Create an “Ask me anything” agent for
your employees

Empower employees with answers that matter — Build an intelligent agent that connects to your
knowledge and data.

Lab Details

Level Persona Duration Purpose

After completing this
lab, participants will
be able to create an
intelligent “Ask me
anything” agent that
connects to multiple
knowledge sources
including SharePoint,
ServiceNow, and
custom knowledge
bases. Participants
will learn to configure
knowledge
prioritization, deploy

200 Maker 40 minutes

agents to Microsoft
365 Copilot, and
implement Al-
powered document
analysis with human
review workflows.
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Why This Matters

Makers and IT professionals - Tired of employees constantly asking the same questions about
policies, benefits, or system status? Frustrated by scattered knowledge across multiple
systems?

Think of your organization’s knowledge like a library: - Without an intelligent agent:
Employees waste hours searching through SharePoint folders, submitting IT tickets for simple
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guestions, and interrupting colleagues for information that should be readily available - With an
intelligent agent: Employees get instant, accurate answers from a single conversational
interface that automatically searches across all your knowledge sources with proper citations

Common challenges solved by this lab: - “| can't find the leave policy for my country in our
SharePoint site” - “What's the status of my ServiceNow incident?” - “Can someone help me
structure these meeting notes properly?” - “I need information from multiple systems but don't
know where to look”

This 40-minute investment will save your organization countless hours and improve
employee satisfaction by providing instant access to knowledge.

Introduction

In today's fast-paced business environment, employees need quick access to accurate
information from multiple sources. Whether it's HR policies, IT incident status, or custom
knowledge bases, information is often scattered across different systems, making it difficult for
employees to find what they need efficiently.

Real-world example: Imagine Sarah, a new employee in Germany, needs to understand her
leave entitlements. Currently, she might spend 30 minutes navigating through SharePoint
folders, trying different search terms, or even asking HR colleagues. With an intelligent “Ask me
anything” agent, Sarah simply types “What's the leave policy for Germany?” and instantly
receives the accurate policy document with proper citations, saving time and reducing
frustration.

This lab teaches you to build a comprehensive solution that transforms how employees interact
with organizational knowledge, creating a single conversational interface that intelligently routes
guestions to the right knowledge sources and provides contextual, accurate responses.
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Core Concepts Overview

Concept Why it matters

Connects your agent to multiple data sources (SharePoint,
. ServiceNow, custom APIs) so employees get comprehensive
Knowledge Source Integration ) . .
answers from a single interface, eliminating the need to search

multiple systems.

Intelligently routes questions to the most relevant knowledge
Context-Aware Knowledge

o sources based on user context (location, role, etc.), ensuring
Prioritization

employees get personalized and accurate information.

. . Makes your agent available where employees already work,
Microsoft 365 Copilot

integrating seamlessly into their daily Microsoft 365 workflow
Deployment

for maximum adoption and convenience.

Automates the processing and structuring of unstructured
Al-Powered Document _ ) ) _
content like meeting notes, reducing manual work while

Analysis L )
maintaining human oversight for accuracy and approval.

Documentation and Additional Training Links

» Microsoft Copilot Studio Documentation (https:/learn.microsoft.com/en-us/microsoft-copilot-studio/)

» Knowledge Sources in Copilot Studio (https://learn.microsoft.com/en-us/microsoft-copilot-studio/nlu-

boost-conversations)

» Deploy Copilot Studio agents to Microsoft 365 (https:/learn.microsoft.com/en-us/microsoft-copilot-

studio/publication-connect-bot-to-custom-application)
» ServiceNow connector for Power Platform (https:/learn.microsoft.com/en-us/connectors/service-now/)

» Adaptive Cards for Interactive Experiences (https:/learn.microsoft.com/en-us/adaptive-cards/)
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Prerequisites

Access to Microsoft Copilot Studio with appropriate licensing.

Access to SharePoint Online with sample knowledge content.

ServiceNow access for incident management integration (demo environment provided).

Understanding of basic conversational Al concepts and Microsoft 365 administration.

Summary of Targets

In this lab, you'll build a comprehensive “Ask me anything” agent that serves as a central
knowledge hub for your organization. By the end of the lab, you will:

o Create an “Ask me Anything” agent and add SharePoint as a knowledge source.

» Configure suggested prompts for better user guidance.

» Deploy to Microsoft 365 Copilot for seamless integration.

» Learn to prioritize knowledge sources based on user context.

» Add ServiceNow incidents integration for real-time ticket status.

» Add custom knowledge sources via HTTP requests.

« Implement Al summary and review of meeting notes with human oversight.
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Use Cases Covered

Step

Use Case

Create an “Ask Me
Anything” Agent and
Add SharePoint
Knowledge Source

Configure Suggested
Prompts

Deploy to Microsoft
365 Copilot

Knowledge
Prioritization
Techniques

Use Case #5: Create a
child IT Support Agent

Add Custom
Knowledge

Al Summary and
Review of Meeting
Notes

Create an 'Ask me anything' agent for your employees

Value added

Establishes foundational agent

with SharePoint knowledge
integration and grounded Al
responses

Guides users toward the
agent’s best capabilities
through strategic prompt
suggestions

Makes the agent available in
Microsoft 365 Copilot for
seamless user access

Implements context-aware
knowledge routing for
personalized and relevant
responses

Discover how scoping for
knowledge and tools can also

be done through the multi-agent

capabilitis.

Extends knowledge base with
custom HTTP endpoints for
enterprise system integration

Automates document analysis
with human review workflows
for accuracy and approval

Effort

5 min

3 min

5 min

8 min

5 min

7 min

7 min
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Instructions by Use Case

Use Case #1: Create an “Ask Me Anything” Agent and
Add SharePoint Knowledge Source

Create a foundational intelligent agent with SharePoint integration for grounded Al responses.

Use case Value added Estimated effort
Create an “Ask Me Establishes foundational
Anything” Agent and agent with SharePoint .
) ] ) 5 minutes
Add SharePoint knowledge integration and
Knowledge Source grounded Al responses

Summary of tasks

In this section, you'll learn how to access the Solutions area of Copilot Studio, create a new
agent, and integrate SharePoint as a knowledge source.

Scenario: Properly setup your development environment so that you can later easily package
and deploy your agents to other environments. Your organization has extensive knowledge
stored in SharePoint that needs to be accessible through conversational Al.

Objective

Create a new agent with SharePoint knowledge integration that provides grounded, cited
responses.
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Step-by-step instructions

1. Navigate to the Copilot Studio home page at copilotstudio.microsoft.com

(https://copilotstudio.microsoft.com/)
2. Go to the Solutions menu (located in the left-hand menu under the ellipsis ...)
3. Select the solution you had created
4. Select New, and choose Agent
5. Select the Configure tab
6. Name your agent Ask Me Anything
7. Select Create

8. Go to Knowledge

Add knowledge

Help your agent provide more relevant information and insights. Leam more

| QU Search for a knowledge source

N

T Upload file
Drag and drop, or select to brawse, or upload and sync from

@ OneDrive | | B SharePoint

Helps your agent access knowledgs from remota file locations. Learn more

i Advanced = {5 Seouggestons )

aan
485 Public websites e Q SharePoint & Awure Al search @) Dataverse

-
? Dynamics 365 & salesforce now ServiceNow Azure SQL

alt text
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9. Select SharePoint, and paste the SharePoint Knowledge URL and select Add.

[
IMPORTANT: * For configuration, use the provided values in the Lab Resources
(specific per training).

10. Choose Add

11. Test your agent with this question:

What's the Northwind Health Plus Benefits plan?

-
L

Tip: - Notice how relevant it is, and how the citations are accurate. This demonstrates
the power of grounded Al responses.

Congratulations! You’ve completed Use Case #1!

Test your understanding

Key takeaways:

« Solution Management — Using solutions ensures proper environment management and
deployment capabilities

« Knowledge Integration — SharePoint integration provides immediate access to
organizational documents with proper citations

Create an 'Ask me anything' agent for your employees Page 9 of 44



» Grounded Al — The agent automatically provides source citations, ensuring transparency
and trust in responses

Use Case #2: Configure Suggested Prompts

Guide users toward your agent’s best capabilities through strategic prompt suggestions.

Use case Value added Estimated effort

Guides users toward the

Configure agent’s best capabilities .
_ 3 minutes
Suggested Prompts through strategic prompt
suggestions

Summary of tasks
Suggest things your agent can do to your end-users through carefully crafted prompts.

Scenario: Help users discover the full capabilities of your agent by providing clear, actionable
suggestions that demonstrate different use cases.

Step-by-step instructions

1. Go to the overview tab for your agent

2. Add suggested prompts:
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Title

Ask me about benefits

Ask me about policies

Help fill out meeting

notes

Check on an incident

3. Save the prompts

L

Prompt

What's the Northwind Health Plus Benefits plan?

What's the leave policy in Germany?

Capture and structure meeting notes

What's the status of INCOOO70017?

Tip: - Prompts are visibile to the end-user when the agent is deployed as a Copilot

agent.

Congratulations! You’ve completed Use Case #2!

Test your understanding

o How do suggested prompts improve user adoption and engagement with your agent?

» What makes an effective suggested prompt versus a generic one?
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Use Case #3: Deploy to Microsoft 365 Copilot

Make the agent available in Microsoft 365 Copilot for seamless user access.

Use case Value added Estimated effort

Makes the agent available

Deploy to Microsoft
365 Copilot

in Microsoft 365 Copilot for 5 minutes

seamless user access

Summary of tasks

Make the agent available in Microsoft 365 Copilot for your users.

Scenario: Deploy your agent where employees already work, ensuring maximum adoption by

integrating directly into their daily Microsoft 365 workflow.

Step-by-step instructions

1.

2.

Create an'

Go to the agent and select Publish

Go to Channels

. Select Teams and Microsoft 365 Copilot

. Select Add channel (at the bottom right corner)

. Close the channel pane

. Publish the agent again.

. Select Teams and Microsoft 365 Copilot channel tile

. Select See agent in Microsoft 365

Ask me anything' agent for your employees
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& Copilot Studio (D) The channel was added. %

@il Ask Me Anything (3 Ouwniew Knowiedgs Tools  Agents Teams and Microsoft 365 Copilot X
et
Microsoft 365 is your cloud-powered productivity solution and includes Outlook, Word, Excel,
PowerPoint, and OneDrive. Leam more
Published agent status When you publish your agent to Micrasoft 365, we'll publish it to Teams toe. You'll get all of your
| 0H agent’s advantages in Teams: meeting summaries and transcripts, pointers to open issues or
agencs Published by User MKXDGBFB 6/13/2025, 4:41 PM unresolved gquestions, and more effective collaboration.
%o
o Share a preview Microsoft channels My Microsoft 365 Copilot
oy o Make agent available in Microsoft 365 Copilot
Tfi % Demo website E_'.' Teams and You'll need to republish your agent after you turn on/off Microsoft 265 Copilet
Yo Microsoft 365 Copilot
Other channels Agent FN'SVISW
) Ask Me Anything # Edit details
uid Webapp ) Nativeapp | Built using Microsoft Copilot Studio.
S Slack Telegram |
Q w Group
Remove channel

9. In the Microsoft 365 Copilot experience, the agent description will pop up. Select Add

v
Tip: - You may need to give it a few tries/minutes the first time you deploy to

Microsoft 365 Copilot so it deploys correctly. - If encountering issues, try to publish
your agent agent. - If this doesn’t work, try in Teams instead: - Choose See agents in
Teams instead. - In the new window, if prompted This site is trying to open Microsoft
Teams, select Cancel, and the select use the web app instead

10. Test the agent with the benefits prompt

L/
Tip: If deploying to Teams, prompts won't be available, so paste the below question:

What's the Northwind Health Plus Benefits plan?
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Congratulations! You’ve completed Use Case #3!

Test your understanding

» Why is deploying to Microsoft 365 Copilot more effective than standalone deployment for
enterprise scenarios?

» What considerations should you have when choosing deployment channels?

Use Case #4: Knowledge Prioritization Techniques

Implement context-aware knowledge routing for personalized and relevant responses.

Use case Value added Estimated effort

Implements context-aware

Knowledge .
T knowledge routing for )
Prioritization ) 8 minutes
) personalized and relevant
Techniques
responses

Summary of tasks

In this section, you'll learn different techniques to help prioritize the right knowledge sources
based on context.

Scenario: The SharePoint site has different folders for different country leave policies. Asking
“What's the leave policy?” doesn’t return relevant results and seems to randomly pick a leave
policy for a country. You need to implement context-aware routing.
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Step-by-step instructions

Let's start by asking for the user country at the beginning of the conversation. In many
situations, this can be obtained from context, either passed from a web page to the agent, or by
making an initial call (for example to the Entra ID connector) to get more information about the
logged-in user and their location.

Setting an office location in Entra ID

1. Start by assigning an office location to your user. Use the Workshop Agent and ask Set
location . You will then be prompted to choose from a list of countries, and then hit
Submit. This will update your user’s Office Location property in Microsoft Entra.

[
IMPORTANT: - Access the workshop agent in the same location as when you created
your training user account. - You will need the workshop code and your training user’s
email address if you previously closed the agent. - You can repeat this process as
desired.

Getting the office location of the logged-in user at the start of the
conversation

2. Now, in your “Ask Me Anything” agent, go to the Topics tab, and then to the System
topics tab.

3. Open the Conversation Start topic

4. At the beginning of the topic, right after the Trigger, add a new node (+) and choose Add a
tool.

5. Go the Connector tab, and search for Microsoft Entra ID Get user

6. Select the Get user connector action and Submit.
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@ Trigger

o On Conversation Start

P

® St
< Add a tool X
|
X Basic tools Tool
— [[ Paste 7 -
5 | Microsoft Entra ID Get use] X

(=) Send a message

) |y

L Ask a question

He Ask with adaptive card

) Get user
Microsoft Entra ID

Get a team

Micresoft Teams

w1 Add a condition m Add user to group
Microsoft Entra ID
{x} Variable management > w List teams
. Micresoft Teams
{4 Topic management > Get a row by ID from selected environment
Microsoft Dataverse
¥ Add a tool > i )
Upload a file or an image to selected environment
E Advanced 3 Microsoft Dataverse
Perform an unbound action in selected environment
Microsoft Dataverse
alt text

7. In the Get user node, select and Properties
8. Toggle the End user authentication to Maker-provided credentials.

9. In the Inputs tab, for User Id or Principal Name, select , go the the System tab, and

select User.ld.

@ O ®w % O

Save N
Mers - Select a variable

X

Copilot Comments Variables Topic checker  Details %
> Getuser O Refresh X Custom Environment  Formula
o9 On Conversation Start Q Search variables = All ~
R 7 Edit Initiation - Outputs  Code view
it [ tnputs | Outp p—
I User Id or Principal N :x 00 Strin User.FirstName
+ ser Id or Principal Name: g (System UserFirssame)
‘L Unique identifier of a user (Ex. ‘user@tennant.onmicroso... string
q
) Get user User.ld View details

$ Microsoft Entra ID - Get user

Inputs (1)

(System.Userld)
string

UserlsLoggedin

(System. UserlsLoggedin)
{x) *Userld ... swing boolean
Qutputs (1) User.Language
{4 Result record = (System UseLanguage)
{x} GetUser record
T

Create an 'Ask me anything' agent for your employees

Page 16 of 44



10. Test if everything is working as expected by refreshing the conversation test pane.

11. Send a message such as:

Hello!

15. Navigate to the Topics tab, open the Conversation Starts topic, and to see what values
are returned from the connector, enter the Variables pane in the topic command bar. Go
the Test to see the variable values at runtime (i.e., as you are testing in the conversation

test pane).

iy J {x} Uy @ Save

Copilot  Commen Variables pic checker  Details More

Variables W

Browse ITE st Q

~ Topic (12)

GetlUser record

Value

alt text

16. Select Value under the GetUser record, and expand it to see if the expected value was

returned.
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Variable value X

GetUser
record
1w B
2 "@odata.context”: "https://graph.microsoft.com/vl.8/$metadatafusers/$entity”,
3 "businessPhones": [],
4 "displayName™: "User MKXDGBFE",
5 "givenName”: null,
6 "id": “45038f60-d9d9-42dd-a2aa-bffd34bf7ag9”,
7 "JobTitle": null,
3 "mail”: “user.mkxdgbfb@copilotstudiotraining.onmicrosoft.com”,
2] "mobilePhone”: null,
1@ "officelocation™: "USA",
11 "preferredlLanguage”: null,
12 "surname”: null,
13 "userPrincipalMame”: "user.mkxdgbfb@copilotstudiotraining.onmicrosoft.com”
14 }
alt text

17. Because we will need to use that variable value in other parts and topics of the agent,
select the GetUser variable and make it Global.
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Variable properties X

Variable name

Global. GetUser

@ Trigger
Type
o On Conversation Start record
® 7 Edit ie
iew data type
| Reference
+
‘ ¥ Connector action

) Get user o @ Type (record) derived from here

View all references

D Microsoft Entra ID - Get user

Usage
Inputs (1)

® *Userld.. String O Topic (limited scope)

@ Global (any topic can access)

Outputs (1)

(0 Result record - D Allow to carry between sessions

() Global.GetUser record N D External sources can set values

Variable description (&)

n | |

Dynamic chaining visibility

o= Message Text ~r e °

‘ Hidden ~ ‘

Hello, I'm () BotName string , avirtu...

alt text

18. Save

Dynamically filtering the searched SharePoint site with the office
location

19. Go to the Topics tab, select + Add a topic and choose From blank
20. Update the topic name from Untitled to Leave policy

21. Under Describe what this topic does paste:

Use this tool for questions about leave policy, time off, etc.
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19. Add a new node: Advanced > Generative answers

20. For input, select ... , go to the System tab and choose the Activity.Text variable.

L

Tip: The Activity.Text variable is super useful because it captures the last

message/text the user has typed in or selected when interacting with the agent.

L] Trigger

@ The agent chooses
¢ Edit

Describe what the topic does

Use this tool for questions about leave

policy, time off, etc. Select a variable X
~
| Custom Environment Formula
+
N ) Search variables = All -
f_t" Create generative answers Activity.Recipient.ld
(Systern. Activity. Recipient./d)
Input string

Activity.Recipient.Mame

| Enter or select a value o o
(System. Activity. Recipient. Name)

string
Data sources
2 Edit Activity.Text View details
(Systern Activity. Text)
Missing required property 'Userlnput’ string
Activity. Type

(System. Activity. Type)

R E
Croice

alt text
21. Go to the properties of the Create generative answers node

22. Select Search only selected sources and don’t select anything

Create an 'Ask me anything' agent for your employees
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L
Tip: This means that none of the knowledge sources that are configured at the top

level of your agent will be used.

23. Toggle off Allow the Al to use its own general knowledge (preview)

24. Expand Classic data, for SharePoint (not Public websites!), toggle Manual input to
Formula

25. Selectthe ... and go to the formula tab

26. Paste the SharePoint classic data formula

I

IMPORTANT: - Use the formula provided in the Lab Resources (specific per
training). - Notice how the formula concatenates the SharePoint URL with the office
location, effectively using context to target the correct source and location for the
content.

Enable your agent to search all public
websites. Leam more

L] Trigger @ Web search

O} The agent chooses 9
£ Edit

Data sources
Choose up to 4 public websites and 4

Describe what the topic does h )
Microsoft internal sites for your bot to use to

Use this tool for questions about leave create dynamic, generative answers.

policy, time off, etc.

Search public data &

I Search public websites

+ ) ) Enter formula X
il Public websites (7 Manual input
~ Custom System Enwmn
f} Create generative answers E o Enter text |
To a:::er:s in bulk, pastle in line-separated items or o |ﬂ httpsi//
Input use Shift+Enter to create line separation or STl T,

upload a file | download

sharepoint. com/Shared
Documents/Leave policies/" &

SharePoint () e Global.GetUser.
Data sources officelocation ﬂ
£ Edit Enter or select a value Fress CTRL = Mz disable

|(x) Activity.Text  string ‘

T Type 1 Table
+ Azure OpenAl Services on your data Output g [ "https://copilotstudiot
6 Add a connection from Azure OpenAl as a data
source.
-+ Add connection o — Cancel
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alt text
27. Select Insert once done, then Save your topic

28. Refresh the test pane and ask:

What's the leave policy?

29. Verify that the leave policy used to generate this answer is the one matching the country
you selected.

£

<
Tip: If formulas are too much code, you could also use condition nodes and configure
different branches based on the selected country.

Influence knowledge searches with instructions

30. You can also influence how knowledge searches are performed by updating your agent
instructions. Go to the Overview tab and go Edit the Instructions

31. Paste the below line

Always start by triggering the topic.
Always append the user country () in knowledge search queries (e.g., "<question>

in <country>?") that are HR related.

32. We need to set the variable value in-between the parenthesis. Type / and select Power
Fx.
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Instructions

@ Saved 9

Include the user country (/t: in knowledge search queries (e.g. "<question> in <country>7")

” Goodbye
Topic
” Greeting
Topic
” #eave policy
opic
Knowledge
Start Over
Add data, files, and other ) Topic
Q Shared Documents Thank you
Topic
See all
Insert
Web Search =% Tool
Enable your agent to sear
® Topic
Agent

Tools

Add tools to empower th x

Variable

WO NV N

90/8000
+ Add knowledge

d responses.

(<) Ready -

@ ) Disabled

+ Add toal

ngagement. Learn more.

I Jx

Power Fx

alt text

33. Type Global.GetUser.officeLocation

34. Save the instructions

35. Test

What benefits do employees get?

5

and select Insert

36. Notice how the query is rewritten to take into account the variables you provided, like

country, augmenting the chances of returning the correct results for summarization.
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. . Environment
& Copilot Studio & DEV - User MKXDGBFB g 7 @

ﬂ % Ask Me Anythin % Overview Knowledge Tools Agents Topics  Activit +2 Published 6/14/2025 Publish Settings
b g (3 g 9 pi Yy g
ame
= Activity map @ Track between topics X » Test your agent e G
| [/] What benefits do employees get?
Agancs .
in What benefits do employees get in the US... i What benefits do employe... [Compicts 2 minutes 2g0
3 Knowled
e newledge Knowledge Employees in the USA receive a
variety of benefits, including:
o+ Query
. © Complete | What benefits do employees get in the UsA? | Health Insurance Plans:
¢ Northwind Health Plus:
Response o Comprehensive coverage
Benefits for Employees in the USA at Contoso for medical, vision, and

dental services.
Includes prescription
drug coverage, mental
health and substance
abuse coverage. and
preventive care services.
Coverage for emergency
services, both in-network
and out-of-netwaork.
Offers a wider range of
prescription drug

Health Insurance Plans:
* Northwind Health Plus:
> Comprehensive coverage for medical, vision, and dental services
> Includes prescription drug coverage, mental health and
substance abuse coverage. and preventive care services

°

o Coverage for emergency services, both in-network and out-of-
network.

© Offers a wider range of prescription drug coverage, including
generic. brand-name, and spedialty drugs. ...

°

o

See more
coverage, including

generic, brand-name,
Referenced sources and specialty drugs.
© Vision coverage includes
B Shared Documents

“Contoso Electronics Plan and Benefit Packages This document Ask a question or describe what you

need

or2000 ? B
£ Edit knowledge

Make sure Al-generated content is accurate and
appropriate before using. See terms

alt text

Congratulations! You’ve completed Use Case #4!

Test your understanding

» How does context-aware knowledge routing improve the accuracy of responses?

» What other user attributes could be used for knowledge prioritization in enterprise

scenarios?
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Use Case #5: Create a child IT Support Agent

Integrate real-time incident management for comprehensive support capabilities and
demonstrate agent scoping techniques.

Use case Value added Estimated effort

Integrates real-time incident

] management for
Add ServiceNow

] comprehensive support 8 minutes
Incidents

capabilities with agent

scoping best practices

Summary of tasks

In this section, you'll configure the connection to ServiceNow to retrieve incident details, and
learn how to scope agent capabilities for specific domains. This demonstrates how specialized
tools can be integrated to create domain-specific expertise within your agent.

Scenario: Employees need quick access to their ServiceNow incident status without navigating
to the ServiceNow portal. By integrating ServiceNow directly into your agent, you're creating a
specialized IT support capability that showcases agent scoping - where specific tools and
knowledge are targeted for particular use cases, improving productivity and reducing support
burden.

Understanding Agent Scoping with ServiceNow
Integration

This use case demonstrates agent scoping principles: - Specialized Tools: ServiceNow
integration provides domain-specific capabilities - Contextual Routing: IT-related queries
automatically leverage ServiceNow tools - Unified Experience: Users get comprehensive
support from a single agent interface
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Step-by-step instructions

Create a child agent

1. Go to your Ask Me Anything agent

2. Go to the Agents tab, and + Add an agent

Choose how you want to extend your agent (preview)
Get started by creating an agent or connecting an existing agent in your environment. Learn more

z

Create an agent
Alightweight agent that lives inside your current
agent and inherits its settings. Ideal for breaking down
complex logic.

Connect an existing agent

L g

Copilot Studio
Select from available agents in this environment

“This Al-powered e

N Cancel
When you connect to agents outside of Copilot nsible for the use of such agents. Leam more.

alt text

3. Update
o Its Nameto: IT Support Agent

o Its Description to:

Use this agent for queries related to IT (e.g., knowledge base
frequently asked questions, incident updates, etc.)

The agent can multiple multiple questions and queries at once.

o Its Instructions to:
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Use knowledge for problem/how-to/questions.
Use the Get ServiceNow ticket details tool to get the status of

incidents.

Add knowledge to the child agent
4. Select + Add in the Knowledge section of the child agent
5. Select ServiceNow
6. Choose the ServiceNow connection under Your connections, and Next
7. Select Knowledge as the knowledge source.

8. Select Add to agent

Add ServiceNow ticket details as a Tool to the child agent
1. Save your child Agent
2. Still within the IT Support Agent, scroll down to Tools and + Add a tool
3. Search for ServiceNow List records
4. Select Add and configure
5. Rename to Get ServiceNow ticket details

6. Change description to Gets the details of an incident using its incident number.
Use this tool when users ask about ServiceNow tickets, incident status, or IT

support requests.
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Tip: The description will help the Al know when to use that tool, so it's important to
have clear instructions WHEN and WHEN NOT to use this tool. This is a key aspect
of agent scoping - being specific about tool usage.

7. Under Additional details, change Credentials to use to Maker-provided credentials

[
IMPORTANT: In production scenarios, you may want to use the user context when

making the connection to ServiceNow. Here, your context (as the author) is used by
end-users of your agent when searching for incidents.

8. For Record Type, under Fill using, choose Custom value and choose Incident
9. Select + Add input and choose Query

10. Next to Dynamically fill with Al, select Customize and use this for Description:

The output of this variable is the concatenation of numberCONTAINS and the
incident number. E.g., 'numberCONTAINSINCO007001'. Only the incident number
should be prompted and obtained from the user (e.g., INCO007001)

=
<

Tip: - Again, these instructions will be used by Al to understand how determine how
to pass that information to the ServiceNow connector. In this case, how to use the
very specific OData formatting of ServiceNow queries. - If you get a “There is an
error: ‘Duplicateltem™ error, toggle to Custom value, then switch back to
Dynamically fill with Al and set the customized description again.

11. Select + Add input and choose Limit

Create an 'Ask me anything' agent for your employees Page 28 of 44



12. Under Fill using, choose Custom value and set 1

13. Select Save

Test your IT Support Agent

28. Test your agent:

My USB port is no longer working on my PC... what can I do? While you're
here, can you also share an update for case INCOOOOO59? It's been quite a

while since I've opened them... thanks!!

L
Tip: Notice how the agent automatically: - Asks the user to consent before running a

search using ServiceNow knowledge. - Uses the appropriate ServiceNow tool based
on the query type - Handles multiple tickets in a single request (e.g., if you ask for
both cases INCO000059 and INC0000060) - Creates user-friendly responses with
proper formatting - Combines ServiceNow data with other knowledge sources when
needed

Environment. o
& Copilot Studio B DEV - User 4XVDXKLX & 2 ()

(A + . " . 5
e & Ask Me Anything (3 Overview Knowledge Tools Agents Topics  Activity  Analytics  Channels Published 6/25/2025 Publish Settings. B
Eon Activity map @ ) Track between topics X » Test your agent - C
Aq”eets e N Hello, I'm Ask Me Anything, a virtual assistant.

==l IT Support Agent o IT Support Agent Complete Just so you are aware, | sometimes use Al to

= < X
5% = Agent (=g L ent answer your questions. If you provided a
flows o website during creation, try asking me about

i it!
o Description it! Next try giving me some more knowledge
(7= Get ServiceNow ticket details . by setting up generative Al
Tools Commector Adion Use this agent for queries related to IT (e.g., knowledge base frequently
asked questions, incident updates, etc) The agent can multiple multiple Aminute ago

questions and queries at once.
My USB port is no longer working on my PC...

what can | do? While you're here, can you also

“‘ USB port not working on PC troublesh... Inputs share an update for case INCO000059? It's
Knowledge Task (String) been quite a while since I've opened them...
thanks!!
My USB port is no longer working on my PC. Can you help o
S Total 2 Show less with troubleshooting? Also, please provide an update for case Just now
b INC0000059.
Troubleshooting Steps for a Non-Working
USB Port on a PC
© Complete
1. Check Physical Connections
Outputs o Ensure the USB device is properly

connected to the USB port.
Summary (String) o Try connecting the USB device to

The user requested troubleshooting steps for a non-working ] a different USB port on the PC.

USB port on their PC and an update for ServiceNow ticket © Inspect the USB cable and port
INC0000059. The troubleshooting steps were provided, for any visible damage.
including checking physical connections, restarting the 2. Restart the Computer

computer, testing with another device, updating drivers,
e T e Ask a question or describe what you need

om0 2 B
£ Edit agent

Make sure Al-generated content is accurate and appropriate
before using.
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alt text

29. Observe how your agent now demonstrates scoped capabilities:

o

Tool Selection: Automatically chooses the right ServiceNow tool based on user intent

(]

Context Preservation: Maintains conversation flow while using specialized tools

o

Domain Expertise: Provides IT-specific guidance and next steps

o

Unified Experience: Seamlessly integrates ServiceNow capabilities with other
knowledge sources

!

IMPORTANT: This integration showcases how agents can be scoped for specific
domains while maintaining a unified user experience. The ServiceNow knowledge
and tools are automatically triggered for IT-related queries, demonstrating intelligent
capability routing within a single agent.

Congratulations! You’ve completed Use Case #5!

Test your understanding

» How does ServiceNow integration enhance the employee experience compared to
traditional ticket lookup methods?

» What other enterprise systems could benefit from similar agent integration?
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Use Case #6: Add Custom Knowledge

Extend knowledge base with custom HTTP endpoints for enterprise system integration.

Use case Value added Estimated effort

Extends knowledge base
Add Custom with custom HTTP
Knowledge endpoints for enterprise

7 minutes

system integration

Summary of tasks

In this section, you'll configure any third-party knowledge to enrich knowledge results.

Scenario: Your organization has custom knowledge systems or APIs that contain valuable

information not available in standard connectors. You need to integrate these sources into your

agent.

Step-by-step instructions

1. Open your Ask Me Anything agent

2. Go to the Topics tab, select + Add a topic and choose From blank

3. Name your topic Custom Knowledge

4. In the topic command bar, select ... and Open code editor.

Replace with the below YAML code:
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kind: AdaptiveDialog
beginDialog:
kind: OnKnowledgeRequested

id: main

inputType: {}
outputType: {}

Once done, select Close code editor

5. Add a new node > Advanced, Send HTTP request

6. For URL, select ... , go the Environment tab, and choose the Custom Knowledge
Endpoint variable you had created.

7. Method: Post
8. Response data type: Table
9. Edit schema:
kind: Table
properties:
Article: String
Id: String
Title: String
URL: String
10. Edit Headers and body

11. For Body toggle from No content t0 JSON content

12. Toggle from Edit JSON to Edit formula and paste the below:
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SearchQuery: System.Activity.Text

13. Under Save response as, select Create a new variable, select the variable name that
was created (e.g., Varl) and rename it KnowledgeResults .

HTTP Request properties X

|
Choose a REST AP to invoke/sends an HTTP request

[iv") HTTP Request - to an external endpoint.
Headers
URL *
Give additional information with values.
X} mcs_CustomKnow...  strin EI
L - J -+ Add
Method
Body
Post ‘ Cecide what to send or send nothing
JSON content ~
Headers and body
Edit /> Edit formula ~
4
{
Response data type SearchQuery: System.Activity.
Text -
I Table vy I !

i Edit schema

Save response as

I (x} KnowledgeResults table >I

alt text
14. Add a new node, Variable management > Set a variable value
15. Under Set variable, go to the System tab and choose SearchResults

16. Under To value, select ... , go to the Formula tab, and paste:
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ForAl1l(

Topic.KnowledgeResults,

{
Title: Title,
Content: Article,
ContentLocation: URL
}

<
Tip: What we're doing here with this formula is slightly transforming the content we

receive from the HTTP request to the expected format that will allow to augment the
search results, whenever Knowledge is invoked by the generative orchestration.

17. Save

18. Test:

How do I update the vendor information for an accounts payable invoice?

=
L

Tip: Notice how the knowledge step returned results that contain citations to a
fictitious knowledge base.
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i

How do | update the vendor information f...

Knowledge

)

(2) Complete

“\ How do | update the vendo... complete.

Knowledge

Query
How do | update the vendor information for an accounts payable
invoice in the USA?

Response
Steps to Update Vendor Information for Accounts Payable Invoice
1. Log in to Accounts Payable System
o Access your accounts payable system using your credentials.
2. Navigate to 'Invoices’ Section
© Locate the section labeled 'Invoices’ within the system.

locate their profile.
3. Edit Vendor Profile

o Click on 'Edit’ to access the
vendor’s profile.
© Update fields such as payment
terms, contact information, and
address 203 .
4, Confirm Changes

© Confirm the updates by clicking
*Update Vendor' to ensure future
invoices reflect the new
information 203
Important Note

* Some systems may require notifying

your accounting department of these
changes for compliance purposes 3C0
See more If you need further assistance, feel free to ask!

3 references v

Referenced sources 1 @ Updating Vendor Informa...

i Updating Vendor Information for Accounts Payable Invoices .- 2 B S5 EeEi
“To update the vendor infarmation for an accounts payable invoice, 3 @ How to Correct Vendor Inf.

first log in to your accounts payable system. Navigate to the ‘Invoices’

section and locate the invoice you wish to update. Click on the A minute 2g0

invoice.."
Jask a question or describe what you need

072000 ? B
£ Edit knowledge

Make sure Al-generated content is accurate and appropriate
before using. See terms

alt text

Congratulations! You’ve completed Use Case #6!

Test your understanding

» How does custom knowledge integration expand the capabilities of your agent beyond

standard connectors?

» What considerations should you have when integrating custom APIs for knowledge

sources?

Use Case #7: Al Summary and Review of Meeting
Notes

Automate document analysis with human review workflows for accuracy and approval.
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Use case Value added Estimated effort

Automates document
Al Summary and . )
) ) analysis with human review )
Review of Meeting 7 minutes
workflows for accuracy and
Notes
approval

Summary of tasks

In this section, you'll learn how to upload files and run files through a prompt for analysis, and
how to use adaptive cards to ask for human review for edits before submitting a meeting report.

Scenario: Employees need help structuring meeting notes efficiently while maintaining human
oversight for accuracy. You'll implement Al-powered analysis with human review workflows.

Step-by-step instructions

1. Open your Ask Me Anything agent
2. Go to the Topics tab, select + Add a topic and choose From blank
3. Name your topic Meeting Notes

4. Under Describe what this topic does paste:

Use this tool to help users with meeting notes

5. Add a Question node: Sure, I can help you with that! Please upload your meeting
notes
Under Identify, select File
Rename the Save user response as variable from Varl to File

6. Add a new node, Add a tool, New prompt

7. Change the Name to Meeting AI Notes
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8.

9.

10.

11.

Keep the Model as GPT-4.1 mini oruse GPT-4o if notavailable

Select + Add content, and choose Image or Document

IMPORTANT: As a sample, use the Meeting Minutes.pdf file provided in the Lab

Resources (specific per training).

Rename the inputto UploadedNotes

In the Instructions, just below UploadedNotes, paste:

Using the content of the uploaded document, populate the following JSON record

(for the schema, only string properties, no arrays, except for Data and

with:

12.

13.

14.

Create an

Title of the meeting
Description/summary
Date and time

List of attendees

Action items / next steps

"MeetingTitle": "Title of the meeting",

"MeetingSummary": "Description/summary",
"MeetingDateTime": "Date and time",
"MeetingAttendees": "List of attendees",
"MeetingActions": "Action items / next steps"

Change the Output to JSON
Test your prompt

Save your prompt

'Ask me anything' agent for your employees
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m Meeting Al Notes

Instructions B Model: GPT-40 e Model response
1{

B UploadedNotes

Using the content of the uploaded document, populate the following JSON record (for
the schema, only string properties. no arrays. except for Data and time) with:
- Title of the meeting

@b -

"MeetingTitle": "Copilot Studio",

“MeetingSummary”: "Overview of Copilot Studio, discussion on features
“MeetingDateTime’ “May 14, 2825, 2:00 PM - 3:30 PM",
“MeetingAttendees”: "Alex Morgan, Jamie Lee, Taylor Smith, Jordan Pat
“MeetingActions”: "Finalize feature specifications by May 20, 2625 (A:

- Description/summary
- Date and time

- List of attendees

- Action items / next steps

{
“MeetingTitle": “Title of the meeting”,
B y": “Descripti

“MeetingDateTime": “Date and time”,

Al-generated content may be incorrect. Read terms &)

(7

alt text

15. Save the topic.

16. In the Prompt node, choose the File variable as the input for UploadedNotes.

17. Create a new variable for the output of the prompt node, and rename it MeetingAINotes
18. Add a new node, Ask with Adaptive Card

19. Go to Adaptive Card node properties.

20. Select Edit adaptive card.

21. In the Card payload editor, paste the below JSON:
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"type": "AdaptiveCard",
"version": "1.5",
"$schema": "https://adaptivecards.io/schemas/adaptive-card.json",
"body": [
{
"type": "TextBlock",
"text": "Please review and confirm the meeting minutes",
"weight": "Bolder",
"size": "Medium"
}
{
"type": "Input.Text",
"id": "meetingTitle",
"label": "Meeting title",
"value": "<Replace with MeetingTitle>"
H
{
"type": "Input.Text",
"id": "attendees",
"label": "Attendees",
"value": "<Replace with MeetingAttendees>"
}
{
"type": "Input.Text",
"id": "date",
“label": "Date and time",
"value": "<Replace with MeetingDateTime>"
H
{
“"type": "Input.Text",
"id": "summary",
"label": "Meeting summary",
"isMultiline": true,
"value": "<Replace with MeetingSummary>"
}
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“"type": "Input.Text",
"id": "nextSteps",
"label": "Next steps",
"isMultiline": true,

"value": "<Replace with MeetingActions>"

1,
"actions": [
{
"type": "Action.Submit",

"title": "Confirm minutes"

22. Select Save and Close (IMPORTANT: if you don't save the adaptive card, the auto
complete feature will not work in the next step)

=
<

Tip: Notice how the Adaptive Card editor offers a visual editor to create your own
Adaptive Card experience with a no-code/low-code editor.

21. We now need to make the card dynamic to reference the content that was returned from
the prompt. Toggle from JSON card to Formula card.

22. Expand the formula for more screen real estate.

23. For each "<Replace with co>t replace with the matching
Topic.MeetingAINotes.structuredOutput.<property> variable.

Don’t forget to remove the double quotes.
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¢</» Formula card ~~

{

Type
type: "AdaptiveCard”,
version: 1.5, 7 Blank
"$schema’: "https://adaptivecards.io/schemas/adaptive-card.json",
body: [ B
{ Output

type: "TextBlock",
text: "Please review and confirm the meeting minutes”™,
weight: “"Bolder”,
size: "Medium”
Ia
i
type: "Input.Text"”,
id: "meetingTitle”,
label: "Meeting title",
value: Topic.MeetingAINotes.structuredOutput.

© Unexpected -
characters...

See all errors (6)

Lol s [e] MeetingActions
=t [e] MeetingAttendees
type: "Input.Text"”, [©] MeetingDateTime

id: "attendeas”

[«] MeetingSummary
[e] MeetingTitle
value: "<Replace with MeetinghAttendees>”

alt text

24. Save your topic

25. Add a new Message node, and paste:

Thank you! I've successfully logged your meeting notes in our systems.

26. Test your agent. Try to modify the content directly in the adaptive card before selecting
Confirm minutes.

Please help me with my meeting notes
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Sure, | can help you with that! Please upload
your meeting notes

Just now

Meeting Minutes (1}.pdf
77 kB N

Just now

Please review and confirm the mee...

Meeting title

Meeting Minutes: Copilot Studio

Attendess

Alex Morgan, Jamie Leg, Taylor Smith, Jordan Pa

Date and time

May 14, 2025, 2:00 PM - 3:30 PM

Meeting summary

The meeting covered an overview of Copilot
Studio, discussion on features and

Mext steps

The meeting covered an overview of Copilot
Studio, discussion on features and

Confirm minutes

alt text

N
IMPORTANT: Note: the lab ends here, but imagine storing these in system of

records, for example Dataverse, as a next step, after the user has confirmed the
content.
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Congratulations! You’ve completed Use Case #7!

Test your understanding

» What are the benefits of implementing human review workflows in Al-powered document
analysis?

» How could you extend this pattern to other document types in your organization?

« What next steps could you implement to store the confirmed meeting notes?
Challenge: Apply this to your own use case

» What other document types could benefit from Al-powered analysis and structuring?

» How could you implement approval workflows for Al-generated content in your
organization?

« What integration points would be valuable for storing confirmed content?

Summary of learnings

True learning comes from doing, questioning, and reflecting—so let’s put your skills to the test.
To maximize the impact of your “Ask me anything” agent:
« Knowledge Integration — Connect multiple data sources to provide comprehensive

answers from a single conversational interface, eliminating information silos

» Context Awareness — Implement dynamic knowledge routing based on user attributes to

ensure personalized and relevant responses

» Seamless Deployment — Deploy to Microsoft 365 Copilot to meet employees where they
already work, maximizing adoption and convenience
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« Al with Human Oversight — Combine Al-powered automation with human review
processes to maintain accuracy while improving efficiency

» Continuous Improvement — Monitor usage patterns and user feedback to iteratively
enhance knowledge sources and response quality

Conclusions and recommendations

Ask me anything agent golden rules:

Start with high-value, frequently asked questions to demonstrate immediate ROI

« Implement proper authentication and permissions to ensure knowledge security

» Use suggested prompts to guide users toward the agent’s best capabilities

» Design context-aware experiences that reduce user input while increasing relevance

« Maintain human oversight for critical processes while automating routine tasks

« Monitor and analyze conversation patterns to identify knowledge gaps and improvement

opportunities

By following these principles, you'll create an intelligent knowledge hub that transforms how
employees access information, reduces support burden, and improves organizational efficiency
through conversational Al.
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