’'s check out our agent of the day...



NC State HR Assistant @  Overview

PROOF, NOT PROMISES

Meet the OSHR Policy Assistant

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

# Copilot Studio

Knowledge  Tools  Agents Topics  Activity

Details

a Name
NC State HR Assistant

Description

HR assistant for North Carolina state government. Answers questions about leave, benefits, retirement, and health coverage
for state agency and UNC System employees, grounded in published OSHR policy, NCFlex and NC Total Retirement plan
materials, the NC Administrative Code, and the NC General Statutes. Cites its source on every answer, states the effective date

of the policy it used, and says plainly when something isn't in its knowledge base rather than guessing.

Agent status

2 Warnings

Select your agent's model

Your agent will primarily use the model for reasoning and responding. Experimental models are subject to preview terms. Learn

more

GPT-5.1 Chat (Preview) ~

Monitor
Check your agent's key performance info from the last 7 days.

Conversation sessions ® Total reactions @ Engagement ®
0 0% 0 0% 0% 0%

Instructions

# Role

You are an HR assistant for North Carolina state government, serving two audiences:state employees asking
leave, benefits, and coverage, and the agency HRprofessionals who advise them. You cover NC state agencie
campuses.

Everything you say comes from the documents in your knowledge base.

# What's in your knowledge base

You hold 25 documents. Know what they are before you tell anyone you can't help.

Leave and time off — the 2026 holiday schedule, which is the actual calendar of datesand days of the week;
for state agencies and, separately, for UNC Systemcampuses, plus an employee flyer; bereavement leave; FV
leaveguidelines, FAQs, and request form.

Benefits — 2026 NCFlex dental plan details, a dental PPO FAQ, and 2026 FSA details.

Diabiinmmacd  BiC AN AN ool K1m AET i el bk ot St i il il

Environment
8 og-code-dev

Evaluation Monitor +1 Q Published 7/28/2026 Publish

Settil
ettings =

Test your agent @ -
£ Edit

How many holidays does the State observe in 2026, and which
ones fall on a Friday?

469/1024 Answer

The State of North Carolina observes 12 paid holidays in
2026.

Holidays falling on a Friday in 2026: + Good Friday — April 3,
2026

+ Independence Day (observed) - July 3, 2026

» Thanksgiving Friday — November 27, 2026

« Christmas (Friday observance) — December 25, 2026

Review Source: Holiday Schedule 2026 (2026) 1
1 reference v

1 Holiday Schedule 2026.pdf

Just now

I'm a non-emergency employee and | don't think | can safely
drive in tomorrow. What are my options, and how long do | have

How many holidays does the State observe in 2026, and which
ones fall on a Friday?

Answer

The State of North Carolina observes 12 paid holidays in
2026.

Holidays falling on a Friday in 2026: « Good Friday — April 3,
2026

* Independence Day (observed) — July 3, 2026

» Thanksgiving Friday — November 27, 2026

« Christmas (Friday observance) — December 25, 2026
Source: Holiday Schedule 2026 (2026) 1

1 reference ~

1 Holiday Schedule 2026.pdf

B X

100%

public record

25 780

documents pages

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.



Environment

#' Copilot Studio  / og-code-dev
@ : X
p a NC State HR Assistant @  Overview Knowledge Tools  Agents Topics  Activity — +3 Published 8/3/2026 Publish Settings Test
ome
I Agents Test your agent @ - @ X
Details 2’ Edit
NAME & DESCRIPTION o
a Name
Flows
NC State HR Assistant
o
0o
fools Description 469/1024
HR assistant for North Carolina state government. Answers questions about leave, benefits, retirement, and health coverage for
" state agency and UNC System employees, grounded in published OSHR policy, NCFlex and NC Total Retirement plan materials,
the NC Administrative Code, and the NC General Statutes. Cites its source on every answer, states the effective date of the policy
it used, and says plainly when something isn't in its knowledge base rather than guessing.

Agent status

2 Warnings Review
Hello, I'm NC State HR Assistant, a
PICK YOUR MODEL Select your agent’s model virtual assmtan.t. Just so you are
aware, | sometimes use Al to answer
Your agent will primarily use the model for reasoning and responding. Experimental models are subject to preview terms. Learn your questions. If you provided a
more . . . .
— website during creation, try asking
GPT-5.1 Chat (Preview) ) me about it! Next try giving me
some more knowledge by setting
up generative Al.
Monitor Open Monitor & Q

Check your agent's key performance info from the last 7 days.
7 minutes ago

Conversation sessions @ Total reactions ® Engagement ®

31 4 1 100% 1

Ask a question or describe what

Instructions /P Edit 0/2000 P @
SOLID INSTRUCTIONS \ J
# Role
You are an HR assistant for North Carolina state government, serving two audiences:
state employees asking about their own leave, benefits, and coverage, and the agency HR
professionals who advise them. You cover NC state agencies and UNC System campuses.
Everything you say comes from the documents in your knowledge base.

You're testing your agent's real responses and
capabilities. Find troubleshooting help here.

Make sure Al-generated content is accurate and

appropriate before using. See terms

# What's in your knowledge base 4




Environment

#' Copilot Studio  / &  og-code-dev

HQ NC State HR Assistant 9 QOvervie Knowledge [ools Agents Topics Activity +3 Published 8/3/2026 Publish Settings
ome
| O -
Agents =+ Add knowledge Q, Search knowledge Test your agent iy - E0 X
o}
GAVE IT SOME +0 @ (Y Files 1% C Lastrefreshed now
KNOWLEDGE Flows
E'S’ Name Type Available to Last modified Status
Tools
@ NCFlex Flexible Spending Account (FSA) Details 2.:. [ Files {0 NC State HR Assistant Patrick O'Gorman 8 days ago © Ready
@ NCFlex Dental Plan Details 2026 (MetLife).pdf [ Files (D NC state HR Assistant Patrick O'Gorman 8 days ago (@ Ready
@ NCFlex Dental PPO FAQ (MetLife) - 2025-04-23.pdf [ Files (> NC State HR Assistant Patrick O'Gorman 8 days ago @ Ready
@ OSHR Affordable Care Act Guide for State Agenci... [ Files {0 NC State HR Assistant Patrick O'Gorman & days ago () Ready
@ ACA Eligibility FAQ (2016).pdf [ Files (> NC State HR Assistant Patrick O'Gorman 8 days ago © Ready
Hello, I'm NC State HR Assistant, a
virtual assistant. Just so you are
@ 25 NCAC 01E - Employee Benefits (Leave).pdf [ Files (D) NC state HR Assistant Patrick O'Gorman 8 days ago (© Ready ) J
aware, | sometimes use Al to answer
your questions. If you provided a
@ NCGS Chapter 097 - Workers' Compensation Act.... [ Files {{> NC state HR Assistant Patrick O'Gorman 8 days ago © Ready website during creation, try asking
me about it! Next try giving me
@ NC 457 Plan Highlights.pdf [ Files (D> NC State HR Assistant Patrick O'Gorman 8 days ago (©) Ready some more knowledge by setting
up generative Al
@ NCGS Chapter 126 - North Carolina Human Reso... [ Files (> NC State HR Assistant Patrick O'Gorman 8 days ago © Ready & Q
@ NCGS Chapter 135 - Retirement System for Teach... [ Files (> NC State HR Assistant Patrick O'Gorman 8 days ago © Ready 14 minutes ago
@ Choosing Investments - NC 401(k) and NC 457.pdf [ Files (D NC state HR Assistant Patrick O'Gorman 8 days ago (@ Ready . )
Ask a question or describe what
@ Plan Cost Comparison - NC 401(k) and NC 457.pdf O Files (D NC State HR Assistant Patrick O'Gorman 8 days ago ) Ready o/2000 » @
@ NCGS Chapter 095 - Department of Labor and La... [ Files (D> NC State HR Assistant Patrick O'Gorman 8 days ago © Ready
You're testing your agent's real responses and
@ NCGS Chapter 096 - Employment Security.pdf [ Files (D> NC State HR Assistant Patrick O'Gorman 8 days ago © Ready capabilities. Find troubleshooting_help here.
- Make sure Al-generated content is accurate and
appropriate before using. See terms
y




. NC State HR Assistant @ Overview  Knowledge Tools Agentdl Topics JActivity — Evaluation — Monitor — +1 Q_  Published 8

+ Add a topi Q Search custom topics

All ®) Custom (5) £ System (9) C Last refreshed now
Name Twe Tr%er Last modified Edltll‘la Errors Blocked Enabled

.J Adverse Weather Routing ) Topic (D By agent Patrick O'Gorman 3 day... D On

.J Goodbye ) Topic (> By agent Patrick O'Gorman 1 mo... Q On

.J Greeting ) Topic (D By agent Patrick O'Gorman 1 mo... D On

.j Start Over £ Topic (> By agent Patrick O'Gorman 1 mo... O On

Q} Thank you ) Topic (D By agent Patrick O'Gorman 1 mo... D On

ADVERSE WEATHER ROUTING TOPIC

GENERATIVE ANSWERS NODE

@  Trigger

Q} The agent chooses
£ Edit

Describe what the topic does

This tool can handle gueries like these:
adverse weather, | can't drive in, roads are
too icy to drive, can | stay home because of |

I
+

T

{2} Question Text

Adverse weather is handled by two..

Identify

B8 Multiple choice eptions >

Options for user

‘[ A State agency "

“A UNC System campus ||

“ I'm not sure “

-+ Mew optien

Save user response as
{x} Employer choice >

+
|

1 Condition

{x} Employer choice >

= Condition i

{x) Employer choice > Employer choice bl

is equal to e

is equal to A is equal to e

A State agency

-+ MNew condition

5] Message Text

Your employer follows the State Hum..

I
L+

* .
I:;’ Create generative answers

Input

A UNC System campus I'm not sure

-+ New condition + New condition

B Message @ Message Text o eee

ollows the UNC Syste If you work for a UNC System.

I |

+ +

T T

. . Question

Create generative answers = @ *Adverse weather is handled by ...

I

Input +

[[60 Acwivtea  string

(%} Acivity.Text  string l

Create generative answers
properties

Search for content or provide your own context, use

X

OpenAl to create a summarized response using the

provided data.
Learn more

Knowledge sources

Get search results from the knowledge sources using
selected mode.

o Search only selected sources

[m]  Name

D NCFlex Flexible Spending Accc @
[] NCFlex Dental Plan Details 202 1o}
[T NCFlex Dental PPO FAQ (Metli 1o}
[]  OSHR Affordable Care Act Guir 1=}
7] AcaEigibility FAQ 2016).pdf 1=}
[]  25NCACOIE - Employee Bene |}
[7]  NCGS Chapter 097 - Workers't |-}
] NC 457 Plan Highlights.pdf )
] NCGS Chapter 126 - North Car 1o}
D NCGS Chapter 135 - Retiremen B
[]  choosing Investments - NC 40 JD'}
D Plan Cost Comparisen - NC 40 E}
[] NCGS Chapter 095 - Departme 1o}
] NCGS Chapter 096 - Employm: 1=}
[]  NCGS Chapter 103 - Sundays, b 1=}
7] NC401(k) Plan Highlights.pdf 1=}
\:‘ Paid Parental Leave Request Fc r:ﬁ
Adverse Weather Policy (State) H
\:| Family and Medical Leave (FMI B
El Paid Parental Leave FAQs.pdf E}
D Holiday Schedule 2026.pdf B




NC State HR Assistant @ Overview  Knowledge  Tools  Agents  Topics  Activity  Evaluation  Monitor | Channels

0 You're using Microsoft authentication, so only Teams and Microsoft 365 and SharePoint channels are available. To use other channels, change your authentication
settings.

Published agent status Publish
Verify or modify the availability of your agent

() Published by Patrick O'Gorman 8/3/2026, 12:21 PM

CHANNELS —)
Share a preview Microsoft channels
P71 o Microsoft 365 and
W& Demo website o, Q SharePoint
Vo an Microsoft Teams

Other channels

Web app B Native app o Facebook .-;" Slack

o Telegram @ Twilio a Line g GroupMe

\’J Direct Line Speech ul Email

Customer engagement hub
Connect to a customer engagement app to enable your agent to hand off a chat session to a live agent or other agent.

Dynamics 365 3
v 4 4 Telephony o Genesys LivePerson
Contact Center O

AR Cust
@ Salesforce 0 ServiceNow ame ustom
wwy» engagement hub




Agent Building is an Iterative Process



WRAP-UP

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.

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.

Q, Verify against source, not plausibility

Open the PDF and read the governing section. Every
wrong answer in this project read beautifully.

(2] Re-run what the fix wasn't for

The fix that worked best caused the only regression.

Fixes do not accumulate cleanly.

9€  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.




WRAP-UP

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/0365/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

SWITCH SCREENS

Copilot Studio

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