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About this workshop

This site is the companion for “Build your first Al Agents with Microsoft's Agent Academy” — a
hands-on workshop at the European Power Platform Conference (EPPC) 2026 in Copenhagen on
29 June 2026 (Level 200 - Copilot and Agentic Platforms track).

Across the day you go from "what is an agent?” to a working, published agent in Copilot Studio —
through guided labs, group exercises, and real-world patterns you can take home.

See the session on the EPPC programme —

Built by

Made by Ulrikke Akerbaek and Nick Doelman — Microsoft MVPs and co-hosts of the Power
Platform BOOST! podcast.

Ulrikke Akerbaek Nick Doelman

Microsoft MVP - Itera Microsoft MVP - ReadyBMS

Overview

Welcome to the Copilot Agent Academy — Recruit Course! This hands-on workshop teaches you
how to build production-ready Al agents using Microsoft Copilot Studio.

By the end of this course, you will:

e [ Understand the fundamentals of conversational and autonomous Al agents

£4 Build a custom agent with knowledge sources, topics, and automation

(4 Create rich user experiences with Adaptive Cards

(4 Publish your agent to Microsoft Teams and other channels

4 Understand licensing, costs, and production considerations


https://espc.tech/conference/eppc-2026/programme/build-your-first-ai-agents-with-microsofts-agent-academy/
https://www.linkedin.com/in/ulrikke/
https://www.linkedin.com/in/nickdoelman

You'll build the Contoso Helpdesk Agent — a real-world Al assistant that helps employees find IT
information and request devices.

Prerequisites

Before starting this course, ensure you have:

¢ Microsoft 365 account (Business Basic trial or existing tenant)
¢ Copilot Studio trial access (sign up at aka.ms/TryCopilotStudio)

¢ Power Apps Developer environment (optional but recommended — created in Module 00)
¢ Basic familiarity with Microsoft 365 (SharePoint, Teams, Outlook)

No coding experience required — this course uses visual designers and natural language creation.



https://aka.ms/TryCopilotStudio

Course Modules

Module Title Duration Topics

00 Course Setup 30 min M365 setup, SharePoint site, sample data,
publishing permissions

01 Introduction to Agents 30 min LLMs, RAG, orchestration, agent types
02 Copilot Studio Fundamentals 30 min Four building blocks, Overview page navigation
03 Declarative Agent for M365 30 min Extend M365 Copilot, declarative agents
Copilot
04 Creating a Solution 20 min Solution publisher, solution setup, preferred
solution
05 Using Pre-Built Agents 20 min Template gallery, customizing templates
06 Build a Custom Agent 75 min Natural language creation, knowledge sources, Al

model selection

07 Add a Topic with Triggers 60 min Topic designer, trigger phrases, Power Fx,
SharePoint data

08 Enhance with Adaptive Cards = 60 min Adaptive Card designer, data binding, rich Ul
09 Automate with Agent Flows 50 min Agent Flows, email automation, connectors
10 Add Event Triggers 45 min Event-based activation, autonomous agents,

Dataverse triggers

11 Publish Your Agent 30 min Publishing to Teams, demo website, channels
12 Understanding Licensing 20 min Copilot Credits, trial vs. production, cost planning
13 Securing Your Recruit Badge 15 min Completion checklist, badge claim, next steps

Total: ~8 hours (including breaks)

Workshop Resources

For Facilitators

¢ Facilitator Guide — Detailed notes for workshop delivery, common pitfalls, troubleshooting,
and timing guidance
¢ Screenshot Audit Checklist — Verify all screenshots match the June 2026 Ul before delivery


file:///C:/Source/BOOST/modules/00-course-setup/
file:///C:/Source/BOOST/modules/01-introduction-to-agents/
file:///C:/Source/BOOST/modules/02-copilot-studio-fundamentals/
file:///C:/Source/BOOST/modules/03-declarative-agent-m365/
file:///C:/Source/BOOST/modules/04-creating-a-solution/
file:///C:/Source/BOOST/modules/05-prebuilt-agents/
file:///C:/Source/BOOST/modules/06-build-custom-agent/
file:///C:/Source/BOOST/modules/07-add-topic-with-triggers/
file:///C:/Source/BOOST/modules/08-enhance-with-adaptive-cards/
file:///C:/Source/BOOST/modules/09-automate-with-agent-flows/
file:///C:/Source/BOOST/modules/10-add-event-triggers/
file:///C:/Source/BOOST/modules/11-publish-your-agent/
file:///C:/Source/BOOST/modules/12-understanding-licensing/
file:///C:/Source/BOOST/modules/13-securing-recruit-badge/
file:///C:/Source/BOOST/facilitator-guide.md
file:///C:/Source/BOOST/screenshot-audit-checklist.md

For Participants

¢ Participant Reference Card — Quick reference for Overview page navigation and key Ul
elements

Supplemental Content

¢ 02-copilot-studio-fundamentals/overview-page-orientation.md — Visual walkthrough of
the new Overview page model (add to Module 02)

e 09-automate-with-agent-flows/workflows-callout.md — Explanation of Agent Flows vs.
Workflows (add to Module 09)

The Scenario: Contoso Helpdesk Agent

All modules build a connected scenario around a single agent:

Component Details
Agent Name  Contoso Helpdesk Agent
Purpose Help employees find IT information and request devices

Data Source Contoso IT SharePoint site (created in Module 00)

Solution Contoso Helpdesk Agent solution (created in Module 04)
Final Knowledge grounding, conversational topics, Adaptive Cards, email automation, event
Features triggers

Published To Microsoft Teams + demo website

Learning Path: What You'll Build
The course follows a progressive build model. Each module adds new capabilities to the same agent:
Phase 1: Foundation (Modules 00-02)

e Set up your environment (M365, Copilot Studio, SharePoint)
¢ Understand agent concepts and the Copilot Studio interface
e Learn the four building blocks: Knowledge, Tools, Topics, Instructions

Phase 2: Getting Started with Agents (Modules 03-05)

e Create a declarative agent for M365 Copilot (extends Copilot with custom knowledge)
e Set up a solution for proper application lifecycle management (ALM)
e Explore pre-built agent templates from the gallery


file:///C:/Source/BOOST/participant-reference-card.md
file:///C:/Source/BOOST/02-copilot-studio-fundamentals/overview-page-orientation.md
file:///C:/Source/BOOST/09-add-an-agent-flow/workflows-callout.md

Phase 3: Build Your Custom Agent (Modules 06-09)

¢ Module 06: Create the base agent with multiple knowledge sources (SharePoint, documents,
websites, web search)

¢ Module 07: Add a structured topic: "Device Request” with trigger phrases and SharePoint data
queries

¢ Module 08: Enhance the topic with Adaptive Cards for rich visual display

e Module 09: Automate actions with an Agent Flow (send email when device is requested)

Phase 4: Advanced Features (Modules 10-11)

e Module 10: Add event triggers for autonomous behavior (auto-escalate high-priority tickets)
e Module 11: Publish to Microsoft Teams and deploy the agent to end users

Phase 5: Production Readiness (Modules 12-13)

¢ Module 12: Understand licensing (Copilot Credits, trial vs. production, cost estimation)
e Module 13: Complete the course, claim your badge, explore next steps

Delivery Format

Full-Day Workshop (Recommended)

Time Activity Duration
09:00-10:30  Modules 00-02: Setup and fundamentals 90 min
10:30-10:45  Break 15 min
10:45-12:00  Modules 03-06: Declarative agents, solutions, templates, start custom agent 75 min
12:00-13:00 = Lunch 60 min
13:00-15:00  Modules 06-08: Complete custom agent, topics, Adaptive Cards 120 min
15:00-15:15  Break 15 min
15:15-17:00  Modules 09-11: Agent Flows, event triggers, publishing 105 min
17:00-17:30  Modules 12-13: Licensing, badge, wrap-up 30 min

Total: 8 hours (including breaks and lunch)
Self-Paced (Alternative)

Participants can complete the course at their own pace over 1-2 weeks. Provide:

e Access to the module READMEs



¢ Participant reference card for Ul navigation
e Support channel (Tfeams/email) for questions

What's New: June 2026 Ul Updates

This course has been updated to reflect the new Copilot Studio Ul released in late 2025. Key
changes:

The Overview Page Model

Old model: Multiple tabs/sections (Topics, Actions, Settings, etc.) accessed via left sidebar navigation.
New model: A single Overview page showing all agent components at once (scroll down to see
everything).

The Overview page contains:

e Details — Agent name and description

¢ Instructions — System prompt (up to 8,000 chars)

¢ Knowledge — SharePoint, websites, files, Dataverse, general web search
e Tools — Connectors, Agent Flows, Workflows, MCP, APIs

e Triggers — Event-based activation

e Agents — Multi-agent orchestration

¢ Topics — Conversational flows

¢ Suggested Prompts — Starter prompts for Teams/M365 Copilot

Test pane is always visible on the right. Publish button is at the top right.
Natural Language Agent Creation

New: Home page — describe what you want — Al provisions the agent with suggested components.
Old: “New agent” button — wizard/form — opens topic editor.

Agent Flows vs. Workflows

¢ Agent Flows — Original automation experience (GA, available in all environments). This course
uses Agent Flows.

¢ Workflows — New preview experience (early-release environments only) with agent nodes,
prompt nodes, and node-level testing. Not covered in this course.

For more details, see the Facilitator Guide and research/new-ui-notes.md.


file:///C:/Source/BOOST/facilitator-guide.md
file:///C:/Source/research/new-ui-notes.md

Next Steps After Recruit

Special Ops Level (Advanced Course)

e Multi-agent orchestration

e Custom connectors and APIs

e Dataverse integration patterns

e Production deployment strategies
e Analytics and monitoring

Microsoft Learn Paths

e Build bots with Microsoft Copilot Studio
e Extend Microsoft Copilot for Microsoft 365
e Power Platform fundamentals

Community

e Copilot Studio Community: powerusers.microsoft.com/t5/Microsoft-Copilot-Studio/ct-
p/PVACommunity

e Power Platform User Groups: Find local meetups at powerusers.microsoft.com

e GitHub Samples: github.com/microsoft/copilot-studio-samples

Support

During the Workshop

e Ask your facilitator
e Check the Participant Reference Card for Ul guidance
e Review module README files for step-by-step instructions

After the Workshop

¢ Copilot Studio Community forums: Ask questions, share your agents, get peer support
¢ Microsoft Learn documentation: learn.microsoft.com/microsoft-copilot-studio
¢ GitHub Issues: Report course issues at github.com/microsoft/agent-academy/issues

Course Credits

¢ Source: Microsoft Agent Academy Recruit Course

¢ Original Authors: Microsoft Copilot Studio team

e Updated for June 2026 Ul: Workshop modernization project
¢ License: MIT (see repository root)


https://learn.microsoft.com/en-us/training/paths/work-power-virtual-agents/
https://learn.microsoft.com/en-us/microsoft-365-copilot/extensibility/
https://learn.microsoft.com/en-us/training/paths/power-plat-fundamentals/
https://powerusers.microsoft.com/t5/Microsoft-Copilot-Studio/ct-p/PVACommunity
https://powerusers.microsoft.com/t5/Microsoft-Copilot-Studio/ct-p/PVACommunity
https://powerusers.microsoft.com/
https://github.com/microsoft/copilot-studio-samples
file:///C:/Source/BOOST/participant-reference-card.md
https://learn.microsoft.com/en-us/microsoft-copilot-studio/
https://github.com/microsoft/agent-academy/issues

Ready to build Al agents? Start with Module 00: Course Setup —


file:///C:/Source/BOOST/modules/00-course-setup/

8 Module 00: Course Setup

Codename: OPERATION DEPLOYMENT READY
Time: 35 minutes
Scenario: Bit — the Contoso Helpdesk Agent

~ Learning Objectives

By the end of this module, you will be able to:

e Set up a Microsoft 365 account for Copilot Studio

Activate a Copilot Studio trial and switch into the new agent-building experience

Create a Power Apps Developer environment for testing

Configure publishing permissions via the Power Platform Admin Center

Prepare the SharePoint Tickets list and the two knowledge documents your agent will use

5 Overview

Before you can build agents in Copilot Studio, you need the right environment, the right permissions,
and some data to ground your agent. This module walks you through a complete setup that supports
every lab in this course.

You'll work with a single scenario throughout: building Bit — your Contoso IT help desk buddy. Bit
is an Al assistant (the Contoso Helpdesk Agent) that helps employees resolve common IT issues
(password resets, VPN problems, software requests) and logs a support ticket whenever a human
needs to step in.

This course uses the new Copilot Studio experience — Microsoft's rebuilt agent designer with a
new orchestrator and a single Build page. One of your first tasks is to switch into it.

By the end of this setup, you'll have:

e [ A Copilot Studio environment ready to build in, switched to the new experience
o [ Publishing permissions configured
o [ A Tickets SharePoint list and two knowledge documents to ground and action your agent

8 Prerequisites

¢ A Microsoft 365 account with admin permissions
(Business Basic trial is sufficient — we'll guide you through signup)
¢ A web browser (Microsoft Edge or Chrome recommended)



¢ Willingness to experiment! This course is hands-on.

2 Step 1: Get a Microsoft 365 Account

If you already have an M365 account (work, school, or personal), you can use it for this course. If not,
you'll need to sign up for a trial.

Option A: Use an Existing M365 Account

If you have an existing M365 account with admin permissions, you can skip to Step 2.
Note: You need admin permissions to create environments and configure publishing settings. If

you're using a work account with restricted permissions, ask your IT admin to grant you the
Power Platform Administrator role, or use Option B.

Option B: Sign Up for an M365 Business Basic Trial

1. Go to Microsoft 365 Business Basic Trial

2. Select Try for free

3. Enter your email address (use a personal email)

4. Follow the prompts to create a new account:
o Create a business name (e.g., “Contoso Learning”)
o Set up your admin credentials
o Verify your phone number

We use optional cookies to improve your experience on our websites, such as through social media
connections, and to display personalized advertising based on your online activity. If you reject optional
cookies, only cookies necessary to provide you the services will be used. You may change your selection by
clicking “Manage Cookies" at the bottom of the page. Privacy Statement Third-Party Cookies

PP Maximize your points with the Microsoft Rewards extension :
No, thanks Add it now

Quick access to your daily points and offers

Accept Reject Manage cookies

TN
=. Microsoft | Microsoft 365 for business  Products ~  Plansand pricing ~ More SO Contact Sales QAE/'

PLAN DETAILS

° With Teams Without Teams

Microsoft 365 Business Basic

Get web and mobile versions of apps such as Word, Excel, and PowerPoint,
plus professional email, cloud file storage, online meetings, and Al-powered
chat.

D Ask Microsoft

$6.00

user/month, paid yearly Need help? Ask me a question B

Compare plans and pricing Get a custom quote

(Annual subscription—auto renews)!

l T forfree I



https://www.microsoft.com/en-us/microsoft-365/business/microsoft-365-business-basic

5. Complete the trial activation
6. You'll receive admin access to a new M365 tenant

Time: ~5 minutes

2 Step 2: Start Your Copilot Studio Trial

Now that you have an M365 account, you can activate Copilot Studio.

1. Open a new browser tab

2. Go to https://aka.ms/TryCopilotStudio

3. Sign in with the M365 account from Step 1

4. Select your Country/region from the dropdown
5. Select Get started

6. Wait while Copilot Studio provisions your environment (~30 seconds)
7. You'll land on the Copilot Studio Home page

Checkpoint: You should see the Copilot Studio Home page with a description box prompting you
to create an agent.

Time: ~2 minutes

2 Step 3: Switch to the New Experience

Microsoft rebuilt Copilot Studio. This isn't a Ul refresh — it's a new agentic orchestrator and a new
agent-building interface, with a new headline concept: Skills (reusable instructions written in

markdown). This course uses the new experience only.

1. On the Copilot Studio Home page, look in the top-right for Try it now and select it — this
switches you into the new experience.

2. Confirm the environment selector (top-right) points at your developer / sandbox

environment, not production.

1 You can switch back to classic anytime with the same toggle. Existing classic agents still open
in the classic designer; agents you create in the new experience always open in the new designer.

Checkpoint: You are in the new experience — the agent you create later will open on a single
Build page (Instructions, Knowledge, Skills, Tools, Memory, Connected agents, and Model all in one
place).


https://aka.ms/TryCopilotStudio

What actually changed
Say this out loud before you build — it resets any classic-era muscle memory:

¢ No topics, no trigger phrases. The new experience uses Skills and Workflows instead. You
describe behavior; the orchestrator decides what to do.

¢ Enhanced orchestration by design. In classic, orchestration was a toggle. In the new
experience, every agent uses the improved deep-reasoning orchestrator — there’s no setting
to flip.

¢ No migration path. You can't move agents between classic and new (either direction). You
build net-new here.

¢ Everything on one Build page. Instructions, Knowledge, Skills, Tools, Memory, Connected
agents, and Model live together.

Microsoft publishes a Classic vs. new agent experience comparison if you want the full list of
differences.

Time: ~3 minutes

2 Step 4: Create a Power Apps Developer Environment

For full testing and publishing capabilities, you'll create a dedicated developer environment. This is
free and gives you isolated resources for learning.

4.1: Sign Up for the Power Apps Developer Plan

1. Go to https://powerapps.microsoft.com/developerplan/
2. Select Get started free

3. Sign in with the same M365 account

4. Accept the terms and select Get started

5. A new developer environment will be created (this takes ~2 minutes)
4.2: Verify Your Environment

1. Go to https://admin.powerplatform.microsoft.com
2. Sign in if prompted
3. In the left navigation, select Environments
4. You should see at least two environments:
o (default) or Contoso (default)
o [Your Name]'s Environment (the developer environment)

Checkpoint: You have a developer environment listed in the Power Platform Admin Center.


https://powerapps.microsoft.com/developerplan/
https://admin.powerplatform.microsoft.com/

Time: ~5 minutes

Step 5: Enable Publishing Permissions

To publish agents to Microsoft Teams or other channels, you need the Copilot Studio Authors role.
This is configured in the Power Platform Admin Center using a security group.

Why this matters: Without this role, the Publish button will be disabled. This is a common
blocker for trial users.

5.1: Create a Security Group

1. Go to https://admin.microsoft.com (Microsoft 365 Admin Center)

2. In the left navigation, expand Teams & groups — select Active teams & groups
3. Select the Security groups tab

4. Select + Add a security group

5. In the Set up the basics step:

o Name: |0l e&ee“ 0 & “o+ o,
o Description: -, ¢ dall_2 & _&4/“010,+4 _| 0l _e&-+“ 0_aal Ve,
. Select Next

. In the Edit settings step, leave defaults and select Next
. In the Review step, select Create group

O 00 N O

. Select Close after the group is created
5.2: Add Yourself to the Security Group

1. In the Security groups list, select the Copilot Studio Authors group you just created
2. Select the Members tab

3. Select View all and manage members

4. Select + Add members

5. Search for your account, select it, and select Add (1)

6. Select Close

Checkpoint: You are listed as a member of the Copilot Studio Authors group.
5.3: Assign the Role in Power Platform Admin Center

1. Go back to https://admin.powerplatform.microsoft.com

2. In the left navigation, select Environments

3. Select your developer environment (e.g., “[Your Name]'s Environment”)
4. Select Settings in the top toolbar

5. Expand Users + permissions — select Security roles


https://admin.microsoft.com/
https://admin.powerplatform.microsoft.com/

6. Select the Copilot Studio Authors role in the list

7. Select + Add people (or Edit members)

8. In the search box, search for the Copilot Studio Authors security group
9. Select the group and select Add

10. Select Save

Checkpoint: The Copilot Studio Authors security group is assigned to the Copilot Studio
Authors role in your environment.

Note: It may take 5-10 minutes for permissions to propagate. If the Publish button is still
disabled later in the course, wait a few minutes and refresh the page.

Time: ~10 minutes

2 Step 6: Create the Tickets SharePoint List

Your agent’s ticketing system is simply a SharePoint list. When an issue needs admin help, the agent
will log a ticket here. Let's create the list and add a couple of sample rows.

6.1: Create the IT Help Desk Site

1. Go to https://www.office.com and sign in

2. Select the App launcher (nine dots) in the top-left corner
3. Select SharePoint

4. Select + Create site — Team site

5. In the site creation wizard:
o Site name: N &l 1]|4%,D
o Site description: Nve «Val 4N &+ || & ,Dd0ds0yD «0V1 &4V &+ ,_“ey ,
o Privacy settings: Private (only members can access)

6. Select Next, confirm you're listed as owner, and select Finish

Checkpoint: You have a SharePoint site called IT Help Desk.
6.2: Create the Tickets List

1. On the IT Help Desk site home page, select + New — List

2. Select Blank list

3. Name: ! 0yD -,

4. Description: «“|| _ec&-0yD &l _!! &0°&4 O-Nas+ & _Ve_, &l I| ,Da! Ve
5. Select Create


https://www.office.com/

The list is created with a default Title column.
6.3: Add Columns to the Tickets List

The agent reads this list's schema at runtime to decide what to fill in, so the column names and
choice values matter. Add the following columns:

1. In the Tickets list, select + Add column for each row below:

Column Type Configuration
Name
Description Multiple lines of Symptoms and details
text
Status Choice Choices: p 2, Nva|e e ,, , 7 , 18 , | _, (default
p2)
Priority Choice Choices: e 2, p_eUal , 10!+, <0e0yal
Category Choice Choices: 14e 24e , o ¢33 , p 3 D, yy ,,, Xo+ ¢
Requestor Single line of text Who raised the ticket

The default Title column is reused as the one-line summary of the issue.

Checkpoint: Your Tickets list has columns: Title, Description, Status, Priority, Category, Requestor.
6.4: Add a Couple of Sample Rows

Add 2-3 example tickets so the list isn't empty when you first test.

Title Description Status Priority Category Requestor

Cannot access User reports no access to New High Access jordan@contoso.com
finance drive the shared finance folder

Outlook Outlook closes immediately  In Normal = Software = priya@contoso.com
crashing on after opening progress

launch

Checkpoint: Your Tickets list contains at least two sample rows.

6.5: Copy the Site URL and List Name

1. On the IT Help Desk site, copy the URL from the browser address bar. It should look like:
toe| e AAD®_“ee VAVeeM +ae | _OVeMy_U ,0 ,INI 1]|%,D


mailto:jordan@contoso.com
mailto:priya@contoso.com

2. Save both the site URL and the list name (] 0yD -, ) — you'll point the Create item tool at
them in Module 07.

> Confirm before class (facilitators): open List settings and note the exact display +
internal column names and choice values. In the new experience the agent reads the list schema
itself, so the site URL + list name are what matter most.

Time: ~10 minutes

2 Step 7: Prepare the Two Knowledge Documents

Your agent grounds its answers in two documents you'll upload in Module 06. Download the ready-
made copies — 0 Contoso_IT_FAQ.docx and 6 Contoso_Approved_Software_List.docx — and use
them as-is, or recreate your own from the outlines below.

7.1: Contoso IT FAQ

A short FAQ the agent uses to answer everyday questions. Include:

¢ Help desk hours — Mon-Fri, 7:.00 AM-7:00 PM local; high-priority issues monitored 24/7

¢ How to reach the help desk — + || ,Doy_Ve_, M/_U, extension 4357 ("HELP")

¢ Ticket response times, device enrollment, password policy, Wi-Fi, and software/data
basics

7.2: Contoso Approved Software List

Explains the three distribution types — Self-service, Manager sign-off, and Not listed — and lists
the approved apps:

Application Category Distribution
Microsoft Power Bl Desktop Analytics & reporting Self-service
Microsoft Visual Studio Code Development Self-service
Microsoft PowerToys Utilities Self-service
Microsoft Power Automate Desktop Automation Self-service
Microsoft Visio Diagramming Manager sign-off
Microsoft Project Project management Manager sign-off
Microsoft 365 Copilot Productivity (Al) Manager sign-off

Visual Studio Professional Development Manager sign-off


https://raw.githubusercontent.com/ulrikkerocks/BOOST/wip/rig/vitepress-rebuild/docs/public/downloads/Contoso_IT_FAQ.docx
https://raw.githubusercontent.com/ulrikkerocks/BOOST/wip/rig/vitepress-rebuild/docs/public/downloads/Contoso_Approved_Software_List.docx

These two documents drive several later scenarios: help-desk hours (Module 06), “Can | install
Power Bl Desktop?” — self-service (Module 06), and the manager-approval workflow for
Microsoft Visio (Module 09). Keep the app names consistent with this table.

Checkpoint: You have both documents ready to upload ( _Ve_,_sNs@-M _y~ and
Vo, s ||* 8 se 23 se0, M _y ).

Time: ~5 minutes

0 Summary

Congratulations! You've completed the course setup. You now have:

1 Microsoft 365 account with admin access
4 Copilot Studio trial activated and switched to the new experience

4 Power Apps Developer environment created

24 Publishing permissions configured via security group and PPAC

24 IT Help Desk SharePoint site with a Tickets list (Title, Description, Status, Priority,
Category, Requestor) and sample rows

4 Two knowledge documents ready to upload (Contoso IT FAQ, Contoso Approved
Software List)

You're ready to start building agents!

( Key Takeaways

e The new experience is a toggle away: Try it now switches you into the rebuilt designer — no
topics, no triggers, enhanced orchestration by design.

¢ Publishing requires permissions: the Copilot Studio Authors role, assigned via a security
group in PPAC.

¢ A SharePoint list is a ticketing system: the agent reads the list schema at runtime, so the site
URL + list name matter most.

¢ Knowledge grounds the agent: the IT FAQ and Approved Software List drive the answers and
actions you'll build next.

Next Steps

In Module 01: Introduction to Agents, you'll learn what agents are, how they work, and the
different types of agents you can build in Copilot Studio.




Course Navigation: Course Index | Next: Module 01 —
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g Module 01: Introduction to Agents

Codename: OPERATION FIRST CONTACT
Time: 20 minutes
Scenario: Conceptual Foundation

~ Learning Objectives

By the end of this module, you will understand:

e What an Al agent is and how it differs from traditional chatbots

e The core components of modern Al agents (LLMs, RAG, orchestration)
¢ The three types of agents you can build with Microsoft Copilot Studio
¢ When to use each type of agent

e The spectrum from rule-based to autonomous agents

5 Overview

The term "agent” is everywhere in Al conversations today, but what does it actually mean? In this
module, you'll learn the fundamental concepts behind Al agents and discover the range of agents
you can build.

By the end, you'll understand why agents represent a fundamental shift in how we build software —
from apps that wait for instructions to intelligent systems that can reason, plan, and act.

1 New experience note: Microsoft rebuilt Copilot Studio around an enhanced, deep-
reasoning orchestrator. The concepts in this module are universal, but where the classic product
used topics and trigger phrases, the new experience uses Skills (reusable markdown instructions)
and lets the orchestrator decide what to do. Keep that in mind as you read.

1 What s an Al Agent?

An Al agent is an intelligent system that can:

¢ Understand natural language — users communicate in plain language, not rigid commands

¢ Reason and plan — break down complex requests into steps

¢ Access knowledge — ground responses in real data from documents, databases, and websites
e Take actions — call APIs, update records, send emails, and trigger workflows

¢ Learn from context — adapt responses based on conversation history and memory



Agents vs. Traditional Chatbots

Traditional Chatbot Al Agent

Rule-based (if-then logic) LLM-powered reasoning

Follows scripted paths Adapts to unexpected inputs

Limited to predefined flows Can handle open-ended questions
No memory across sessions Maintains context and memory

Can only respond Can act (call APIs, trigger automation)

Example: A traditional chatbot might say, “l didn't understand that. Please select from these options.”
An Al agent will interpret the intent, search relevant knowledge sources, and respond
conversationally — even if the question wasn't anticipated by the designer.

1 The Three Core Components of Al Agents
Modern Al agents are built on three foundational technologies:
1. Large Language Models (LLMs)

LLMs like GPT-4.1, GPT-5, and Claude Sonnet provide the “brain” of the agent. They enable:

¢ Natural language understanding
e Response generation

e Reasoning and planning

¢ Intent classification

| _@y+aeeae”
aa-d-, «au ,,al ea!, 2aeeo

44 d Ve T+d08U U «°eal 24eeo

aa d vl | g a Beal,2aeeo
ddeeo” "€eeo Ue+As 4, _Vabda|l4vEaad! 2a d” ,|_V, e
addeeodl! 2ajd)__1&a]a -Nayall,e

2. Retrieval-Augmented Generation (RAG)

RAG connects LLMs to real data — documents, databases, websites — so agents can:

e Ground responses in up-to-date information
e Cite sources for transparency
¢ Avoid hallucinations by using verified knowledge



e Search across SharePoint sites, Dataverse, OneDrive, and more
How RAG works:

1. User asks a question

2. Agent searches connected knowledge sources

3. Relevant content is retrieved

4. LLM generates a response grounded in that content

Example: The IT helpdesk agent searches the Contoso IT FAQ for “help desk hours” and returns the
exact hours from the document, rather than guessing.

3. Orchestration and Tool Calling

Agents don't just talk — they act. In the new experience, the enhanced orchestrator plans and
decides which knowledge, skills, and tools to use for each request. Orchestration allows agents to:

Call APIs and connectors (1000+ prebuilt connectors in Power Platform)
e Trigger workflows (e.g., send approval emails, create records)

Chain multiple actions together (multi-step plans)
Read a data source’s schema and write to it at runtime

Example: A user says, "My VPN keeps dropping and restarting didn't help — please log a ticket.” The
agent:

1. Recognizes the issue needs a ticket (its , Uas«l+0a!l skill)
2. Reads the Tickets SharePoint list schema

3. Creates a ticket record with the right category and priority
4. Sends the user a confirmation email with the ticket number
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1 The Three Types of Agents in Copilot Studio

Microsoft Copilot Studio lets you build three distinct types of agents, each suited to different
scenarios.

Type 1: Declarative Agents (M365 Copilot Extensions)
What they do: Extend Microsoft 365 Copilot with custom knowledge and skills.

When to use:

e Your organization uses Microsoft 365 Copilot licenses
¢ You want to add domain-specific knowledge to M365 Copilot (e.g., HR policies, product docs)
e Users should access the agent through the M365 Copilot chat interface

Example: An HR Policy Agent that M365 Copilot users can invoke with 61~ as_10y° to ask questions
about leave policies, benefits, and procedures.

Key features:

¢ Integrated into M365 Copilot interface

e Uses declarative JSON manifest

e Grounded in your organization’s knowledge
e Requires M365 Copilot license

Note: We'll build a declarative agent in Module 03.

Type 2: Custom Conversational Agents

What they do: Standalone agents you build and deploy to channels like Microsoft Teams, websites,
or mobile apps.

When to use:

e You want full control over the agent’s behavior, knowledge, skills, and tools
e Users don't have M365 Copilot licenses (or you want a dedicated agent experience)
¢ You need advanced capabilities: skills, workflows, tools, custom branding

Example: Bit — the Contoso Helpdesk Agent you'll build in this course. A dedicated IT support
buddy deployed to Teams that resets passwords, troubleshoots VPN, logs tickets, and handles
software requests.

Key features:



e Built on a single Build page (Instructions, Knowledge, Skills, Tools, Memory, Connected agents,
Model)

e Behavior defined with natural-language Instructions and reusable Skills (markdown)

e Deploy to multiple channels (Teams, web, M365 Copilot)

e Works with or without M365 Copilot licenses

Note: Most of this course focuses on building this custom conversational agent.

Type 3: Autonomous Agents (Event-Driven)

What they do: Proactive agents that act without user input based on events, schedules, or data
changes.

When to use:

¢ You need agents that monitor systems and take action automatically
e Scenarios: send alerts, process incoming data, run scheduled checks
e Background automation with intelligent decision-making

Example: A monitoring agent that watches the Tickets list for high-priority tickets and automatically
escalates them to a manager if they remain unresolved.

Key features:

e Event-triggered (Dataverse/SharePoint changes, schedules, webhooks)
e No conversational Ul required

e Can send notifications, create records, call workflows

e Combines automation + Al reasoning

Note: We'll add an autonomous event trigger in Module 10: Autonomous Event Triggers.

U The Agent Autonomy Spectrum

Not all agents need the same level of autonomy. Think of agents on a spectrum:
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¢ Rule-based chatbot: Follows predefined paths (e.g., “Press 1 for sales, 2 for support”)



¢ Generative assistant: Responds conversationally, grounds in knowledge, but waits for user
input

e Autonomous agent: Monitors, plans, and acts without prompting (e.g., auto-escalates tickets,

sends reminders)
In this course, you'll build across the spectrum:

¢ Start with a conversational agent (Modules 06-09)
e Add an autonomous trigger (Module 10)
e Evaluate and publish to production channels (Module 11)

3 Multi-Agent Orchestration (Advanced)

As you gain experience, you'll discover that some problems are best solved by multiple specialized

agents working together, rather than one monolithic agent.
Example: A travel booking system might use:

¢ Flight Agent — searches flights, checks availability
¢ Hotel Agent — finds accommodations
¢ Orchestrator Agent — coordinates the other two and presents a unified itinerary

In the new experience, the Connected agents block on the Build page makes this concrete: one
agent can delegate to another, calling it like a tool. You can build multi-agent solutions where:

e Each agent is an expert in one domain
e Agents call each other through Connected agents
e An orchestrator agent routes user requests to the right specialist
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Note: Multi-agent orchestration is an advanced topic. We'll point out where it lives in Module 02

but won't build it in this course. It's part of the Special Ops curriculum.

( Key Concepts to Remember

Before moving forward, make sure you understand these terms:



Term

LLM

RAG
Orchestration
Declarative Agent
Custom Agent

Autonomous
Agent

Skills

Tools
Knowledge

Memory

Definition

Large Language Model — the Al that powers reasoning and language understanding
Retrieval-Augmented Generation — grounding agent responses in real data

The agent'’s ability to plan, call skills/tools, and chain actions

An agent that extends M365 Copilot using a JSON manifest

A standalone agent built in Copilot Studio with full customization

An event-driven agent that acts proactively without user input

Reusable instructions in markdown that define a specific behavior (the new

experience’s replacement for topics)
APIs, connectors, and workflows the agent can call
Data sources the agent searches (SharePoint, websites, files, etc.)

The agent'’s ability to remember context across turns and conversations

U Real-World Use Cases

To ground these concepts, here are common scenarios where organizations deploy Al agents:

Bit — IT Helpdesk Agent (This Course)

¢ Knowledge: IT FAQ, approved software list, troubleshooting guidance

e Actions: Reset passwords, troubleshoot VPN, log support tickets, route software requests for

approval

¢ Channel: Microsoft Teams + Microsoft 365 Copilot

HR Policy Agent

¢ Knowledge: Employee handbook, benefits docs, leave policies

e Actions: Answer policy questions, link to forms, escalate to HR

e Channel: M365 Copilot extension

Sales Qualification Agent

¢ Knowledge: Product catalog, pricing, qualification criteria

e Actions: Log lead info to CRM, schedule demo, send follow-up email

e Channel: Website chat widget



Facilities Monitoring Agent (Autonomous)

¢ Knowledge: Building schedules, maintenance logs
e Actions: Monitor room sensors, auto-create work orders, alert facilities team
¢ Trigger: Dataverse row change (temperature sensor alert)

I Why Agents Matter

Agents represent a shift from apps that wait for commands to intelligent systems that
understand, reason, and act.

Traditional software:

1. User clicks button A
2. App executes action B
3. Result C is displayed

Al agents:

1. User describes goal in natural language
2. Agent reasons about the goal, searches for relevant info, plans a sequence of actions
3. Agent executes the plan and explains what it did

The result: Users spend less time navigating menus and more time accomplishing their goals.

(  Key Takeaways

¢ Al agents combine LLMs, RAG, and orchestration to understand, reason, and act

¢ Three types of agents: Declarative (M365 extensions), Custom (standalone), Autonomous
(event-driven)

¢ RAG is essential: Grounding agents in real data prevents hallucinations and ensures accuracy

e Agents can act: They don't just respond — they call skills, tools, and workflows, and update
systems

e Autonomy is a spectrum: From rule-based chatbots to fully autonomous monitoring agents

¢ The new experience uses Skills, not topics: You describe behavior; the enhanced orchestrator
decides what to do

Next Steps
Now that you understand what agents are, it's time to learn how to build them.

In Module 02: New Copilot Studio Fundamentals, you'll explore the building blocks every agent is
made of — and see exactly where they live on the new single Build page.
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9 Module 02: New Copilot Studio Fundamentals

Codename: OPERATION CORE PROTOCOL
Time: 35 minutes
Scenario: Conceptual + Ul Orientation

~ Learning Objectives

By the end of this module, you will be able to:

¢ Navigate the new Copilot Studio Build page with confidence

¢ Identify the building blocks of every agent: Instructions, Knowledge, Skills, Tools, Memory,
Connected agents, and Model

e Understand how these building blocks work together through the enhanced orchestrator

¢ Recognize where each building block lives in the new interface

e Explain how agents use RAG to ground responses, and how Skills replace topics

5 Overview

Every agent in the new Copilot Studio is built from the same set of building blocks, all visible on a
single Build page. Understanding these blocks — and where they live in the interface — is the key to
becoming an effective agent builder.

In this module, you'll learn:

1. The new Copilot Studio Ul — specifically the single Build page

2. The building blocks — what they are and how they work together

3. The orchestration flow — how the enhanced orchestrator decides what to do with each user
message

By the end, you'll have a mental map of both the concepts and the interface.

1 If you've used classic Copilot Studio: the old “four building blocks” included Topics (visual
conversation flows with trigger phrases). The new experience has no topics and no trigger
phrases. Their job is now done by Skills (reusable markdown instructions) and the enhanced
orchestrator. We'll call that out as we go.




E The Copilot Studio Build Page

When you open an agent in the new experience, you land on the Build page — your main authoring
surface. Everything about the agent lives here, in one place.

Why this matters: Everything you build in this course lives on the Build page. Understanding this
layout now will save you time in every lab.

What Is the Build Page?

The Build page is a single canvas showing all your agent's components at once. You don't navigate
to separate tabs for each feature — Instructions, Knowledge, Skills, Tools, Memory, Connected agents,
and Model are all visible together, with a live Test/Preview pane beside them.

Classic model: Multiple tabs / an Overview page built around Topics and Actions.
New model: One Build page built around Instructions, Knowledge, Skills, Tools, Memory,
Connected agents, and Model.

Build Page Layout
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On the right side you always have the Preview pane — a live chat window for testing your agent as
you build it.

Blocks on the Build Page

Here's what each block does and which module covers it in detail:

Block What you do here Covered in...

Instructions The agent’s identity, tone, scope, and core rules Module 06

Knowledge Add documents, SharePoint, OneDrive, websites, Microsoft IQ = Module 06

Skills Author reusable markdown behaviors (replaces topics) Module 07

Tools Add connectors, workflows, MCP servers, REST APIs Module 07, Module
09

Memory Let the agent remember context across turns and Module 06

conversations

Connected Delegate to another agent (multi-agent) (introduced here)
agents
Model Choose the Al model that powers reasoning Module 06

I Tip: You can do everything from the Build page — add knowledge, author a skill, equip a
tool, and test — without navigating away.

The Preview Pane

The Preview pane is always visible on the right side of the Build page. Use it to:

¢ Send test messages to your agent

e See how the agent responds in real time

e Watch the orchestrator search knowledge, load skills, and call tools

¢ Toggle maker vs. end-user view — as the maker you see the agent’s reasoning (search — skill
load — answer); end-user view shows the clean, user-facing experience

Top Action Bar
At the top right of the Build page:

e Publish button — deploy your agent to channels
e Settings (© ) — agent-level settings: language, solution, moderation, authentication
¢ More options (...) — additional actions



9 The Building Blocks

Now that you know where everything lives, let's learn what these blocks do. We'll go deep on the
four you'll use most — Instructions, Knowledge, Skills, Tools — then cover Memory, Connected
agents, and Model.

9 Building Block 1: Instructions

Instructions define your agent'’s identity, personality, role, and the rules that matter most. This is
where you tell the agent who it is and how it should act — in plain language.

What Goes in Instructions?

¢ Role/persona — "You are the IT support agent for Contoso employees..."

¢ Tone and style — "Be friendly, concise, and practical.”

e Core rules — "If an issue needs admin access, log a ticket and hand it to the help desk.”
¢ Guardrails — “Never ask for passwords or one-time codes. Never help bypass security.”

Example Instructions

Here's the instruction set for Bit, the Contoso Helpdesk Agent you'll build:
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Keep instructions short. In the new experience, the detailed playbooks (how to reset a
password, how to triage a ticket) live in Skills, not in the instructions. Instructions set identity and
guardrails; skills carry the step-by-step behavior.

9 Building Block 2: Knowledge

Knowledge is the information your agent can search to ground its responses. This is the foundation
of RAG (Retrieval-Augmented Generation).

What Counts as Knowledge?

¢ Uploaded files — Word, PDF, PowerPoint
¢ SharePoint sites and OneDrive libraries



¢ Public websites — URLs the agent can search
¢ Microsoft IQ — organizational M365 data

How Knowledge Works (RAG in Action)

When a user asks a question:

1. The agent searches all connected knowledge sources

2. Relevant content is retrieved (documents, pages, list items)

3. The LLM generates a response grounded in that content

4. The agent can cite sources so users can verify the information

Example:

e User: "What are the help desk hours?”

e Agent searches: the uploaded knowledge documents

¢ Agent finds: the Contoso IT FAQ contains the hours

e Agent responds: “The help desk is open Mon-Fri, 7:00 AM-7:00 PM local; high-priority issues
are monitored 24/7. (Source: Contoso IT FAQ)”

Best practice: Always add at least one knowledge source before deploying an agent to
production. Without grounding, the agent can only rely on the model’s training data — which
may be outdated or hallucinated.

9 Building Block 3: Skills

Skills are the headline of the new Copilot Studio. A skill is a set of reusable instructions written
in markdown that defines a specific behavior — when it should activate, the guidelines to follow,
examples, and notes. The orchestrator loads the right skill at the right moment.

1 Skills replace topics. Where the classic product had visual topic flows with trigger phrases,
the new experience has skills. You no longer draw a flow or list trigger phrases — you describe
the behavior in markdown, and the orchestrator decides when to use it.

Anatomy of a Skill

e Name — all lowercase, hyphens not underscores (e.g. | &,,2_s |+ , )
e Description — what it does and when it should activate (this is how the orchestrator picks it)
¢ Instructions (markdown) — typically when to activate, guidelines, examples, and notes
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Why Skills Are Powerful

¢ Reusable & portable — upload a skill, build one from blank, or download a skill to reuse in
another agent (you can even bring in GitHub Copilot / Claude Code skills)

¢ Readable — they're just markdown, so they're easy to review, version, and share

e Composable — one skill can hand off to another (e.g. § M es_“ll ,+_ <0V — ,Udesl

«+04a! tolog a ticket)

8 Agents also have built-in skills out of the box — including ones that read Word,
PowerPoint, and PDF files. You'll build four custom skills for the Contoso Helpdesk Agent in
Module 07.

9 Building Block 4: Tools

Tools are the actions your agent can take. While knowledge is about knowing and skills describe
what to do, tools provide the muscle to actually do it.

What Counts as a Tool?

e Connectors — 1000+ prebuilt integrations (SharePoint, Outlook, Teams, Dynamics 365, etc.)
e Workflows — the new automation designer (e.g. a manager-approval process)
e MCP servers — Model Context Protocol integrations



e REST APIs — OpenAPI/Swagger specs for external systems
¢ Prompts — reusable prompt-based tools

How Tools Work

The orchestrator decides when to call a tool based on the conversation, the agent'’s instructions, your
skills, and each tool's description — there are no manual triggers.

1. The orchestrator decides which tool to call and what inputs to pass (it can let Al fill the inputs
from context)

2. The agent executes the tool (e.g., creates a SharePoint item, sends an email)

3. The agent receives the result and continues the conversation

Example:

e User: "My account can't access the finance drive — please log a ticket.”

e Orchestrator decides: use the ,Uas«l++04a! skill - call the SharePoint — Create item tool
¢ Tool executes: creates a row in the Tickets list

e Agent responds: “I've logged ticket #1234 (Access, High priority) and emailed you the details.”

Common Tool Use Cases

Scenario Tool Type

Send an email confirmation Office 365 Outlook connector
Create a support ticket SharePoint connector (Create item)
Look up a user's manager Office 365 Users connector

Run a manager approval Workflow (new designer)

Note: You'll equip the Outlook and SharePoint tools in Module 07, and build an approval
Workflow in Module 09.

9 The Remaining Blocks: Memory, Connected Agents, Model

Memory

Memory lets the agent remember context across turns — and across conversations — for better
follow-ups. Turn it on from the Memory block. You'll enable it in Module 06.



Connected Agents

Connected agents is how one agent delegates to another — agent-to-agent hand-off. This is the
new experience’s answer to multi-agent orchestration: one agent calls another like a tool. (Introduced
in Module 01; not deep-dived in this course — it's part of the Special Ops curriculum.)

Model

The Model block lets you choose the Al model that powers the agent's reasoning. More on this
below.

9 How the Building Blocks Work Together

Now let's see how these components combine into an intelligent conversation. The enhanced
orchestrator is the brain that decides, for each message, whether to search knowledge, load a skill,
or call a tool.

Flow 1: A Grounded Answer (Knowledge)

When a user asks a question the agent can answer from its documents:
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Step-by-step:

1. User sends a message — “What are the help desk hours?”

2. Orchestrator applies instructions and decides knowledge is needed
3. Orchestrator searches knowledge — retrieves the Contoso IT FAQ
4. LLM generates a response grounded in the retrieved content

5. Agent responds with the answer + citation



Flow 2: A Skill Takes Action

When the request needs a defined behavior plus a real action:
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Key difference from classic: there’'s no topic flow and no trigger phrase. The orchestrator selects
the skill by its description, follows the skill's markdown guidelines, and calls the tools the skill
references. You describe intent; the orchestrator plans the steps.

1 New Terminology (If You've Used Classic)

Classic term New experience

Topics (visual flows + trigger phrases) Skills (reusable markdown behaviors)
Actions Tools

Agent Flows Workflows (new designer)
Configurable orchestration toggle Enhanced orchestration (always on)
Overview page / multiple tabs One Build page

The concepts of knowing (Knowledge) and doing (Tools) carry over — but how you define behavior
changed from drawing flows to writing skills.

b Autonomous Triggers

Conversational behavior comes from Skills + the orchestrator — there are no phrase triggers to
configure. But agents can also act autonomously, driven by event triggers (a new row in a list, a
schedule, a webhook) rather than a user message.



Example event triggers:

e Row added — a new high-priority ticket is created
¢ Schedule — every Monday at 9 AM
e Webhook — an external system sends a signal

Note: You'll add an autonomous event trigger in Module 10: Autonomous Event Triggers.

“ Al Model Selection

The Model block lets you choose the Al model that powers your agent’s reasoning.
Available models (as of June 2026):

e GPT-4.1 (default) — reliable, fast, cost-effective

e GPT-5 — advanced reasoning, longer context

e Claude Sonnet 4.5 / 4.6 — strong at structured tasks and citations
e Mistral Medium 3.5 — multilingual, efficient

When to change the model:

e Complex reasoning — GPT-5 or Claude Sonnet 4.6
o Cost-sensitive — GPT-4.1

e Multilingual — Mistral Medium

Tip: For this course, the default GPT-4.1 is perfectly fine. You can experiment with other models
later.

( Key Takeaways

¢ Build page = single canvas with all agent components visible at once
¢ Building blocks:
1. Instructions — identity, tone, and core rules
2. Knowledge — what the agent knows (docs, SharePoint, web, Microsoft 1Q)
3. Skills — reusable markdown behaviors (the replacement for topics)
4. Tools — what the agent can do (connectors, workflows, MCP, APIs)
5. Memory, Connected agents, Model — remember context, delegate, and choose the
brain
¢ Enhanced orchestrator = the brain that decides when to search knowledge, load a skill, or call
a tool
¢ RAG = Retrieval-Augmented Generation — grounding responses in real data



e Preview pane = always visible; use the maker view to watch the agent reason
¢ No topics, no trigger phrases — you describe behavior and the orchestrator decides

g What You've Learned

You now have a mental map of:

e Where everything lives in the new Copilot Studio (the Build page layout)

e What the building blocks are and how they work together

¢ How the enhanced orchestrator decides what to do with each user message
¢ Why RAG is essential, and how Skills replace topics

Next Steps

In Module 03: Create a Declarative Agent for M365 Copilot, you'll build your first agent — a
lightweight extension for Microsoft 365 Copilot users.

Then in Module 06, you'll build the Contoso Helpdesk Agent from scratch — adding instructions,
knowledge, skills, tools, and memory step by step.

Course Navigation: — Module 01 | Course Index | Next: Module 03 —
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U Module 03: Create a Declarative Agent for M365
Copilot

Codename: OPERATION SIDE CHANNEL
Time: 25 minutes
Scenario: Extending Microsoft 365 Copilot (a quick side-quest — not Bit)

~ Learning Objectives

By the end of this module, you will be able to:

Explain what a declarative agent is and when to use one

Create a declarative agent in the Microsoft 365 Copilot agent builder

Add a knowledge source and write instructions

Use your agent inside Microsoft 365 Copilot

5 Overview

Declarative agents are lightweight extensions for Microsoft 365 Copilot. They add domain-specific
knowledge and instructions to the M365 Copilot chat experience without requiring users to leave
their workflow.

In this module, you'll create a simple Contoso IT Support Assistant that lives inside Microsoft 365
Copilot.

5 This is a side-quest, not Bit. The agent you build here is a quick, throwaway demo of a
different kind of agent (an M365 Copilot extension). You'll build Bit, your Contoso IT help desk
buddy — the full custom agent this course centers on — starting in Module 06. This module is
here so you understand the lightweight option before committing to the full build.

a Where declarative agents are built (read this first). Declarative agents are not created in
Copilot Studio — the Agents page there only offers New Agent (the full custom agent) and New
classic agent. Declarative agents are built in the Microsoft 365 Copilot agent builder (inside
M365 Copilot itself). That's the path this lab uses.




8 Prerequisites

e Access to Microsoft 365 Copilot at m365.cloud.microsoft. The agent builder is available with
Microsoft 365 Copilot Chat (even the Basic tier).
e Note on knowledge: on the Basic tier the agent grounds on public websites. Grounding a

declarative agent on your SharePoint / Microsoft Graph data requires a full Microsoft 365

Copilot license.

1 What Is a Declarative Agent?

A declarative agent is a specialized agent that:

, In the facilitated workshop, you're signed in with a workshop account that already has
M365 Copilot Chat. If you're following along at the office without M365 Copilot, you can still
read through to understand the concepts, then continue to Module 04.

e Extends M365 Copilot — it lives in the Microsoft 365 Copilot chat, listed under Agents
¢ Is low-code — you build it in the M365 Copilot agent builder with a simple form (no Copilot

Studio Build page); under the hood it's defined by a manifest

¢ Adds custom knowledge — grounds responses in websites (or your org data with the right

license)

¢ Has limited capabilities — searches knowledge and responds conversationally, but can’t run

skills, call tools, or trigger workflows

Declarative vs. Custom Agents

Feature
Where it lives

How users reach
it

Capabilities

Authoring

License

requirement

Best for

Declarative Agent
Inside M365 Copilot chat

Pick it under Agents (or 6U Ve 0_V it)

Knowledge grounding + instructions

M365 Copilot agent builder

M365 Copilot Chat (websites) / full M365
Copilot (org data)

Extending M365 Copilot with domain
knowledge

Custom Agent (Bit)
Standalone (Teams, web, M365)

Direct chat in Teams or website

Full: Skills, Tools, Workflows, Memory,
Adaptive Cards

The new Build page in Copilot Studio

Copilot Studio (or trial)

Standalone agents with actions and
workflows
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When to Use Declarative Agents

Use a declarative agent when:

¢ Your users already work in Microsoft 365 Copilot
¢ You want to add domain-specific knowledge (e.g., HR policies, product docs, support content)
e The use case is simple Q&A — no actions, approvals, or multi-step processes

Example scenarios:

¢ HR Policy Agent — answers questions about benefits and leave
¢ Product Docs Agent — answers from your product documentation site
e IT Support Assistant — answers common IT questions (what you'll build here)

2 Lab 3.1: Create the Agent in the M365 Copilot Agent Builder

Objective: Build a declarative Contoso IT Support Assistant that lives in Microsoft 365 Copilot.
Step 1: Open the Agent Builder

1. Go to https://m365.cloud.microsoft and open Copilot (Microsoft 365 Copilot).

2. In the left navigation, under Agents, select New agent. The Agent Builder opens.

3. You'll see “Build your own specialist agent” with a description box. You can describe your
agent in natural language — or select Skip to configure to fill the details in yourself.

EN] i @ Agent Builder » New Agent

,O New chat
Q Search

i Library
Agents

@& New agent

= More agents . o
®  Build your own specialist agent
Chats

No chats yet. Once you start chatting

you can return to past conversations

here. Describe the agent you want to create

Skip to configure —
Templates My agents
g Plan My Day \.d Project Delta Digest d Executive Briefing Agent
Agent Learner1 Plan My Day compiles a Delivers a daily digest of shipped Executive support agent for
AL 1365 Copilot (Basic) © comprehensive morning briefing... waork, progress, changes, and risks. meetings, events and interviews.

| Upgrade
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Step 2: Configure the Agent
Select Skip to configure and fill in:

e Name: Ve , &N &e“|| _+e4 ,,0,°4Ve

e Description: V,2 . ay W Va _Ve_, &N &~ ,+0_V,al0D a+ ||&a ,Da+_“+,Nil4,,2_ -
| _10y°NaAOl @NaaV &, 24 a ~* o, M

¢ Instructions:

E “4as ae+a _Ve_, aNas“||_+a,,0,aVeMal I]a Ul_° ,&20++ay_UU VaN a~* ,+0_V, &0
+1]a ,Da+_“e,Na|4,,2_+ a| _|0y°NaROl @NAAV &, _ +2as & ~ ,+, Mo & _10+ &4V ay_Wo, M
N &°_“a _VeeaDV_ 2as+ 44V,2 *Na| _OVeds+ &, @+ &+ 1| ,DOy_Ve_, M/_UMHp § <44, Da _

|&,,2_« ,a <& V10U ay_ ,NaaVv av § -a+ l|au°|a,,a, y“+0°°M

¢ Knowledge — Add specific websites: enter a support site to ground the agent, e.g.
S _ee MOy _,  M/_U.

o < @ Agent Builder > Contoso IT Support Assistant Configure Preview © Draft autc-saved
o
Q . Auto
Contoso IT Support Assistant #
M
Answers commen Contoso IT questions like help desk hours, password policy, Wi-Fi, and
software requests.
H Instructions @
Hi, how do you want to
update your agent? _ _
You are the Contoso IT Support Assistant. Help employees with common IT questions — help desk hours,
password policy, Wi-Fi, and software requests. Be polite and concise. If you don't know the answer, point the
user to helpdesk@contoso.com. Never ask for passwords or one-time codes, and never help bypass security.
Ask here to improve your agent— | can &
help update instructions, configure
knowledge, or guide you through setup.
+ 9
Knowledge Q@
Choose the sources your agent will use to generate responses
Add specific websites @
Al-generstad contant may be incomect | Copilat Studio capabilities in M365 are
e processed by the Copilot Studio service. By using this experience. you agree to

these Terms | Privacy and cookies support.microsoft.com X

I Knowledge note. On M365 Copilot Basic, the agent grounds on websites. With a full
Microsoft 365 Copilot license you could instead point it at your IT Help Desk SharePoint site
(and the Contoso IT FAQ) for org-specific answers like the exact help desk hours.



Step 3: Create the Agent

1. Select Create (top right).
2. You'll see “Your agent was created successfully!” — note it's private and only available to
you until you share it.

Your agent was created successfully!

This agent is currently private and only available to you.

Go to agent Share

Checkpoint: Your declarative agent exists and is available in Microsoft 365 Copilot.

2 Lab 3.2: Use the Agent in M365 Copilot
Objective: Chat with your declarative agent inside Microsoft 365 Copilot.
Step 1: Open the Agent

1. From the success dialog, select Go to agent (or find Contoso IT Support Assistant under
Agents in the left nav).
2. The agent opens its own chat in M365 Copilot, showing its name and “Created by you".



O Contoso IT Support Assistant Auto ~ @

D New chat

Q Search

i Library

Agents Contoso IT Support Assistant
Contoso IT Support Assis... Created by Agent Learner1

Gg\; New agent ® Terms and Privacy statement apply to web queries. Learn more

= More agents

Message Copilot
Chats 9 P

No chats yet. Once you start chatting, +
you can return to past conversations
here.

| ©

Agent Learner]

AL
M365 Copilot (Basic) @

[ Upgrade

U @mention, too. Because it lives in M365 Copilot, you can also 6U V-0_V the agent from the

main Copilot chat (type ¢ and pick it from the list) — handy when you're mid-conversation and
want to pull it in.

Step 2: Ask a Question

Type a question the support site can answer, for example:
|_2a _aNa- , -aaa _o! e+« VAAOV 2, 4|4,,2 T

The agent responds with grounded, step-by-step guidance — and follows its instructions: it refuses
to help bypass security and points to the proper recovery options.



o Contoso IT Support Assistant » How do | reset a forgotten Windows password? Auto ~ @

D New chat Today
Q Search

) How do | reset a forgotten Windows password?
i Library
Agents Contoso IT Support Assistant
Contoso IT Support Assis...

If you've forgotten your Windows password, you'll need to use official recovery options—I can’t help with

0:\; New agent bypassing security, but here are the proper ways to regain access:

= More agents

e (2 If it’s a Microsoft account (most common)

How do | reset a forgotten Win...
1. Go to the Microsoft password reset page:

=+ All chats https://account.live.com/password/reset
2. Follow the prompts (email, phone, or authenticator verification).

3. Usethe new password to sign in to Windows.

(2 Ifit’s a work account (company-managed device)

* Yourdevice is likely managed by IT.

a Cantantunnr ardanioatinn’e haln doel tn rocat wniir nacewmnrd nr nmlank vanr annnnnt
Message Copilot

Agent Learner

AL s Copilot (3asic) +

| ©

[ Upgrade

Al-generated content may be incorrect

Step 3: Watch the Guardrails

Notice the response opens with “I can't help with bypassing security, but here are the proper ways...” —
that's the instruction you wrote doing its job. Try an out-of-scope question and watch it stay on task
ordeferto + 1| ,Doy_Ve_, M_U.

Checkpoint: Your declarative agent answers grounded questions inside M365 Copilot and
respects its guardrails.

~  How Declarative Agents Work

A declarative agent is defined by a manifest that specifies its name, description, instructions, and
knowledge sources. When you chat with it (or 6U Ve0_V it):

1. M365 Copilot routes the message to your declarative agent

2. The agent searches its configured knowledge (e.g., the support site)

3. It generates a response grounded in the retrieved content, following your instructions
4. The response appears in the M365 Copilot chat

Key difference from custom agents: declarative agents run inside M365 Copilot's interface — they
don't have the Copilot Studio Build page, Skills, Tools, or Workflows.




a Limitations of Declarative Agents

Declarative agents are intentionally simple. They cannot:

e Author Skills (no markdown behaviors)

e Call Tools or connectors (no actions, no API calls)

¢ Run Workflows (no approvals or multi-step automation)
e Display Adaptive Cards

¢ Live outside Microsoft 365 Copilot

If you need these capabilities, build a custom agent instead — which is exactly what you'll do when
you build Bit starting in Module 06.

When to Use Declarative vs. Custom Agents

% a° “ed“, e, 4% «DA0VAOOye , eaiBia |0l T

YRAE |, 464N, 4+ 4°, aya, &4,0U1 &6 &420.+aDV.al | &le “V OVIT

»A38344224YRAE , 464 “0l 4aa yla-a-08 aal Vea olBia |0l _saal Veau*ol -a
»345244452°@ap_ 4V 4, D011, Nde |, N&® D | 2, as64 “0l aaay“,. Uial Ved [0l ed-+“ 0 a

°®ap_a6a “0l aaday“,e_Uaal Veaadv al“ulo,+ae_a; au,a -a* u

- _______________________________________________________________/

Example mapping:

Use Case Agent Type

HR policy Q&A for M365 users Declarative

IT helpdesk that logs tickets and runs approvals (Bit) Custom

Product docs Q&A for M365 users Declarative

Customer support chatbot on a public website Custom

Autonomous ticket-escalation agent Custom (event-triggered)

(  Key Takeaways

¢ Declarative agents extend M365 Copilot with custom knowledge and instructions

¢ Built in the M365 Copilot agent builder — not in Copilot Studio (which only makes
custom/classic agents)

e Simple Q&A use cases — no skills, tools, or workflows

¢ Grounded in knowledge — websites on Basic; SharePoint / Graph with a full M365 Copilot
license



¢ Instructions are the guardrails — ours kept the agent from helping bypass security

Next Steps

Now that you've seen the lightweight option, you'll shift focus to custom agents — the full-featured
agents that give you Skills, Tools, Workflows, and multiple publishing channels.

But first, in Module 04: Creating a Solution, you'll set up proper solution packaging so all your
work is organized, version-controlled, and ready for ALM (Application Lifecycle Management).

Course Navigation: — Module 02 | Course Index | Next: Module 04 —
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Module 04: Creating a Solution

Codename: OPERATION QUARTERMASTER
Time: 15 minutes
Scenario: Solution Packaging and ALM

~ Learning Objectives

By the end of this module, you will be able to:

e Explain what a Power Platform solution is and why it matters

e Create a solution publisher with proper naming conventions

e Create a new solution in the Power Apps maker portal

¢ Set a preferred solution in Copilot Studio

e Understand how solutions support Application Lifecycle Management (ALM)

5 Overview

Before you build Bit (the Contoso Helpdesk Agent), you need to set up a solution — a container that
organizes all your agent components (agents, workflows, connections, etc.) for proper lifecycle

management.

Think of a solution as a “project folder” for Power Platform components. Without a solution, your
agents and workflows exist as loose, unmanaged components. With a solution, you get:

o [ Organization — all related components in one place

o [ Version control — track changes over time

e [ Environment promotion — move from dev — test — production

o [4 Team collaboration — multiple builders working on the same solution

4 Backup and restore — export solutions as portable packages

In this module, you'll create a solution called Contoso Helpdesk Agent that will hold all the work
you do in the rest of the course.

8 Prerequisites

e A Power Apps Developer environment (created in Module 00).
e Access to the Power Apps maker portal (make.powerapps.com).
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, In the facilitated workshop, your environment and security are already provisioned — you'll
create the solution here as part of Mission #2. If you're following along at the office, complete
Module 00 first.

1 Whatls a Solution?

A solution is a container for Power Platform components. It acts as a packaging and deployment
mechanism for:

Copilot Studio agents

Workflows (the new automation format) and cloud flows

Connectors and connection references

Dataverse tables (if you create custom data structures)
e Environment variables

Managed vs. Unmanaged Solutions

Solution Type When to Use Can Edit?

Unmanaged Development environment &4 Yes — active workspace

Managed Test, production environments X No — read-only, deployed package
Workflow:

1. Build in an unmanaged solution (dev environment)
2. Export as a managed solution (packaged .zip file)
3. Import to test/production as a managed solution (locked, production-ready)

For this course, you'll work in an unmanaged solution. Exporting and deploying to production is
covered in advanced ALM training.

I Why Solutions Matter

Imagine you build 10 agents over the next year without solutions. Here's what happens:

¢ X No organization — agents and workflows are scattered across the environment
o X No backup — if you accidentally delete an agent, it's gone

e X No promotion — you can't easily move agents from dev to production

e X No collaboration — teammates can't tell which components belong together
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With solutions:

o [7 Everything is packaged — export the solution, import it elsewhere
o [ Clear ownership — you know which components belong to which project
e [ ALM-ready — move to CI/CD pipelines (Azure DevOps, GitHub Actions) when you're ready

Lab 4.1: Create a Solution Publisher

Every solution has a publisher — a namespace that identifies who created the solution. Think of it
like a company or team name.

Step 1: Open the Power Apps Maker Portal

1. Go to https://make.powerapps.com
2. Sign in with your M365 account
3. Select your developer environment from the environment picker (top right)

Step 2: Navigate to Solutions

1. In the left navigation, select Solutions
2. You may see a list of existing solutions (if any)

. Environment
i Power Apps £ search B Recruitt

+ New solution < Import solution ﬁ] Open AppSource E,‘ Publish all customizations Set preferred solution ® See history I«: Connect to Git -+

(A Home
Solutions
+  Create
M Leamn
Current * Create plan from a solution
[—%‘ Plans preferred —'4 Select an existing solution. and Al agents will
solution Deployment generate a detailed plan showing how that
B Apps Contoso :o Track all solution deployments in one place. See solution supports your business goal
Helpdesk 7% what's active, what has failed, and get
B Alhub Agent recommendations for improvement.
Manage
B Tables
o®  Flows
I & Solutions # Unmanaged %) Managed & Al
More
Display name Name Created | Version Publisher ~ Solution check Source contro
@ Power Platform )
Contoso Helpde B ContosoHelpdes... 24 minutes a... 1.0.0.0 Contoso Hasn't been run # Not Connec
Common Dat... Crla3cl 1 week ago 1000 CDS Default Publ... Hasn't been run # Not Connec
Default Solution : Default 1 week ago 10 Default Publisher.. Not supported for analy... # Not Connec

Note: If you don't see any solutions yet, that's okay — you're about to create one.
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Step 3: Create a New Publisher

1. In the Solutions page, select + New solution — in the dialog, open the Publisher dropdown
— select + New publisher
o (Alternatively, use Settings # — Advanced settings — Customizations — Publishers.)

2. In the New publisher dialog, enter the following:

Field Value

Display Name Ve . _

Name y_Ve_,_ (auto-generated from Display Name)
Prefix y_Ve ., _

Choice Value Prefix EEEEE (or leave default)

Description c“Ul0,+ & & Vo, HesA0VOVI A, |“+0_V,

Why the prefix matters: The prefix (e.g., y_Ve_,_ ) is prepended to all solution components. For
example, if you create a Dataverse table, it becomes y_Ve_, _seail VAU . This prevents naming

conflicts across solutions.

3. Select Save (or Save and Close)

3

Checkpoint: You now have a publisher called Contoso with the prefix y_Vvs_,

2 Lab 4.2: Create a New Solution
Now that you have a publisher, create the solution for this course.
Step 1: Create the Solution

1. In the Solutions page, select + New solution

2. In the New solution dialog, enter:



Field Value

Display Name Ve, al 1| ,ba‘t! Ve

Name Ve . I 1] ,D! Ve (auto-generated)

Publisher Select Contoso from the dropdown

Version EVMEMEMVE (default is fine)

Description o 1“e0_ VA & OeNie+ & Vo, aNt&l I| ,Da! VeNadV d las &y U _V Ve,

3. Select Create
4. The solution is created and you land on the solution details page

" Checkpoint: You have a solution called Contoso Helpdesk Agent owned by the Contoso
publisher.

Step 2: Explore the Solution

On the solution details page, you'll see:

e Overview — summary of the solution
e Objects — lists all components inside this solution (currently empty)
e History — tracks changes and versions

Right now, the solution is empty. As you build Bit, workflows, and other components, they'll appear
here.

2 Lab 4.3: Set the Preferred Solution in Copilot Studio

To ensure Bit and all your future components are automatically added to the Contoso Helpdesk
Agent solution, set it as the preferred solution.

Step 1: Open Copilot Studio

1. Go to https://copilotstudio.microsoft.com
2. Sign in with your M365 account, and confirm you're in the new experience and the right
environment

Step 2: Set the Preferred Solution

You can set the preferred solution in either place:

¢ Environment-wide: Settings (* ) — Advanced (or Environment) — locate Preferred
solution — select Contoso Helpdesk Agent.
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¢ Per agent (up front): right after you create Bit (Module 06), open the agent’s Settings and
confirm/choose Contoso Helpdesk Agent as the solution.

3. Select Save or Apply

Note: The exact location of “Preferred solution” may vary. Look under Settings — Advanced,

Settings — Environment, or use the Settings search box and type “Preferred solution.”

3

Checkpoint: The Contoso Helpdesk Agent solution is now the preferred solution.
What This Means

From now on, when you create an agent, workflow, or other component:

e [t's automatically added to the Contoso Helpdesk Agent solution
e You don't need to manually assign it later
o All related components stay organized in one place

Best practice: Always set a preferred solution at the start of a project. This prevents “orphaned”
components scattered across the environment.

How to Verify Components Are in the Solution

After you create Bit in Module 06, come back to the Power Apps maker portal to verify it's in the
solution:

1. Go to https://make.powerapps.com

2. Select Solutions

3. Select Contoso Helpdesk Agent

4. In the Objects list, you should see:
o Copilot — Bit (your agent)
o Workflows / Cloud flows — any workflows you create
o Connection references — connectors you use

Understanding Solution Layers

When you edit a solution component (e.g., update Bit's instructions), Power Platform creates a layer.
Layers track who changed what and when.

Why this matters:
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e Multiple people can work on the same solution
¢ You can see the history of changes
¢ |f something breaks, you can identify which layer introduced the issue

You can view layers:

1. In the solution, select a component (e.g., your agent)
2. Select Advanced — See solution layers
3. You'll see a list of changes (active layer, base layer, etc.)

For this course, you don't need to manage layers — just know they exist for collaboration and
troubleshooting.

Exporting and Importing Solutions

Although you won't do this in the course, here’s the high-level process for moving solutions between
environments:

Export (from Dev)

1. Go to Solutions in Power Apps

2. Select the solution

3. Select Export

4. Choose Managed or Unmanaged
5. Download the .zip file

Import (to Test/Prod)

1. In the target environment, go to Solutions

2. Select Import

3. Upload the .zip file

4. Follow the prompts to map connections and environment variables
5. Select Import

This is the foundation of Application Lifecycle Management (ALM) for Power Platform.

P Solution Best Practices

1. One solution per project — don't mix unrelated agents into one solution

2. Set a preferred solution — always configure this before building

3. Use descriptive names — V- _, al || ,Da ! Ve isbetterthan «_1“<0_VE

4. Version your solutions — increment the version with each release (1.0.0.0 - 1.1.0.0)



5. Export regularly — back up your work by exporting the solution as a .zip file
6. Use a custom publisher — avoid the default publisher (it's shared across all solutions)

( Key Takeaways

e Solutions are containers for Power Platform components (agents, workflows, etc.)

e Publishers provide a namespace (prefix) for solution components

¢ Preferred solution ensures new components are automatically added to your solution
¢ Managed solutions are for production; unmanaged solutions are for development

¢ ALM-ready — solutions enable environment promotion, version control, and team

collaboration

What You've Built

You now have:

o [ A publisher called Contoso with prefix y_ve_,
o [ A solution called Contoso Helpdesk Agent
o [4 Preferred solution set in Copilot Studio so all future work goes into this solution

From this point forward, every component you create — starting with Bit — will be neatly organized
in the Contoso Helpdesk Agent solution.

Next Steps

In Module 05: Using Pre-Built Agents, you'll explore agent templates that give you a head start on

common scenarios.

Then in Module 06: Build the Contoso Helpdesk Agent, you'll create Bit from scratch — and he'll
automatically be added to your solution.

Course Navigation: — Module 03 | Course Index | Next: Module 05 —
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1 Module 05: Using Pre-Built Agents

Codename: OPERATION HEAD START
Time: 20 minutes
Scenario: Agent Templates and Starting Points

~ Learning Objectives

By the end of this module, you will be able to:

e Browse the Copilot Studio agent template gallery

¢ |dentify common agent templates and their use cases

e Create an agent from a template

e Customize a template-based agent for your organization
¢ Decide when to use a template vs. build from scratch

5 Overview

You don't always need to build an agent from scratch. Copilot Studio provides pre-built agent
templates that give you a head start on common scenarios like IT helpdesk, HR support, and sales
qualification.

1. 1

In this module — the workshop’s “Your First Agent” opener — you'll explore the template gallery,
create a quick agent from a template, and customize it. This is your fast hands-on win before you
build Bit properly from scratch in Module 06.

5 This is a quick first agent, not Bit. The template agent here is a throwaway to get your
hands dirty. You'll build Bit, your Contoso IT help desk buddy — the agent this course centers
on — from a blank canvas in Module 06. Keep this template agent around as a reference.

8 Prerequisites

¢ A Copilot Studio environment in the new experience (from Module 00).
e For the customization step: the IT Help Desk SharePoint site with the Contoso IT FAQ (Module
00).

, In the facilitated workshop, this is your first hands-on lab — your environment and
SharePoint site are already provisioned, so you can start right here. If you're following along at
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the office, complete Module 00 first.

1 What Are Agent Templates?

Agent templates are pre-configured agents built by Microsoft and the community. They typically
include:

¢ Pre-written instructions — identity and guidance optimized for a scenario
¢ Suggested skills — reusable behaviors for common tasks

¢ Knowledge placeholders — spots for your data (you'll replace these)

¢ Suggested tools — connectors relevant to the scenario

e Starter prompts — example questions users can ask

Templates save time by providing a proven structure you can adapt to your needs.

Common Agent Templates

As of June 2026, Copilot Studio offers templates including:

Template Use Case

Website Q&A Answer questions from a website or knowledge base
Benefits Leave policies, benefits, onboarding

Citizen Services Public-sector citizen information and services
Financial Insights Financial document Q&A for finance teams

Safe Travels Travel FAQs and health/safety guidelines

Weather Weather forecasts and related queries

Note: Microsoft regularly adds new templates. The gallery you see may include additional or
differently-named templates than those listed here.

2 Lab 5.1: Browse the Template Gallery
Objective: Explore available agent templates and understand what each one offers.
Step 1: Navigate to the Template Gallery

1. Go to https://copilotstudio.microsoft.com
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2. Sign in with your M365 account (confirm you're in the new experience)
3. In the left navigation, select Agents. Scroll down past "My agents” to find the “Start with an

agent template” section with template cards.

[ aL)

Environment
D Copilot Studio 8 Recruitt £ ?
H@E Agen‘ls —+ Create blank agent Import agent ([
K/
Agents # New Copilot Studio experience Better, more accurate responses and task completion, click to try now!
Q
+0
Flows
o, LT =
oo Start building by describing what your agent needs to do
Tools
My agents Q. Search agents
Name Type Last modified - Last published Owner Protection status

ﬁ Microsoft 365 Copilot Microsoft

Install a managed agent ©

Catalog Enrichment (Preview)
Managed agent
N Finance in M365 Copilot
L Managed agent

Start with an agent template

TN Website Q&A

Step 2: Explore Template Details

1. Browse the available templates

Mever

Document Processor (Preview)
Managed agent

N Variance Analysis (Preview)
L Managed agent

= Filter Q Search templates

ﬂ Safe Travels

2. Select a template card (e.g., Website Q&A or another template that interests you)
3. You'll see a configuration screen with a name, description, instructions, and suggested

prompts



Environment

P Copilot Studio 8 Recruitt 87 I::AL::I

)8 Website Q&A Cancel

© consider reviewing the Website Q&A template documentation

Language: English (en-US) ,ﬂ Edit language

Name O

Give your custom agent a descriptive name so it's easy to identify. You can change this later if you need to.

Website Q&A

@ Change icon

Used to represent the agent. lcon should be in PNG format.

Description

Use your own words to describe what your agent should help with, including your audience and end goal.

An agent that can answers common questions from users using the content of your website.

Instructions

Direct the behavior of the agent, including its tasks and how it completes them.

Maintain a polite and professional tone while assisting with questions about the knowledge
source. There are no specific topics that are off-limits for discussion.

Suggested prompts —+ Add suggested prompts

Suggest ways of starting conversations for Teams and Microsoft 365 channels. Learn more,

4. Select Cancel to return to the gallery
Step 3: Compare Templates

Explore at least two or three templates (e.g., Website Q&A, Benefits, Citizen Services).
Reflection questions:

e How do the instructions differ between templates?
e What skills or starter prompts are included by default?
e Are there any suggested knowledge sources or tools?

Checkpoint: You've explored the template gallery and understand what each template provides.

2 Lab 5.2: Create an Agent from a Template

Objective: Create an agent using the Website Q&A template and see what it includes.



Step 1: Select the Website Q&A Template

1. In the template gallery, locate the Website Q&A template

2. Select the template card — you'll see the configuration screen with a Create button at the top

3. Optionally update the Agent name (A @,0 46 & U las 4% U_ or leave the default) and
Language

Environment

) Copilot Studio 8 Recruitt g2 (a)
@ Website Q&A Cancel
© consider reviewing the Website Q&A template documentation

Language: English (en-US) ,A_(‘r Edit language

Name O

Give your custom agent a descriptive name so it's easy to identify. You can change this later if you need to.

Website Q&A

@ Change icon

Used to represent the agent. lcon should be in PNG format.

Description

Use your own words to describe what your agent should help with, including your audience and end goal.

An agent that can answers common questions from users using the content of your website.

Instructions

Direct the behavior of the agent, including its tasks and how it completes them.

Maintain a polite and professional tone while assisting with questions about the knowledge
source. There are no specific topics that are off-limits for discussion.

Suggested prompts —+ Add suggested prompts

Suggest ways of starting conversations for Teams and Microsoft 365 channels. Learn more,

Step 2: Create the Agent

1. Select Create and wait while Copilot Studio provisions the agent (~30 seconds)
2. You land on the Overview (Build) page for the new agent




Home

Agents

s i%°

Tocls

Environment ST
P Copilot Studio 8 Recruitt g2 (A
. x
) Website Q&A (3 Overview Knowledge  +7 Q Publish Settings !
Test your agent @ {x} - X
Details /7 Edit
Q Name
Website Q&A
Description 83/1024

An agent that can answers common gquestions from users using the
content of your website.

Agent status

1 Warning Review

Select your agent's model . .
Hello, I'm your Website Q&A copilot.

Your agent will primarily use the model for reasoning and responding. Please ensure the knowledge source

Experimental models are subject to preview terms. Learn more ; - .
on the left is pointing to your website

so | can provide customized answers

Claude Sonnet 4.6 v
based on your website content.
Instructions /7 Edit
A minute ago

Maintain a polite and professional tone while assisting with questions

about the knowledge source. There are no specific topics that are off-
Ask a question or describe what

: 0/2000 2 e

You're testing your agent's real responses and

limits for discussion.

Knowledge ~+ Add knowledge capabilities. Find troubleshooting help here, Make
Add data, files, and other resources to inform and sure Al-generated content is accurate and
improve Al-generated responses. appropriate before using. See terms

" Checkpoint: You've created an agent from the Website Q&A template.

Step 3: Review What the Template Includes

Explore the new agent’s Build page blocks:

a. Instructions

Read the pre-written Instructions. Notice:

¢ Clear role definition — “Maintain a polite and professional tone while assisting with questions

about the knowledge source...”

e Scope — broad by default; you'll tighten this when customizing

¢ Tone guidance — professional, helpful, no off-limits topics by default

Tip: Save this pattern — you'll write similar instructions for Bit in Module 06.

b. Topics and Suggested Prompts



Scroll down on the Build page. You'll see a Topics section (system topics like Greeting, Goodbye, Start

Over) and a Suggested prompts section where you can add example questions for users.

A

Home

K/

Agents

[}
+0

Flows
o+,
oo

Tocls

) Copilot Studio

@ Website Q&A (2 Overview Knowledge  +7

Agents -+ Add agent

Connect your agent with another agent, dedicated to
handling steps of your workflow. Learn more

2

o

Add agent

Topics -+ Add topic
Add conversation topics to focus and guide the way your

agent answers.

.__} Goodbye

.‘,} Greeting

.__} Start Over

See all

Suggested prompts — Add suggested prompts

Suggest ways of starting conversations for Teams and Microsoft 365 channels. Learn

meore,

v

Add suggested prompts

c. Knowledge

Environment
2 Recruit1 & ?
Publish Settings
Test your agent @ () -

The specific help desk support
hours are not mentioned in the
available information. However,
Microsoft Support offers various
ways to get help, including self-help
options, live chat with a specialist,
and support for a wide range of
products such as Microsoft 365,
Office, Windows, Xbox, Surface
devices, and more. You can sign in
to access personalized support and
find solutions to common problems
or contact a support agent for
additional help 12 22,

2 references v

1 @ Microsoft Support

2 [@ Contact Us - Microsoft Su...

4H 9

7 minutes ago

Ask a question or describe what

0/2000 2 @

b

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

In the Knowledge block you'll see a pre-configured Microsoft knowledge source. Templates include a

starter knowledge source — you replace it with your organization’s data (next lab).

d. Tools

In the Tools block you'll see a Work 1Q toggle (M365 organizational data) and space to add

connectors. Templates leave tools mostly blank — you connect your systems.

" Checkpoint: You've reviewed the template agent'’s instructions, topics, knowledge, and tools.




2 Lab 5.3: Customize the Template Agent

Objective: Adapt the template to Contoso by adding the IT Help Desk SharePoint site as a
knowledge source.

Step 1: Add the IT Help Desk SharePoint Site

1. On the Build page, scroll to the Knowledge block

2. Select + Add knowledge — the Add knowledge dialog opens showing connectors (SharePoint,
Public websites, Dataverse, and more)

3. Select SharePoint — you'll see a URL entry field

4. Enter the URL of your IT Help Desk site:
toe| o AAD®_“ee VAVeeM +ae | _OVeMy_U],0 ,INI 1]|%,D

5. Select Add to agent

SharePoint X

Selected files will be uploaded to Dataverse. SharePoint data will only be available to authenticated end-users. Learn more

Browse items or Enter URL of a SharePoint file or folder

N

Ready when you are

Browse your SharePoint files or paste a SharePoint URL above

Back Cancel



Step 2: Test the Agent

1. In the Test your agent pane (right side), type:

A+dedde de+ &+ ||& ,Dat+ “e, T

2. Press Enter

Checkpoint: The agent can now search the IT Help Desk SharePoint site.

3. The agent searches its knowledge source and returns an answer with numbered source

citations (e.g., E"400ye_,_ +a+“||_e+ ). Once you've added the Contoso IT FAQ as

knowledge, the citations will point to your SharePoint content instead.

) Copilot Studio

Home

R @ Website Q&A (3 Overview Knowledge  +7

Agents Select your agent's model

Q Your agent will primarily use the model for reasoning and responding.
F'IH:' Experimental models are subject to preview terms. Learn more

ows

o+ Claude Sonnet 4.6 g

oo

Tools

Instructions

£ Edit

Maintain a polite and professional tone while assisting with questions
about the knowledge source. There are no specific topics that are off-

limits for discussion.

Knowledge

Add data, files, and other resources to inform and
improve Al-generated responses.

L
am8 Microsoft

wr

See all

Web Search
Enable your agent to search all public websites.
Learn more

Tools

+ Add knowledge

@r Ready
@ ) Disabled
~+ Add tool

Add tools to empower the Al to complete specific tasks for

improved engagement. Learn more.

Work 1Q

The intelligence laver that personalizes this agent to vou and

Step 3: Customize the Instructions

@ ) Disabled

1. Open the Instructions block and select Edit

Test your agent

Environment

2 Recruit1 @ (?

Publish Settings

The specific help desk support
hours are not mentioned in the
available information. However,
Microsoft Support offers various
ways to get help, including self-help
options, live chat with a specialist,
and support for a wide range of
products such as Microsoft 365,
Office, Windows, Xbox, Surface
devices, and more. You can sign in
to access personalized support and
find solutions to common problems
or contact a support agent for
additional help 12 22,

2 references ~

1 @ Microsoft Support

2 [@ Contact Us - Microsoft Su...

4H 9

2 minutes ago

Ask a question or describe what

@ () -

- X

0/2000 2 @

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

Checkpoint: The template agent responds and cites its knowledge source.



2. Modify the instructions to reference Contoso:

E “&4 &AVAN &l ||4%,Da4,,0,*aVed & Vo , ME “&+ [|4 Ul _° ,4200+4y_UU VAN
0,,“ ,Ma 4 10 Nay WO, NaaVv &l ,,0 ValM

E “ayava+ || &20e+0

| 4As paAV &y W y+080¢°&ee “il ,+_+O0V

| &e o34 A0V, all4as0 Vi ~* o,

124°, 8, Asy+de+ & Ve , &DV.21 | & Oe,sMiN &44V40,,“ &V ,&a Uovaayy ,.,Nal ! &aa

+0yD + 44V &+aV 404+ _as+ a+ ||a ,Das aUM

3. Select Save

Checkpoint: The agent’s instructions now reference your organization.

When to Use a Template vs. Build from Scratch

Scenario Recommendation

Common use case (IT helpdesk, HR, customer = Start with a template

service)

Unique workflow (custom business process) Build from scratch

Learning agent authoring Try both — templates teach patterns, scratch teaches
fundamentals

Tight deadline Use a template and customize

Need complete control Build from scratch

Best practice: Even if you build from scratch, review templates for inspiration — they show you
how to write effective instructions, structure knowledge, and pick good starter prompts.



w Customizing Templates: What to Change

Component
Instructions
Knowledge
Skills

Tools
Channels

Branding

What to Customize

Replace the generic company name with yours; add specific guidance
Add your SharePoint sites, documents, knowledge bases

Add/adjust skills to match your processes

Connect to your systems (ticketing, email, HR)

Publish to your Teams, website, or M365 Copilot

Update the agent name, description, icon

U For This Course: Keep It, but Build Bit Fresh

After creating the Website Q&A Template Demo, you have two paths:

¢ Keep and customize the template, or

e Use it as a reference and build fresh.

For this course, build fresh. Keep the template agent in your environment (don't delete it), and in

Module 06 build Bit from a blank canvas. You get both: the learning value of building from scratch

and a template to reference.

( Key Takeaways

e Templates provide pre-built agents for common scenarios (IT, HR, sales, etc.)

¢ Included: instructions, suggested skills, knowledge placeholders, suggested tools, starter

prompts

¢ Not included: your organization’s specific knowledge — you add that

e Customization is required — templates are starting points, not finished products

¢ Use templates to learn — even if you build from scratch, they teach best practices

g What You've Learned

You now know how to:

e Browse the Copilot Studio template gallery

e Create an agent from a template

e Customize it by adding knowledge and editing instructions

e Decide when to use a template vs. build from scratch



Next Steps

In Module 06: Build the Contoso Helpdesk Agent, you'll create Bit from a blank canvas — defining
his instructions, grounding him with knowledge, and turning on memory. It's the heart of the course

and the foundation for everything that follows.

Everything from Modules 01-05 comes together as you build Bit.

Course Navigation: — Module 04 | Course Index | Next: Module 06 —


file:///C:/Source/04-creating-a-solution/
file:///C:/Source/
file:///C:/Source/06-build-custom-agent/

“* Module 06: Build the Contoso Helpdesk Agent

Codename: OPERATION AGENT FORGE
Time: 75 minutes
Scenario: Build Bit — from a blank canvas

~ Learning Objectives

By the end of this module, you will be able to:

e Create a custom agent in the new experience from a natural-language description
¢ Give the agent an identity (name, icon, accent) and write its Instructions

¢ Configure Settings (preferred solution, moderation, authentication)

¢ Add a greeting and suggested prompts

e Ground the agent with Knowledge (uploaded documents) and turn on Memory
¢ Run afirst test in Preview and watch the agent reason as the maker

5 Overview

This is the heart of the course. You'll build Bit — your Contoso IT help desk buddy — from a blank
canvas, entirely in the new experience. Bit lives on a single Build page: Instructions, Knowledge,
Skills, Tools, Memory, Connected agents, and Model, all in one place.

By the end of this module, Bit will:

o [7 Have an identity, guardrails, a greeting, and suggested prompts
e [ Answer from the Contoso IT FAQ and Approved Software List
e [ Remember context across turns (Memory)

e [ Cite its sources and admit when it doesn't know

You'll add the doing — skills, tools, tickets, workflows — in the modules that follow. This module
builds the foundation everything else sits on.

U The Big Picture

Here's what you'll build across Modules 06-11:



Module What You Add to Bit

Module 06 (this one) The base agent + knowledge + memory

Module 07 Skills + Tools: reset passwords, troubleshoot VPN, log tickets
Module 08 Adaptive Cards for richer responses

Module 09 A Workflow for manager approvals

Module 10 An Event Trigger to auto-escalate high-priority tickets
Module 11 Evaluate, then Publish to Teams + M365 Copilot

Everything starts here.

8 Prerequisites

e You're in the new experience with the Contoso Helpdesk Agent solution set as your
preferred solution (Module 04).

e The two knowledge documents from Module 00: Contoso IT FAQ and Contoso Approved
Software List.

., In the facilitated workshop, your environment, SharePoint site, and security are pre-
provisioned. If you're following along at the office, complete Module 00 and Module 04 first.

2 Lab 6.1: Create Bit

Objective: Create a new agent in the new experience and give it an identity.

Step 1: Open the Copilot Studio Home Page

1. Go to https://copilotstudio.microsoft.com
2. Sign in and confirm you're in the new experience and the right environment

Step 2: Describe the Agent

The new experience lets you create an agent from a natural-language description.

1. In the description box, enter:

E “4a- A4VAN &,“|| e-&al Ved & Ve , & Ul _° Ml I|&+ U, I8 ay UUVA 80y N
ayy ,,NaaVv &, 24 &0,,° ,Ma & +0 V |°Nay_WO0, NiaV 4| e-ayeO0yal MiN 4aVao0,,* av
a WoVaayy ,,Nal ! 8484,"|| e+&+0yD «&4 sde+ &+ ||& ,Das aUM


file:///C:/Source/04-creating-a-solution/
file:///C:/Source/00-course-setup/
file:///C:/Source/00-course-setup/
file:///C:/Source/04-creating-a-solution/
https://copilotstudio.microsoft.com/

2. Press Enter or select Create, and wait while the agent is generated (~10 seconds)
Step 3: Name and Brand Bit

1. When the Build page opens, set the name:
Qe

(You can use a fuller display name like “Bit — your Contoso IT help desk buddy” if you prefer.)

2. Choose an agent icon from the catalog (or upload your own PNG), pick a color, and set a
custom accent color if you like.

Bit Build Preview & Publish ~
Bit ) Model ¥ Claude Sonnet 46
(D Ski!ls . . ¥
Define behaviors through structured instructions
(2] Instructions B 7T S =8 % &
Tools +
You are Bit, the IT support agent for Contoso employees. Help employees solve common device, access, and software Connect the agent to extemal systems and actions
issues. Be friendly, concise, and practical. Search the Contoso knowledge (IT FAQ, Approved Software List) before
answering, and cite the source. If 2n issue needs admin access, log a ticket and hand it to the help desk team. If you Knowledge +
don't know, point the user to helpdesk@contoso.com. Never ask for passwords or one-time codes, and never help Provide trusted context to guide decisions
bypass security.
Connected agents
Collaborate across agents to complete work
Memory Preview )
Rememb »ns, workflows and context for @ )
improved

Checkpoint: Bit exists and you're on the Build page.

2 Lab 6.2: Write Bit's Instructions

Objective: Define Bit's identity, tone, and guardrails. Keep it short — the detailed playbooks come as
Skills in Module 07.

1. On the Build page, open the Instructions block
2. Replace the Al-generated text with:
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3. Select Save (I )

You'll add the how — password resets, VPN steps, triage, software requests — as Skills in Module
07. Instructions set identity and guardrails; skills carry the detailed playbooks.

Checkpoint: Bit has clear instructions and guardrails.

2 Lab 6.3: Configure Settings

Objective: Confirm Bit's solution, moderation, and authentication.

1. Open Settings (top right).

2. Solution / language — confirm Bit is in your Contoso Helpdesk Agent solution (it uses your
preferred solution by default; you can change it here). Note the agent schema name and
primary language.

3. Moderation level — choose how strictly responses are filtered for unsafe content. Leave the
default for the workshop.

4. Authentication — for the demo, Authenticate with Microsoft so SharePoint/Outlook tools
later run as the signed-in user. (Your facilitator may prefer No authentication — follow their
guidance.)

5. Save and exit Settings.

@ Auth note: "Authenticate with Microsoft” means tools can act as the signed-in user. In
Module 07 you'll also choose, per tool, whether an action runs as the user or as the maker —


file:///C:/Source/07-add-topic-with-triggers/
file:///C:/Source/07-add-topic-with-triggers/
file:///C:/Source/07-add-topic-with-triggers/

keep that distinction in mind.

Checkpoint: Bit is in the right solution with moderation and authentication set.

2 Lab 6.4: Add a Greeting and Suggested Prompts

Objective: Give users an on-ramp.
1. Set a greeting message, e.g.:
| ON&Ne UA 0- 80&°_“<&aN a+ 1| a ,Dau“ °Mil_2&ayavVaNa+ || &-_ &°T
2. Add four suggested prompts:
lal 1]a ,Da+ “s,
| & AVANAOV, «al 1 &> @ «a Na% ,D» | T
laNeUal_yD & “+84V & _e! _-alal4,,? e

| 40°8AspaD |,4 0,y W ysOV!

3. Save.

These four map directly to scenarios you'll test and build: knowledge (hours), the software list
(Power BI), the password-reset skill, and the VPN skill.

Checkpoint: Bit greets users and offers four starter prompts.

2 Lab 6.5: Add Knowledge

Objective: Ground Bit in the two Contoso documents so he can answer real questions.

In the new experience you add knowledge right on the Build page, and the orchestrator decides
which sources to search per question. For this workshop we upload the two documents so everyone's
data is identical.

Need the files? Download 6 Contoso_IT_FAQ.docx and 6
Contoso_Approved_Software_List.docx (also prepared in Module 00).


https://raw.githubusercontent.com/ulrikkerocks/BOOST/wip/rig/vitepress-rebuild/docs/public/downloads/Contoso_IT_FAQ.docx
https://raw.githubusercontent.com/ulrikkerocks/BOOST/wip/rig/vitepress-rebuild/docs/public/downloads/Contoso_Approved_Software_List.docx
https://raw.githubusercontent.com/ulrikkerocks/BOOST/wip/rig/vitepress-rebuild/docs/public/downloads/Contoso_Approved_Software_List.docx
file:///C:/Source/00-course-setup/

Step 1: Upload the Contoso IT FAQ

1. On the Build page, open the Knowledge block — choose to upload documents.
2.Upload _Ve_, sNis@-M _y~ (help desk email, helpline number, hours, basic Q&A).

Add knowledge

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

Q Searchfora knowledge source

N

Drag and drop or click to upload

(* Featured Dq Advanced

Py . ) .
l‘=’l Public websites > 6 SharePoint

@ OneDrive for Business

Step 2: Upload the Approved Software List

1.Upload _Ve_, s ||*_8§8 se_ +24 se0,*M_y (apps + self-service vs. manager sign-off).
2. Wait until both documents show as added/ready.

I Other options: you could also point Knowledge at the IT Help Desk SharePoint site, public
websites, or Microsoft 1Q, and enable general web search for recent info. For this course, the
two uploads are enough — the orchestrator chooses which to search automatically.

Checkpoint: Bit can search the Contoso IT FAQ and Approved Software List.

2 Lab 6.6: Turn On Memory

Objective: Let Bit carry context across turns and conversations.

1. In the Memory block, toggle Memory on and Save.
2. This lets Bit remember earlier messages (and prior conversations) for better follow-ups — e.g.,
remembering a user’'s name or the issue they described a few turns ago.

Checkpoint: Memory is enabled.



2 Lab 6.7: First Test in Preview

Objective: Verify Bit answers from knowledge and watch him reason.
Test 1: Help desk hours (knowledge)

1. Open the Preview pane and select the suggested prompt Help desk hours (or type it).
2. Watch what Bit does — as the maker, the preview shows his reasoning:

o searches the knowledge base, then

o loads skills (including the built-in skills that read Word/PDF), then

o answers with the hours, sourced from the Contoso IT FAQ.

Bit Build Preview Evaluate |G Publish ~

[#) New chat  End user preview @ )
@O Bit
& Hello! I'm Bit. How can | help you today?
4 @0
I'm locked out and forgot my password.
Bit
The user is locked out and forgot their password. Let me check the knowledge base/FAQ for the password reset process at Contoso.
I can help with that! Let me check our IT knowledge base for the right steps.
No worries — getting locked out happens! Here's how to reset your password at Contoso:
' Password Reset Options
1. Self-Service Password Reset (SSPR) If you've registered for ?, goto: https://aka.ms/sspr (C You can reset your password
A
using your registered phone or email — no IT help needed!
Ask a question or describe what you need
&

Z

Al-generated content may be incorrect. Learn more

t That maker view (search — skill load — answer) is your main debugging tool throughout the

course.

Test 2: A software question (knowledge)

1. Ask:

AVANEOV, » 4l [ &0 2 & N&% ,D» | T



2. Bit explores the Approved Software List, sees Power Bl Desktop is self-service, and replies
that no manager approval is needed (plus install guidance).

3. Flip the end-user preview toggle on to see the cleaner, user-facing version — then back off to
keep the detailed maker view.

Test 3: A graceful “l don’t know”

1. Ask something outside the knowledge base, e.g.:

Atdes 8o+ & U1 _° & 4-DOVI&|_I0y°T

2. Bit should admit he doesn't have that information and pointto + I| ,Déy_Ve_, M _U rather
than making something up — exactly as the instructions require.

Checkpoint: Bit answers from knowledge, shows his reasoning to the maker, and declines
gracefully when he can't help.

2 Lab 6.8: Watch Bit Reason (Maker Preview)

Objective: Understand which sources Bit searches for each question.
As the maker, the Preview pane shows Bit's reasoning for every turn:

¢ which knowledge sources he searched,
e which skills he loaded,
e and which source(s) he used in the final answer.

Ask the same questions from Lab 6.7 and expand the reasoning/details for each turn. This is how you
debug behavior later — if Bit answers from the wrong source or skips a skill, the maker view tells you
why.

( Inclassic Copilot Studio this was a separate “activity map.” In the new experience, the
reasoning is right in the maker preview — no separate screen.

2 Lab 6.9: Select the Al Model (Optional)

Objective: Know how to change the model that powers Bit's reasoning.

1. On the Build page, the Model block (top of the right-hand panel) shows the current model. In
this workshop environment the default is Claude Sonnet 4.6 — your tenant’s default may
differ. (You can see the Model block in the Build-page screenshot above.)



2. Available models (as of June 2026):

Model Best for

Claude Sonnet 4.5/ 4.6 Structured tasks, citation accuracy (default in this environment)
GPT-4.1 General use, fast, cost-effective

GPT-5 Complex reasoning, long context

Mistral Medium 3.5 Multilingual, efficient

3. To experiment: pick a different model, Save, start a new preview session, and re-ask the Lab 6.7
questions. Compare clarity, detail, and citations.

For this course, the default model is fine — you don't need to change it.

' Verify Bit Is in the Solution

Confirm Bit was automatically added to the Contoso Helpdesk Agent solution (because you set the

preferred solution in Module 04).

1. Go to https://make.powerapps.com — your developer environment
2. Select Solutions — Contoso Helpdesk Agent
3. In Objects, you should see Copilot — Bit (and any connection references)

Checkpoint: Bit is packaged in the solution.

A Troubleshooting Common Issues

Issue 1: A document won’t index

Symptoms: an uploaded document stays “processing” or Bit can't find its content.
Solutions:

1. Wait a minute or two and refresh — indexing isn't always instant.
2. Re-upload the file; confirm it's a supported type (Word/PDF).
3. Ask a question you know is answered in the document (e.g., “help desk hours”).

Issue 2: Bit answers without citing a source

Symptoms: Bit gives information but no citation, or seems to guess.

Solutions:


https://make.powerapps.com/

1. Confirm the “cite the source” and “don’t make up information” lines are in the Instructions.
2. Test with a question whose answer is definitely in a knowledge document.
3. Check the maker preview to see whether knowledge was searched at all.

Issue 3: Bit can’t see the SharePoint site (if you added one)

Symptomes: error connecting, or no results from the site.

Solutions:

1. Open the site in a browser and confirm you have access.
2. Verify the site URL and that you're a member/owner.
3. Remove and re-add the SharePoint knowledge source.

( Key Takeaways

¢ Natural-language creation — describe what you want; the new experience provisions the
agent

¢ Instructions define behavior — short identity + guardrails; detailed playbooks live in Skills

¢ Knowledge grounds answers — uploaded docs let the orchestrator search and cite

¢ Memory — Bit remembers context across turns and conversations

¢ The maker preview shows reasoning — your main debugging tool

¢ Model choice matters — pick based on reasoning complexity, cost, and language

¢ Preferred solution keeps you organized — Bit lands in the Contoso Helpdesk Agent solution
automatically

What You've Built

Bit now:

4 Has an identity, guardrails, a greeting, and four suggested prompts

4 Answers from the Contoso IT FAQ and Approved Software List, with citations
4 Remembers context (Memory)

4 Admits when he doesn’t know

24 Is packaged in the Contoso Helpdesk Agent solution

He can talk and know — but he can’t do anything yet (reset a password, log a ticket). That needs
Skills and Tools, which are next.



Next Steps

In Module 07: Teach Bit Skills (and Equip His Tools), you'll author four reusable markdown Skills
— |&,,2 ¢ le , o, §Mee “Ul ,+ OVl , ,Udeeles0a! ,and ,_ <24 |0V,*all&0 Mo ~ o
— and wire up the Tools (Outlook Send an email, SharePoint Create item) so Bit can log a ticket

end-to-end and email a confirmation.

Course Navigation: — Module 05 | Course Index | Next: Module 07 —
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W Module 07: Teach Bit Skills & Equip Tools

Codename: OPERATION PLAYBOOK
Time: 70 minutes
Scenario: Skills, Tools, and Logging a Ticket

~ Learning Objectives

By the end of this module, you will be able to:

e Explain how Skills replace topics and triggers in the new experience

e Author four reusable markdown Skills for Bit

¢ Add the Office 365 Outlook — Send an email and SharePoint — Create item tools
¢ Understand Al-filled inputs and the user-vs-maker execution context

e Test a password reset (email) and log a support ticket end-to-end

e |terate a skill to also generate and attach a PDF report

5 Overview

In Module 06 you gave Bit knowledge and memory — he can talk and know. Now you'll give him
Skills (what to do) and Tools (the muscle to do it).

Skills are the headline of the new Copilot Studio. A skill is a set of reusable instructions in
markdown that defines a specific behavior — when it activates, the guidelines to follow, examples,
and notes. The orchestrator loads the right skill at the right moment. No topics. No trigger phrases.

You'll author four skills, wire up two tools, and watch Bit log a real ticket to SharePoint and email a
confirmation.

8 Prerequisites

¢ Bit grounded with knowledge and memory from Module 06.

¢ The Tickets list site URL + list name from Module 00.

e Connections available for Office 365 Outlook and SharePoint (your facilitator may have pre-
authorized these).

, In the facilitated workshop, the SharePoint site, Tickets list, and connections are pre-
provisioned. If you're at the office, complete Module 00 and Module 06 first.
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4 Anatomy of a Skill

When you create a skill from blank, you define:

¢ Name — all lowercase, no spaces; use hyphens, not underscores; don't start or end with a
hyphen (e.g. |&,,2_« le , «)

e Description — what it does and when it should activate (this is how the orchestrator picks it)

¢ Instructions (markdown) — typically when to activate, guidelines, examples, and notes

a Hyphens vs. underscores. Skill names must use hyphens — underscores are invalid. (Later,
in Module 09, you'll name a Workflow uUava! +sa||+_8als _»s,_+2a with underscores —

workflows follow different naming rules. Don't let that trip you up: skills = hyphens, workflows =
underscores.)

1 Skills are reusable. You can upload an existing skill file, build one from blank, or download
any skill to reuse in another agent (you can even bring in GitHub Copilot / Claude Code skills).

8 Bit also has built-in skills out of the box — including ones that read Word, PowerPoint, and
PDF files — which is why he could parse the FAQ document in Module 06.

2 Lab 7.1: Author Four Skills

For each skill: Build page — Skills (right-hand panel) — add a skill — Create from blank, then fill in
Name, Description, and Instructions (markdown), and Create.
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Add skill

Upload a skill Create from blank

Name * (O

password-reset

Description * @

Use when a user asks to reset or recover their password, or says they are locked out.

&
85 /1024

Instructions * -
1. Confirm the user's full name and work email, and verify their identity (e.g., ask for their employee ID). Never ask

for the current password.

2. Once identity is verified, send a password reset link to their work email using the Send-email toal.

3. Tell the user the link has been sent and what to do next.

# Examples
- "I forgot my password” -> confirm name + email -> verify ID -> send reset link.

# Notes
lever ask for passwords or one-time codes. Do not bypass identity verification.

0 Upload format. The other tab, Upload a skill, expects a «*NeeMJ file whose name and
description are in YAML at the top. That's the format to use for the downloadable skills below
— and what you'd get if you download a skill to reuse elsewhere.

Prefer to upload? Skills are portable files. Download the four ready-made skills and upload
them instead of copy-pasting: password-reset - vpn-troubleshooting - smart-triage - software-
installation-request. (Copy-paste from below works just as well.)

711 4,2 « 1«

e Name: |4,,28 ¢ |s , o

o Description: -, a3+ Vaaa“, <44,D,as & , *&_cde Yy _§ cde+ 008]4,,% + NA_*4,4°, 80+ °
& al_yD 4 “+M

¢ Instructions:


https://raw.githubusercontent.com/ulrikkerocks/BOOST/wip/rig/vitepress-rebuild/docs/public/downloads/skills/password-reset.md
https://raw.githubusercontent.com/ulrikkerocks/BOOST/wip/rig/vitepress-rebuild/docs/public/downloads/skills/vpn-troubleshooting.md
https://raw.githubusercontent.com/ulrikkerocks/BOOST/wip/rig/vitepress-rebuild/docs/public/downloads/skills/smart-triage.md
https://raw.githubusercontent.com/ulrikkerocks/BOOST/wip/rig/vitepress-rebuild/docs/public/downloads/skills/software-installation-request.md
https://raw.githubusercontent.com/ulrikkerocks/BOOST/wip/rig/vitepress-rebuild/docs/public/downloads/skills/software-installation-request.md

ZaA+ Vae &aye08ae

I+ A%, *8%4Ve, e &+ , cds+ 004]4,,7 ¢ & +80,4l _yD & “ea_ ac+ Ocaayy “\VeM
ZaB'0 10V,

EME _V 0eUde+ &, ++,a “I14VAU 44V 4% D4 UAOI N4V 8§ +0 °as+ 0240 VeO0-°
488" M M4, DA _+ae+ 0ea Ul _° aNVaMEp § +d4,D4 _ede+ ay“ee Ved|4d,,2 o M

I Max\Wy &0 Ve0e°40,48 <0 O Na, V 844l a,,2 + & , <&l OVDas &+ O-&%_Da UAOI
aaa“,0M as+ a» V1 Ud0las_ I M

VB! 11ae+ &, <ae+ al0VDA+4, 4l VA, VoAV &2+asde_a _av +M

za*~ay |l
| 4ENA ! «&UPdl4,,2 » €464y V 0sUAVAU & & UAOI 4648 +0 °&NY&6A, V & , &l OVDM
| 46N Uil _yD & “~€464,aU & | _aM

Zap_e
p § +8a,Da +4|4,,2 c ,8 <4 V10U &y ,Mi%AaV +40°|4,,40 Ve0+°48 +0 0yas0_VM

7.1.2 §Viee “ll ,+_ <0V

e Name: § Viee “0l ,+ 0V

o Description: -, 42+ Vaaa“, &8s |_s+,8Apay_W ye0_ V4| _il U, & yaVeedy W yeNaD |,
e ||OVIN&, | _2aM

¢ Instructions:

ZaA+ Vae aaye08a-
L4 4%, ede | e+, 448Apa0,," CHYAW &y W YeNa « ~* Ved 0,y W yo, Ni_*&, | 2&AepM

Z4B0 10V,

EMB ,Da_V & _y*, & ,+0 Va0 av A ee oAU ,, 4 NaylO Ve]a||NA_V]_ &y | _sae &V -2
| MaA4l DA~“OyD& 0~ ,& Os,+ 04, 0! VA “o] OVA_ &+ AAspayl 0 VeNA,20e y+4V 2 o DNEs ,+Ass&yl 0 V
[MBL+ VA o o &, |,Cay+ yDays  VeOAal,N&“| &e &e+ &Aspayl 0 Ve Naee°B4VAAl+ VAe &l4e 2
TMAN 4,01 18°Ve , 1§ Na_ & &l |844°0yD «& +aV 4_ & &, Udeel«+0al aM

za*~ay |l
| 460°84AspaD |, 4 0,y W yeOVI 44V & ,+4°*0VI& O Veed+ || €464~"0yD4 O , #4648, |,464  »

Zap_e

| &, |,4,+_cc8aVv av'ui « Mi%Veede ~* ,¢8]|4,,2_* ,M

- ________________________________________________________________________] 5



7.1.3 ,Uaeel«.04al

This is the skill that turns an unresolved issue into a ticket. It tells Bit to read your SharePoint list's
schema and create a record — using the tools you'll add in Lab 7.2.

e Name: ,Uiee| ++04al!
e Description: -, a3+ V4avao,,“ ayaVeeai & ,_|§ &0vay+a-a -av ,aa UOvaayy ,,aav
e+ 8", cdale 8- _al_!44a-0yD +M

¢ |nstructions:

ZaA+ Vae &aye08ae
VA0, ,“ AYAW e&dl & , |§ & O yel°& &V 44 UOVAAyy ,,adaV as+ &“, <&aale

« &l 1 44&°0yD M
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( Notice Bit isn't told how to read the schema step-by-step — the enhanced orchestrator
figures that out using the Create item tool. You describe intent; it plans the steps.

7.1.4 . 02 e |0V,,°é||é00_\ﬂ. = g

e Name: ,_ <34 10V,*4ll40 Ve ~ o

e Description: -, a2+ Vvaaa“, +44,D,a+_a0V,calla_sas ~* ¢4, <24 M

¢ Instructions (v1 — knowledge only for now):
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-.___________________________________________________________________________________]

- You'll edit this skill in Module 09 to call the manager-approval workflow. Editing a skill is
how you iterate behavior — no rebuilding required.

Checkpoint: Bit's Skills list shows all four skills. Select any skill —= note you can download it
(proof that skills are portable, reusable units).

Don't fully test the ticket/password flows yet — they need the tools below. A quick §

“

ee_“Ul ,+_+0V! check (knowledge + reasoning only) is fine now.

*

2 Lab 7.2: Equip Bit’s Tools

Skills tell Bit what to do; Tools let him actually do it. Add tools from the Build page — Tools. Types
include connectors, MCP servers, REST APIs, Workflows, and prompts. The orchestrator decides
when to call a tool based on the conversation, Bit's instructions, your skills, and each tool's
description.

Al-filled inputs: for connector actions, Copilot Studio can let Al fill the inputs from
conversation context (the default). You can also fill a field manually or add context to guide the
Al
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i Execution context — reconciled with Module 06. In Module 06 you set Authenticate with
Microsoft, so tools can run as the signed-in user. Each tool can also be set to run as the maker
(your account). For this workshop demo, running these two tools as the maker is simplest and
most predictable; in production you'd typically run them as the user. Pick one approach and
apply it consistently.

7.2.1 Add the Send-email tool

1. Build — Tools — + Add a tool — Connectors — Office 365 Outlook.

2. Choose the Send an email (V2) action.

3. Set the execution context (as the maker for the demo — see the note above).
4. Leave inputs (To, Subject, Body) set to Al fills (the default). Save / Add.

Add a tool

Connect the agent to external systems and actions

( Q search

@ Model Context Protocol (MCP) 5§f Connectors €8 Workflows

Office 365 Outlook > a Microsoft Teams

e SharePoint > . OneDrive for Business

a Excel Online (Business) > @ Microsoft Dataverse

Cancel

The |4,,2 « I+ , « and ,Uas«l++0a skills reference “send email” — this is the tool that
makes that real.

7.2.2 Add the Create-item tool

1. Tools — + Add a tool — Connectors — SharePoint — Create item.

2. Add context so it targets the right list, for example:

'+ 8,00 84 o ,,8U,-40 &+ aN&l || &%, D4,0e &4V &+ &l 0,+4VAU &4U',+4i & 0yD «, M

- ______________________________________________________________________________________N



(Paste your actual site URL and confirm the list nameis ! 0yD -, .)

3. Save / Add.

( You don't pre-map every column. The ,Ua-«l++0a! skill tells Bit to read the list schema at
runtime, and the orchestrator maps fields when it calls Create item.

Checkpoint: Bit has two tools — Send an email and Create item.

2 Lab 7.3: Test — Password Reset (Email)

1. Preview — new chat:
NeUdl yD & “edaVv aNa ! .alrala,,2 « M
2. Following | 4&,,2_¢ 1= , +,Bit confirms your name and email, then asks to verify identity

(employee ID). Provide it.

3. On verification, Bit calls Send an email and tells you a reset link was sent. Check your mailbox
for the email.

Checkpoint: Bit verified identity and sent a reset email.

2 Lab 7.4: Test — Log a Ticket (Triage — Create item + Email)
1. New chat. Describe something needing admin access, e.g.:
0°&4yYy_“ Ve dyaVe s 84yy ,, 4+ 4,+4s & OVAVY & <08 44V &Nae +0VDA0- &4V 84 UOVAe 0!+,
) D

2. Bit searches knowledge, recognizes it needs admin access, and offers to log a ticket. Reply:

E,Ni|l & &l _!&48-0yD M

3. ,Uae«l 04! activates. Watch Bit:

o grab the Tickets list metadata and understand the column schema,
o call Create item to create the record, then
o call Send an email with the ticket number and priority.

4. Verify in SharePoint: open the Tickets list — the new row is there. Check your mailbox for
the confirmation email.



] That's an agent answering and acting: reading a list schema, writing a record, and emailing a
confirmation — all driven by a markdown skill plus two connector tools.

Checkpoint: Bit logged a real ticket and emailed a confirmation.

2 Lab 7.5: Iterate — Add a PDF Report to the Ticket

Skills are editable — let's level up , Uas+1++04a! so it also produces a PDF.
1. Skills — open ,Ua-1++04! — edit the instructions. Keep the triage steps and add:
Za - edye 4-0Vl&e+ 4-0yD -
4B V «ds &a4_V || &l & %@ | _ee8°+a°4,“UUas 01 &+ 8°0yD «& V' Uil *Na,"“UUas°N
48 ,ye0|+0_VNayae ! _+°Ni|*0_+0s°Nae ~* o «Ni & aM
| 4A+ VA, V OVl &+ &Y _V 0sUAs0 VA UAOI Nide « Ay+de + & U@is | s+de _de+ & UaOI M
2. Save the skill. Bit uses his built-in PDF skill to generate the document — no extra tool needed.

3. Preview — new chat — test a hardware issue:
Na,|Oll &y _ a4 VAP E| +_V 44V AV 240+ 4% Veede“eVa_ Vadedal I M

Then log a ticket. Bit creates the Tickets row, generates the PDF, and sends the
confirmation email with the PDF attached.

4. Verify: a new row in the Tickets list, and an email with the PDF attachment.

a Facilitator note (preview behavior). Built-in PDF generation is a preview capability and may
not be lit up in every tenant. If Bit can’t produce a PDF attachment, fall back to having the
confirmation email include a formatted text/HTML summary of the ticket instead — the
teaching point (iterating a skill to add a step) is identical. Confirm this works in your tenant
before the workshop.

Checkpoint: Bit logs a ticket and attaches a one-page report (PDF, or a formatted summary as a
fallback).




( Key Takeaways

o Skills replace topics — reusable markdown behaviors selected by the orchestrator, no trigger
phrases

o Skill names use hyphens (workflows use underscores — different rules)

¢ Tools provide the muscle — connectors the orchestrator calls; Al fills the inputs

¢ Execution context matters — run a tool as the user or the maker; choose deliberately and
consistently

e Schema-at-runtime — ,Ua-+|++04a! reads the Tickets list schema; you don't pre-map
columns

o Skills are editable — adding the PDF step is a quick instruction change, not a rebuild

What You've Built

Bit now takes real action:

e 4 Fourreusableskills (|4,,2 « e , o, §Mee “Ul ,+ o0Vl , ,Udeelee0al , , +24e |
OV,cal 140 M ~¢ o)

e [ Two tools (Outlook Send an email, SharePoint Create item)

o [ Resets passwords by email, logs tickets to SharePoint, and emails confirmations — with a

generated report

Next Steps

In Module 08: Enhance with Adaptive Cards, you'll make Bit's responses richer — presenting the
ticket he just logged (or a software request) as an interactive Adaptive Card instead of plain text.

Course Navigation: — Module 06 | Course Index | Next: Module 08 —
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f Module 08: Enhance with Adaptive Cards

Codename: OPERATION SHOWCASE
Time: 40 minutes
Scenario: Present a Logged Ticket as a Rich Card

~ Learning Objectives

By the end of this module, you will be able to:

e Explain what Adaptive Cards are and when to use them

e Design an Adaptive Card with the JSON schema

e Have Bit present a logged ticket as a rich card instead of plain text
e Bind live values (ticket number, priority, etc.) into the card

e Test the card in the Preview pane

5 Overview

In Module 07, when Bit logs a ticket he confirms it as plain text. That works, but a rich card is clearer
and more professional — especially once Bit is published to Microsoft Teams.

In this module you'll give Bit an Adaptive Card so that, after ,Ua-+1+<0a! logs a ticket, he presents
a tidy confirmation card: ticket number, summary, category, priority, status, requestor — and a button
to open the ticket in SharePoint.

5 Where this fits Bit's story. This module makes an existing capability (the ticket from Module
07) look better. If you'd rather practice on the software flow, the same technique applies to a
software-request card — see the alternative at the end.

8 Prerequisites

e Bit with the ,Uas«1 <04l skill and the Create item / Send email tools from Module 07.

., In the facilitated workshop, you'll already have logged a ticket in Module 07. If you're at the
office, complete Module 07 first.
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1 What Are Adaptive Cards?

Adaptive Cards are a platform-agnostic schema for Ul cards. Originally developed by Microsoft,
they're now an open standard supported across Microsoft Teams, Outlook, Copilot Studio agents,

Windows notifications, and more.

Why Use Adaptive Cards?

Plain Text Adaptive Card

Simple, fast Rich, visual, branded

Limited formatting Full control over layout and buttons
Plain data dump Structured, scannable

No interactivity Buttons, input fields, actions

Example use cases:

¢ Ticket confirmation (this module) — number, priority, status, and a link
e Approval requests — request details + Approve/Reject buttons

¢ Order confirmation — summary, total, tracking link

¢ Survey / feedback — inline rating or comment form

Ticket logged

Cannot access the shared finance drive

Ticket # 1234

Category Access

Priority High

Status Mew

Requestor jordan@contoso.com

View in SharaPoint

1 How Adaptive Cards Work for Bit

Classic Copilot Studio put an Adaptive Card node inside a topic. Bit is a generative agent built from
skills, so the approach is simpler — and it's the method this module uses:

1. Give Bit the card as its own skill (4 4|08 1 ya- ). The card JSON lives inside the skill, with
one firm rule: render the card, never show the JSON.
2. Tell the skill that logs the ticket (,Ua-«1++0a! )to present its result as that card.



Bit's orchestrator does the rest — it renders the card and fills the 8bQ placeholders from the ticket
,Udeslee0al just created. No topic, no node; it fits how Bit already works.

The transferable ideas are unchanged: design the card JSON, and decide which values bind into it.

2 Lab 8.1: Design the Ticket Confirmation Card

Objective: Author the Adaptive Card JSON for a logged ticket.

Adaptive Cards are defined with JSON. Here's the ticket confirmation card — a header, the summary,
a FactSet of ticket details, and an open-in-SharePoint button:
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What this card includes:

¢ A header and the ticket summary (8b<0-1 c)
¢ A FactSet — ticket number, category, priority, status, requestor
¢ An Action.OpenUrl button to view the item in SharePoint



Data binding: the sb@Ac placeholders are filled at runtime with the values from the ticket , Uae«|

«+04a! just created.

I Tip: Validate any card JSON in the Adaptive Cards Designer — paste it, add sample data, and
preview before wiring it into Bit.

Checkpoint: You have a valid ticket confirmation card.

2 Lab 8.2: Give Bit the Card as a Skill, Then Have ,us.-1.-0aa Use It

Objective: Add the card to Bit as its own skill, then tell ,Uas«1++0a! to present the logged ticket as
that card. This is the exact method shown in this module’s screenshots.

Step 1 — Create the 4 408 1ya- skill

1. In Bit, open Skills — + Add a skill — Create from blank (the same place you built your skills in
Module 07).

2. Set it up exactly like this — the name, description, the render-don’t-show rule, and the card
JSON inside the skill:
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3. Save the skill.

Prefer to upload? Grab the ready-made file and use Upload a skill instead: adaptive-
card.md.

Step2 — Tell ,u4--1--0a to present the card

Open your ,Uaeel++0a! skill (from Module 07) and add this section — keep everything the skill
already does:
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Save the skill.

I Why this works: , Ua-+1--0a! produces the ticket values; the a4 4| +0§ Iya- skill holds
the layout. Bit's orchestrator connects the two — it renders the card (not the raw JSON) and
drops the live values into the 8bQ placeholders. The line “Do not render the JSON, just the
card” is what stops Bit from printing the JSON as text.

'’ Checkpoint: Bit has an a 4| <08 |ya. skill and ,Ua=<l++04! is told to confirm tickets with
the card.

2 Lab 8.3: Test the Card

1. Preview — new chat — log a ticket (as in Module 07):

0°al 4] «_| 83 _Veedy_ W yeas &4V AU V0o _+44V 4Nb§ 4e+0 &e2_ayail ,Mael &, &l _!aaas 0y
) D

2. After ,Ua-«l++0a! creates the row, Bit presents the ticket confirmation card — number,
category, priority, status, requestor, and the View in SharePoint button.

Verify:

e [ The fields show the real ticket values
e [7 The button opens the SharePoint item
e [X The confirmation email still sends

Checkpoint: Bit confirms tickets with a rich, interactive card.

0 Alternative: A Software-Request Card

The same technique fits the software flow. Instead of a ticket, present a software-request card from
_ e84 |0V, cal 140 M ~* o
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This is a great place to practice once you've automated approvals in Module 09 — the card can show
whether a request is self-service or awaiting manager sign-off.

Advanced Adaptive Card Features
Input Fields

Collect data directly in the card:

b4€s°| E€CHENV| “eM ~+€NAE0 €QHEV + ENAE| 1Ay + | <€0HE HAAV. s & &+ &+ ||4 ,DEAC

Action.OpenUrl
Open a link when a button is clicked (used above for the SharePoint item).
Conditional Formatting

Show/hide elements based on data with &2+ V:

bé€+°| €0CAE] o | _yDENAEs ~+€CAE€ .1, 4 *0-0ydl &doa “I1°all _yD €Na€62+ VECAEDD| *0_o 0 °ar Ade
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Accessibility

Always include al+} ~ for images and clear, descriptive button labels for screen readers.

A Troubleshooting Adaptive Cards

Issue 1: Card doesn’t render (blank or error)

e JSON syntax — validate in the Adaptive Cards Designer
¢ Schema version — try EM (or lower if your channel doesn’t support it)
¢ Placeholder names — make sure the skill fills the exact 8b@Ac names used in the card

Issue 2: Fields are blank

e The skill didn't pass a value for that placeholder — check the , Uas+1+<0a! instructions list
every field
e Test with the question you know produces a complete ticket

Issue 3: The button doesn’t open the item

e 8be0yD +-+lc wasn't populated — have the skill include the SharePoint item link when it
creates the ticket

( Key Takeaways

e Adaptive Cards provide rich, interactive Ul for agent responses

e JSON-based — defined with the Adaptive Card schema; validate in the designer

¢ New experience — give Bit the card template and let a skill present its result as the card (no
topic nodes)

e Data binding — 8b@Ac placeholders are filled from the skill's values

¢ Platform-agnostic — cards render in Teams, Outlook, and web

e Actions — buttons can open URLs, submit data, or collect input

What You've Built

Bit now confirms a logged ticket with a rich Adaptive Card — number, category, priority, status,
requestor, and a link to the SharePoint item — instead of plain text.


https://adaptivecards.io/designer/

Next Steps

In Module 09: Automate Approvals with Workflows, you'll handle the trickier case — software that
needs a manager’s approval — using the new Workflows designer, and call it from the ,_ <24 |

OV, +al 1420 M+ ~ o skill.

Course Navigation: — Module 07 | Course Index | Next: Module 09 —
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1 Module 09: Automate Approvals with Workflows

Codename: OPERATION CHAIN REACTION
Time: 45 minutes
Scenario: Manager Approval for Software

~ Learning Objectives

By the end of this module, you will be able to:

e Create a Workflow from the Tools block using the new workflow designer

Define input parameters and a Respond to the agent action (mind the 100-second limit)
Build an approval: Get manager — Start and wait for an approval — If/else

Run the approval and the “respond to agent” step in parallel
Call the workflow from the ,_ <24+ 10V, «all14a+0_ M+ ~* o skill and test a Visio request

5 Overview

Some software on the Contoso list needs manager sign-off. That's a multi-step process — find the
manager, request approval, wait, react — and it can take longer than a single chat turn. The new
Workflows designer handles it.

You'll build uava!l -sé||+_8als _es,_ «2a&+ ,add it to Bit as a tool, then update the , _ «24- |
OV,eallas0 M+ ~* o skill (from Module 07) to call it.

1 Workflows, Briefly

A Workflow is the new flows format in Copilot Studio, with a revamped visual designer and testing.
Attach it to an agent as a tool: the agent calls it, passes inputs, and the workflow can respond back

to the agent.

The 100-second rule. When an agent calls a workflow, the workflow must respond within
~100 seconds. A human approval takes longer than that — so we start the approval and

immediately respond to Bit (“approval started”), running both in parallel.

( Workflows include agentic actions too — call other agents, classify info with Al, use M365

Copilot, and more.




a Hyphens vs. underscores (again). Your skills use hyphens (,_ <24 10V, +all4-0_\V
« ~* ). This workflow is named Uava!l +sa||+ _8als s, +24 with underscores —
workflows follow different naming rules. Both are correct.

8 Prerequisites

e Bitwiththe , <24 10V,sall40 Ve ~ o skill from Module 07.
e Approvals available, and the Office 365 Users connector (to look up the manager).
e A test user whose manager is set in the directory.

,  In the facilitated workshop, Approvals, the connectors, and a test user with a manager are
pre-provisioned. If you're at the office, ensure your test account has a manager populated in
Microsoft Entra ID, and that Approvals is available.

2 Lab 9.1: Create the Workflow

1. Build — Tools — + Add a tool — Workflows — create a new workflow. This opens the new
workflow designer.

2. Name it:

vava! esal|+_8als _es,_ -2a°
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¥ Manual
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% Trigger type
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Run this workflow on demand
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\\ +Addaninput
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Fe Function R (' Start ) +). . o o Add and configure inputs for manual test runs
{X}Variable o .
$1 HElse
Cb Loop
n Note
2

2 Lab 9.2: Define Inputs (What the Agent Passes In)

Add these input parameters:

Input Type
al | 1 Oyae 0_Vpau Text
e~ e «*UAOI Text
a“,ov ,,” 4, Vv Text

2 Lab 9.3: Get the Manager

1. Add a step using the Office 365 Users connector — Get manager (V2).
2. For the input (user/UPN), pass « ~* ,+ «*Ua0l .

2 Lab 9.4: Start and Wait for an Approval

1. Add Approvals — Start and wait for an approval.

2. Approval type: First to respond.

3. Title: ||-_8alav & _~ada||10yas0_Vpau e

4. Details: include « ~* e «*Ua0l , 0“,0V ,,” &, V,and &||I0yas0 VpaU .
5. Assigned to: the Mail property from the Get manager step.




2 Lab 9.5: Branch on the Outcome

After the approval completes, add an If/else (Condition) on the approval outcome:

e If outcome = Approve — your approved path. For the demo, add a Compose action with the
static value 4| |+_8 (in production: notify the team / provision the license / write to your
system of record).

o Else (rejected) — add a Compose with « 2 ye

2 Lab 9.6: Respond to the Agent — in Parallel

Because the approval will wait, you must still respond to Bit within ~100 seconds:
1. Create a parallel branch alongside the approval branch.

2. In the parallel branch, add Respond to the agent with a message like:
0aV4! +ad||e_84lale_y ,,a+a, 4,4 ME 8201140 &V +0 0 a W a0cay Ul + ,M

So the workflow simultaneously: (a) starts the approval and waits for the manager, and (b) tells Bit
the process kicked off.

Lab 9.7: Publish the Workflow

Publish the workflow so Bit can call it.

" Checkpoint: uava!l -sa||+_8als _es,_ *2a&- is published and available to Bit as a tool.

2 Lab 9.8: Update the Skill to Call the Workflow

1. Skills — open ,_ <24+ 10V,salla-0_ M+ ~* - — editinstructions. Add:

Z&aN aUAVa!l +4,0!M _ 40,4V

N &+ & ~* ,+ &a||&s ~“0s ,aUAVAl +&,00Ml_ & | +&e+ & ||+ § & _ +24 ae0,+aN
yall&s+ aUAVAl +sé||+ Sals _+s, +24s a2 _+D | _2Na| 4,0V as+ 44| ||0y4as0_VaVaU N
e+ Ao ~" e e 4 UAOI NHAV 444, +_=&0",0V ,, & &, VMal+ Ve |18+ &, ede+

al|-_8alas ~* ,e&t+a,au Va, Vede_a+ 0°4U4VA! M

2. Save the skill.



2 Lab 9.9: Test the Visio Request

1. Preview — new chat:
NAV ~ 400ye , +&8A0,0 a0V,all & _~&adle_? yoM

2.Bituses ,_ «24 10V,sall&0 Ve ~ s, checksthe Approved Software List, sees Visio
requires manager approval, and calls Uava! -sa||+_8als _es,_ «2a- .He replies that the
approval request was sent.

3. Watch the workflow run: it triggers, gets the manager, and responds back to Bit.

4. As the manager: open the manager’'s mailbox/Approvals, approve or reject with comments,
and submit. The workflow then continues into your If/else branch.

In production the approved branch would notify the team to provision the license; here the
Compose values prove the branch logic works.

Checkpoint: Bit starts a real, long-running approval and reports status back to the user.

W Fallback: No New Workflow Designer?

a Facilitator note. If the new workflow designer isn't present in your tenant, the same logic
builds as an agent flow: Get manager — Start and wait for an approval — If/else, with the
Respond to the agent running in a parallel branch. The 100-second constraint still applies.
Confirm which is available before the workshop.

( Key Takeaways

e Workflows are the new flows format — attach them to Bit as tools

e The 100-second rule — respond to the agent fast; run long work (approvals) in parallel

e Get manager — approval — if/else — a real, multi-step business process

e Skills call workflows — ,_ .24 10V,«all14-0_VIs ~* ,+ triggers the approval; you describe
intent, the orchestrator passes the inputs

¢ Workflows use underscores; skills use hyphens — different naming rules




What You've Built

Bit can now run a manager-approval process for software that needs sign-off:

o [ A UAaval -s&||+_8als _ss,_ <24 workflow (get manager — approval — branch, with a
parallel respond)

o [[4 The , <24 10V,*a&lla0 Ve ~ o skill callsit

o [ Self-service apps install immediately; manager-sign-off apps route to the manager

Next Steps

In Module 10: Autonomous Event Triggers, you'll make Bit proactive — automatically escalating a
high-priority ticket the moment one is created in the Tickets list, with no one having to ask.

Course Navigation: — Module 08 | Course Index | Next: Module 10 —
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b Module 10: Autonomous Event Triggers

Codename: OPERATION NIGHT WATCH
Time: 30 minutes
Scenario: Auto-Escalate High-Priority Tickets

~ Learning Objectives

By the end of this module, you will be able to:

e Explain what event triggers are and when to use them
e Create an event trigger that watches the Tickets SharePoint list

Filter the trigger for specific conditions (high-priority tickets)

Have Bit send an escalation automatically, with no user interaction

Understand the difference between conversational and autonomous agents

5 Overview

Until now, Bit has been reactive — he waits for a user. In this module you'll make him autonomous:
the moment a High or Critical ticket lands in the Tickets list, Bit escalates it to the IT lead — no one

has to ask.

Crucially, this watches the same Tickets list Bit already writes to in ,Uas+1++0a! (Module 07). One
ticket store, end to end — a ticket Bit logs can immediately trigger an escalation.

1 What Are Event Triggers?
Event triggers activate the agent based on events, not user input:

Event Type When It Fires Example

SharePoint item added/modified A list item is created or changed = Escalate a new high-priority ticket
Dataverse row added/modified A record is created or updated React to a new record

Schedule A time or recurrence Daily summary at 9 AM

Webhook An external system signals Process an incoming order



Conversational vs. Autonomous Agents

Conversational Autonomous

Wiaits for user input Acts on events

Triggered by a message Triggered by data changes, schedules, webhooks
Responds in chat Sends notifications, creates records, updates systems
Bit answering an employee Bit escalating a high-priority ticket on its own

After this module, Bit is both conversational and autonomous.

{ The Scenario: Auto-Escalate High-Priority Tickets
The autonomous flow:

1. A new ticket is created in the Tickets list (by ,Ua-<I+<0a! , or by anyone).
2. If Priority is High or Critical, Bit:

o reads the ticket details, and

o emails the IT lead to escalate.

All of it happens automatically.

8 Prerequisites

e The Tickets SharePoint list from Module 00 (the same one ,Uas«|«+04a! writes to in Module
07).

¢ The Office 365 Outlook connection from Module 07.

¢ A mailbox to receive escalations (use your own for testing in place of the IT lead).

., In the facilitated workshop, the Tickets list and connections are pre-provisioned. If you're at
the office, complete Module 00 and Module 07 first.

2 Lab 10.1: Add an Event Trigger on the Tickets List
Objective: Configure Bit to watch the Tickets list for new high-priority items.
Step 1: Open the Triggers Area

1. Go to https://copilotstudio.microsoft.com and open Bit.
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2. On the Build page, find the Triggers area (separate from Skills — this is for event triggers, not
conversation).

Step 2: Add the Trigger

1. Select + Add trigger — choose a SharePoint event — When an item is created (and
optionally modified).
2. Point it at your IT Help Desk site and the Tickets list.

.3 Untitled Workflow Build Publish
Add D
¥ Manual X
GD f/) Agent
% Trigger type
@ Clessify
Manual v
Run this workflow on demand
& 365 Copilot
Recurrence
-.‘! Humaniree Run on a schedule
Connector
BS Connector R L o o o L Trigger from an external service
. \ When a HTTP request is received
Fx Function N ¥ st ) +) o o This trigger fires when a HTTP request is received
{X} Variable
Run this workflow on demand with a button click
& iEse R L B B B L Trigger inputs
+ Add an input
(:) Loop P
Add and configure inputs for manual test runs.
n Note
2
a Q ol

1 Reality check. In this environment, autonomous behavior is configured through a
Workflow’s trigger, not a separate “Triggers” block on the agent. Use Connector to fire from a
SharePoint item being created (the Tickets list), or Recurrence for a scheduled check.

Step 3: Filter for High/Critical

1. Add a condition so the trigger only fires for urgent tickets:
o Field: Priority
o Condition: is High or Critical

2. Name the trigger: 10! +4¢+0_+0+°4/ 0yD 4 + &

3. Save.

Checkpoint: The trigger fires only when a High/Critical ticket appears in the Tickets list.

( The trigger provides the item’s data (Title, Description, Priority, Category, Requestor) for the



escalation step to use.

2 Lab 10.2: Define the Escalation

Objective: When the trigger fires, email the IT lead with the ticket details.
You have two equivalent ways to do this — use whichever your tenant exposes:

e A short Workflow (reusing the muscle from Module 09): the trigger calls a workflow that
sends the escalation email. Inputs: the ticket's title, description, priority, requestor.
e A direct escalation action: the trigger's autonomous behavior calls Send an email directly.

Escalation email:

Field Value

To Os1 & 6y_Ve_, My_U (use your own address for testing)
Subject 4 410! +4] *0_+0s°&°0yD Qa4 0yD +&e0el

Body ticket title, priority, category, requestor, and the description

4+0! +] | +0_+0e°4-0yD +&4V &4+ VeO VO
1 OyD «Ca *0e|

..O_.O.o(ﬁ |.O_.O.°

de | o°Ch yae | e°

~ ~ o L] _. w L] ~ o L] _.

% ,y*0| *0_VO
L,Y+0]+0_V

“e | ,yalas &U°& OeNae+ & Ve , &l I| ,Da! VoM
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Checkpoint: A High/Critical ticket triggers an escalation email to the IT lead.

2 Lab 10.3: Test the Trigger

Objective: Create a high-priority ticket and confirm the escalation fires.
Option A: Let Bit create it (end-to-end)

1. Preview — new chat — describe a fully-blocking issue and ask Bit to log a ticket:



X“e &3+ | He AUAYAVeeae Ay+ac+ &|+_ “ye0 VA 4-4l4, 408 § +°_V 40,40l _yD Ml &, &l
w .

2. ,Uds+l++0a! sets Priority = Critical and writes the row. The trigger sees a Critical ticket and
fires the escalation.

Option B: Add a row directly

1. Open the Tickets list in SharePoint — + New:
o Title: e« “ye0 VA 4calia, a“Ve ay+alil
o Priority: Critical
o Category: p -2_+D
o Requestor: °_“o6y Ve _, M/_U

2. Save the row.

Verify

1. Check the IT lead mailbox (your test address) for the escalation email with the ticket details.

Checkpoint: A High/Critical ticket — whether logged by Bit or added by hand — auto-escalates
to the IT lead.

W Fallback and Notes

a Facilitator note. Autonomous triggers and their connectors are evolving in the new
experience. If a SharePoint item-created trigger isn't available for autonomous agents in your
tenant, use one of these instead:

¢ a Scheduled trigger that scans the Tickets list for new High/Critical items every few
minutes, or

e a Workflow with a SharePoint “"When an item is created” trigger that sends the escalation.

The teaching point — the agent acts on an event without a user — is identical. Confirm the
available path before the workshop.

1 Avoid double-sends. If you trigger on both created and modified, a later edit to the same
ticket can re-fire. Trigger on created only, or add a guard (e.g., only escalate when Status =
New).




Advanced Event Trigger Scenarios

e Scheduled triggers — every morning at 9 AM, summarize the previous day’s tickets and email
the IT lead.

e Webhook triggers — react to an external system (e.g., a monitoring tool posts an alert).

e Multi-condition triggers — escalate only when Priority = High and Status is still New after a

set time (overdue).

( Key Takeaways

¢ Event triggers make agents autonomous — they act without user input

e One ticket store — Bit watches the same Tickets list he writes to (no separate table)
¢ Filter to what matters — only High/Critical tickets escalate

e Trigger data — the new item’s fields feed the escalation

¢ Guard against double-sends — trigger on created, or check Status

What You've Built

Bit is now:

o [A Conversational — answers, resets passwords, logs tickets, runs approvals (Modules 06-09)
e [7 Autonomous — watches the Tickets list and auto-escalates High/Critical items (Module 10)

Next Steps

In Module 11: Evaluate, Publish, Share & Monitor, you'll prove Bit is reliable with an evaluation set,
then publish him to Microsoft Teams and Microsoft 365 Copilot, share him, and watch usage on
the Monitor tab.

Course Navigation: — Module 09 | Course Index | Next: Module 11 —
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Module 11: Evaluate, Publish, Share & Monitor

Codename: OPERATION GO LIVE
Time: 40 minutes
Scenario: Prove Bit Works, Then Ship Him

~ Learning Objectives

By the end of this module, you will be able to:

e Generate an evaluation set and run it against Bit
e Read evaluation results and decide what to improve
Publish Bit and see the available channels

Open Bit in Microsoft 365 Copilot and share him with colleagues
Use the Monitor tab to track interactions and value

5 Overview

Bit answers, acts, logs tickets, runs approvals, and escalates on his own. Before real users meet him,
you'll evaluate him (repeatable testing), then publish, share, and monitor.

8 Prerequisites
e A feature-complete Bit from Module 10.
, In the facilitated workshop, you'll have built Bit through Mission #4. If you're at the office,

complete Modules 06-10 first. On a shared tenant, consider publishing for yourself rather than
org-wide.

2 Part 1 — Evaluate

You've been testing Bit by hand in Preview. Evaluations make that repeatable: a set of test cases
that validate Bit produces the outcome you want, so after you tweak an instruction, skill, or
knowledge source you can re-check quality fast.
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2 Lab 11.1: Build a Test Set

1. Open the Evaluate area for Bit.
2. Choose how to create your test set:
o Upload a CSV of conversations you author yourself, or
o Quick conversation set — generates ~10 conversations automatically from Bit's
description, instructions, and skills.
3. Use Quick conversation set to generate the starter cases.

Bit Build Preview Evaluate

0
=
0%

Publish

(R Evaluation > New evaluation
o Data source

Start by uploading some conversations
% Use our CSV template to make sure that the file contents and formatting are correct. Learn more

Drag a CSV file or browse
You can still review and change things before starting the evaluation.
Max file size: 5SMB
More ways to start
FQO Quick conversation set
+. Generate 10 conversations based on the agent's description, instructions and topics.

Or,_write some questions yourself

2

a The setis Al-generated — review it. It's an excellent starting point, not a finished test plan.
Add or edit cases to cover the scenarios you care about:

Scenario What good looks like

“Help desk hours” Answers from the FAQ doc

“Can | install Power Bl Desktop?” Self-service; no approval needed

“I'm locked out and forgot my password” Verifies identity, emails a reset link

“My VPN keeps dropping — log a ticket” Triages, creates a Tickets row, emails confirmation

"l need Microsoft Visio” Detects manager sign-off; starts the approval workflow

“What's my password?” Refuses; never asks for or handles passwords



2 Lab 11.2: Run and Interpret

1. Run the evaluation (it runs under your account): it prepares the test cases, runs them, and
reports the quality of the output.
2. Read the results case by case. Where Bit underperforms, the fix is usually one of:
o sharpen the instructions,
o tighten a skill (its when-to-activate description or guidelines), or
o improve a knowledge source.
3. Make the change and re-run to confirm quality moved in the right direction.

1 This is the tightening loop: maintain a test set, run it after every meaningful change, and only
ship when the key cases pass.

Checkpoint: You have a repeatable evaluation and a clear playbook for what to change when Bit
underperforms.

Part 2 — Publish, Share & Monitor

Lab 11.3: Publish

1. Select Publish. Bit publishes to the available channels — these include a demo website and,
by default, Teams + Microsoft 365.

Save and publish this agent? %

Bit hasn't been saved yet. Save and publish will save your changes, then publish the

agent so people can use it.
Save and publish Cancel




Each publish creates a new version. Publish for yourself, validate, then widen access.

" Checkpoint: Bit is published.

2 Lab 11.4: Open in Microsoft 365 Copilot

1. Use the provided link to add Bit to Microsoft 365 Copilot.
2. Add it, then interact with Bit directly in M365 Copilot — try “Help desk hours” or “I need
Microsoft Visio” to confirm the full experience works in the channel.

" Checkpoint: Bit works in M365 Copilot.

2 Lab 11.5: Share

1. From here you can share the agent with other users so your colleagues can use Bit.
2. For broader stakeholder testing without a full rollout, the demo website link is handy (internal
stakeholders only — not for customers).

2 Lab 11.6: Monitor

1. Open the Monitor tab.

2. As users interact with Bit, traffic appears here. You get full interaction details and can
quantify the savings/value the agent generates.

3. Use what you see to feed the improvement loop: spot weak spots — add evaluation cases (Part
1) — adjust instructions / skills / knowledge — republish.

Checkpoint: You can see Bit's usage and value on the Monitor tab.

(  Key Takeaways

¢ Evaluations make testing repeatable — generate a quick set, edit it, run after every change
¢ Fixes are targeted — instructions, a skill's guidelines, or a knowledge source

¢ Publish creates versions — publish for yourself first, then widen access

¢ Channels — demo website, Microsoft Teams, Microsoft 365 Copilot

¢ Monitor closes the loop — usage and value feed the next round of evaluation cases

What You've Built

e [ Arepeatable evaluation that proves Bit behaves
o [ Bit published to Teams + Microsoft 365 Copilot



o [ Bit shared with colleagues (or a demo-website link for stakeholders)
e [ A Monitor view of interactions and value

Next Steps

In Module 12: Understanding Licensing, you'll learn what it costs to run Bit in production —
message-based billing, capacity packs vs. pay-as-you-go, and how M365 Copilot licensing fits in.
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a Module 12: Understanding Licensing

Codename: OPERATION WAR CHEST
Time: 20 minutes
Scenario: Licensing Models and Cost Planning

~ Learning Objectives

By the end of this module, you will be able to:

e Explain the Copilot Studio licensing model (messages vs. capacity)

e Understand trial vs. production licensing

¢ |dentify when Microsoft 365 Copilot licenses include Copilot Studio usage
e Estimate costs for a production agent deployment

e Understand Power Apps Developer Plan benefits

5 Overview

You've built and published Bit — he's functional and production-ready. Before deploying to hundreds
or thousands of users, you need to understand the licensing and cost model.

In this module, you'll learn what's included in the trial, how production licensing works (pay-per-
message vs. capacity packs), how M365 Copilot licenses affect costs, and how to estimate monthly

spend. This is essential for planning deployments and budgeting.

a The Copilot Studio Licensing Model (June 2026)

As of June 2026, Copilot Studio uses a message-based licensing model. You pay for the number of
sessions or messages your agents process.



Key Terms

Term Definition

Message A single turn in a conversation (user sends a message, agent responds = 1 message)
Session A conversation from start to finish (multiple messages)

Capacity pack Prepaid bundle of messages (e.g., 25,000 messages/month)

Pay-per-message Per-message billing (no upfront commitment)

M365 Copilot Microsoft 365 Copilot subscription ($30/user/month) — includes some Copilot
license Studio usage

a Licensing Options

You have three main licensing paths:

Option 1: Copilot Studio Trial (30-90 Days)
What you get:

¢ 30 days free (extendable to 90 days)

¢ Full capabilities — knowledge, skills, tools, workflows, triggers, channels
¢ Unlimited messages (for trial users)

¢ Publishing requires the Authors role (configured in Module 00)

Limitations:

¢ Trial environment only — not for production use
¢ Limited users — only trial participants can access the agent
¢ No SLA — Microsoft can disable the trial at any time

Who should use this: learning/training (like this course), proof-of-concept, evaluating before
committing.

How to extend the trial:

1. Go to https://admin.powerplatform.microsoft.com
2. Select Environments — select your trial environment

3. If eligible, select Extend trial (appears near trial expiration)
Option 2: Copilot Studio Standalone Subscription

What you get: a production environment with SLA, pay-per-message or capacity packs, and all
features.


https://admin.powerplatform.microsoft.com/

Pricing (as of June 2026):

¢ Pay-per-message: ~$0.01-%$0.03 per message (varies by region and volume)
¢ Capacity pack: $200/month for 25,000 messages (~$0.008 per message)

Who should use this: organizations deploying standalone agents, custom agents for external users,
high-volume scenarios.

How to purchase:

1. Go to Microsoft 365 Admin Center
2. Billing — Purchase services
3. Search for “Copilot Studio”, select a plan, and complete the purchase

Option 3: Microsoft 365 Copilot License (Includes Copilot Studio)

What you get: M365 Copilot ($30/user/month) includes a Copilot Studio message entitlement, with
a per-user allocation pooled across all agents in the tenant.

Who should use this: organizations already deploying M365 Copilot, declarative agents (Module 03),
internal agents for M365 Copilot users.

Example: 500 M365 Copilot licenses x ~100 Copilot Studio messages/user/month (hypothetical) =
50,000 messages/month included across all agents.

Important: M365 Copilot licenses do not cover users without M365 Copilot licenses, external users,
or usage beyond the included allocation (purchase additional capacity).

1 What Counts as a “Message”?

Understanding billable messages is critical for cost estimation.
Billable messages:

e [ User sends a message — agent responds with a knowledge search —» 1 message
o [ User asks Bit to log a ticket — Bit triages and creates the row — 1 message

o [ User clicks an Adaptive Card button — agent acts —» 1 message

e [ An event trigger fires — autonomous escalation runs — 1 message

NOT billable (free):

o X The Preview/test pane in Copilot Studio — 0 messages
o X A workflow executing — generally included in the Copilot Studio subscription

Example session:


https://admin.microsoft.com/
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Cost (pay-per-message model): 4 messages x $0.02 = $0.08

a Estimating Monthly Costs
Let's estimate costs for a production deployment of Bit.
Scenario: 1,000 Employees

Assumptions: 1,000 employees have access; 20% active (200/month); 5 messages/session; 2

sessions/user/month.
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Licensing Model Cost

Pay-per-message ($0.02/message) 2,000 x $0.02 = $40/month

Capacity pack ($200 for 25,000 messages) $200/month (overpaying at this volume)
M365 Copilot licenses Included (if within allocation)

Recommendation: for this scenario, pay-per-message is most cost-effective. Above ~10,000
messages/month, capacity packs get cheaper.



€ Power Apps Developer Plan (Free for Developers)

You've used the Power Apps Developer Plan throughout this course (Module 00):

What you get: a free developer environment, the Copilot Studio trial (extendable to 90 days), Power
Apps/Automate/Dataverse, no user limits in dev, full feature parity for testing.

Limitations: development/testing only, no SLA, single user.

Keep it active: sign in to make.powerapps.com at least once every 90 days — inactive dev
environments may be disabled.

a Licensing Note: Teams Classic Chatbot Deprecation

o After June 2026, Teams classic chatbot creation is disabled; all new agents are created in
Copilot Studio.

¢ No impact on this course — you're already using Copilot Studio (the new experience).

e Existing Teams classic chatbots can be exported/migrated into Copilot Studio.

a Billing and Cost Management Tips
1. Monitor Usage

Use the Monitor tab (Module 11) to track message volume — sessions/day x 30, and average
messages/session.

2. Set Up Billing Alerts
In Azure Cost Management (if using Azure-based billing), set budget alerts at 50%, 80%, and 100%.

3. Optimize for Cost

Use knowledge effectively — comprehensive answers reduce back-and-forth

Add suggested prompts — guide users to the right questions

Lean on skills — clear behaviors reduce ambiguity and retries

Filter autonomous triggers — only fire on what matters (e.g., High/Critical tickets, Module 10)
4. Right-Size Your Licensing

e Start with pay-per-message (no commitment)
e Switch to capacity packs above ~10,000 messages/month
e Leverage M365 Copilot entitlements if you already have those licenses


https://make.powerapps.com/

~

a FAQ: Licensing Questions

Q1: Do | need a Power Automate license for Workflows? Generally no — Workflows built in
Copilot Studio are included. A separate Power Automate license applies if you use standalone Power
Automate cloud flows triggered by the agent.

Q2: Can | use the free trial forever? No — trials are 30-90 days for evaluation. After that, purchase a
license or move to a paid environment.

Q3: What if | exceed my M365 Copilot message allocation? Purchase additional Copilot Studio
capacity; overage is billed separately.

Q4: Do autonomous triggers consume messages? Yes — each time an event trigger fires and runs,
it counts. Filter to high-value events (e.g., Priority = High/Critical in Module 10) to control cost.

Q5: Can | deploy agents to external users? Yes — buy Copilot Studio standalone licenses, configure
authentication, and ensure compliance with data residency/privacy.

(  Key Takeaways

e Trial: 30-90 days, full features, free — great for learning and POCs

¢ Production: pay-per-message or capacity packs — choose by volume

e M365 Copilot: includes a Copilot Studio entitlement — leverage it if you have the licenses
¢ Power Apps Developer Plan: free for development/testing (not production)

e Messages = the cost unit: every user turn, button click, or autonomous trigger counts

¢ Monitor usage to estimate and control costs

g What You've Learned

You now understand:

4 How Copilot Studio licensing works (trial, standalone, M365 Copilot)

4 What counts as a billable message

4 How to estimate monthly costs for Bit in production
e [ When to use pay-per-message vs. capacity packs

4 The Power Apps Developer Plan benefits and limitations

Next Steps

In Module 13: Securing Your Recruit Badge, you'll complete the course checklist, recap everything
Bit can do, export your solution, and claim your Recruit Badge — plus where to go next.
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h  Module 13: Securing Your Recruit Badge

Codename: OPERATION FIELD READY
Time: 20 minutes
Scenario: Course Completion and Next Steps

Congratulations! ]

You've completed the Agent Academy — Recruit Course and built Bit, your Contoso IT help desk
buddy — a production-ready agent built entirely in the new Copilot Studio experience.

This module will:

1. Verify you've completed the hands-on labs

2. Help you claim your Recruit Badge

3. Get you started planning your own first agent
4. Point you to what's next

Course Completion Checklist
Module 00 — Course Setup’

e [] Switched to the new experience (“Try it now")
e [] Have the IT Help Desk SharePoint site + Tickets list
e [] Prepared the Contoso IT FAQ and Approved Software List

Modules 01-02 — Foundations’

e [] Understand LLMs, RAG, and the enhanced orchestrator
e [] Know the Build-page blocks: Instructions, Knowledge, Skills, Tools, Memory, Connected
agents, Model

Modules 03-05 — Before Building Bit’

e [](Side-quest) Created a declarative agent for M365 Copilot
e [] Created the Contoso Helpdesk Agent solution + set it preferred
e [] Explored a template (your quick “first agent”)

Module 06 — Build Bit’

e [] Created Bit from a natural-language description
e [] Wrote instructions + guardrails



e [] Uploaded the two knowledge documents
e [] Turned on Memory
e [] Tested in Preview (hours, software, graceful unknown)

Module 07 — Skills & Tools’

e []Authored 4skills(|a,,2 e e , o, §Viee “ll ,+ 0Vl , UdeeleeQal , , <23 |
OV,eal a0 Mo ~* o)

¢ [] Added the Send an email and Create item tools

e []Logged a ticket end-to-end + a PDF report

Module 08 — Adaptive Cards’

e [] Presented a logged ticket as a rich Adaptive Card

Module 09 — Workflows ’

e []Built vaval esa||-_8als _es,_ +2as (get manager — approval — branch, parallel
respond)
o []Calleditfrom , <24 |0V,eall&°0 Vi« ~ o ;tested Visio

Module 10 — Event Triggers '
e [] Added an autonomous trigger on the Tickets list (High/Critical — escalate)
Module 11 — Evaluate & Ship’

e []Ran an evaluation set
e [] Published to Teams + M365 Copilot, shared, and viewed Monitor

Module 12 — Licensing’

e [] Understand trial vs. production licensing and message-based cost

What You've Built

Recap of Bit, built entirely in the new experience:

o [ Created from Instructions on the Build page, with Settings, a greeting, and suggested
prompts

24 Grounded with Knowledge and Memory

4 Four reusable markdown Skills

4 Tools (Outlook Send an email, SharePoint Create item) — logs tickets end-to-end with a
PDF report

&4 A rich Adaptive Card ticket confirmation



e [ A manager-approval Workflow (100-second pattern), called from a skill
e [ An autonomous Event Trigger that escalates High/Critical tickets
o [ Evaluated, then Published to Teams + M365 Copilot, Shared, and Monitored

No topics. No trigger phrases. All new experience. ~

h Claiming Your Recruit Badge

Step 1: Verify Your Solution

1. Go to https://make.powerapps.com — Solutions — Contoso Helpdesk Agent

2. Verify it contains:
o Copilot: Bit
o Workflows / Cloud flows: Uava!l sa||+_8als _s,_ +2a+ (and any escalation flow)
o Connection references: SharePoint, Office 365 Outlook, Office 365 Users

Checkpoint: Your solution is complete and packaged.
Step 2: Export Your Solution (Proof of Completion)

1. In Solutions, select Contoso Helpdesk Agent — Export
2. Choose Managed (for deployment) or Unmanaged (for backup) — Export
3. The M 0| downloads — a portable backup of all your work

- Environ|

7 Publish all changes

= T New solution £ ? Edit ]E Delete [ Create a plan = Export solution jf!-' Deploy , Solution checker
If you made changes to this solution that
(A) Home . you'd like to export. publish them now. Learn
Solutions more
Publish

M Leam |:

Current ) Cr
B Plans preferred :t Se

solution Deployment = ge .
B Apps Contoso 'o Track all solution deployments in one place. See E | Want to make this faster?

: By I Skip the export and import process

Helpdesk g what's active, what has failed, and get .

B Alhub Agent recommendations for improvement.

Deploying with a pipeline allows you to
Manage . . .
quickly copy a solution, and all objects

Tables
& . associated with it, into a new environment.
e Consider using a pipeline to more safely
scale your organization's app deployment
I a Solutions , Unmanaged ti] Managed &L All ¥ 9 PP deploy!
process. Learn more
More
Display name ™ Name Created | Version Publisher Start the deployment process
&  Power Platform .
@  Contoso Helpde : ContosoHelpdes... 28 minutes a.. 1.0.00 Contoso
Common Dat... : Crla3c 1 week ago 1.0.0.0 CDS Default Pub
Default Solution : Default 1 week ago 10 Default Publisher...

m Cancel

" Checkpoint: You have a portable copy of Bit.
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Step 3: Claim the Badge

Badge claiming depends on how this course is delivered. In an instructor-led workshop, follow
your facilitator’s instructions; self-paced learners can use Microsoft Learn or the community

options.

¢ Instructor-led: notify your facilitator, demo Bit in Teams or the demo website, and receive your
completion certificate.

¢ Microsoft Learn: complete any knowledge checks in the learning path; your badge appears
under Profile — Achievements.

e Community: submit proof (a screenshot of Bit in Teams, or your exported M 0| ).

Plan Your First Agent

Bit was a guided build. Now sketch an agent for a real problem on your own team:

1. Pick a job — what repetitive question or task eats your team'’s time?

2. Name the knowledge — which documents/sites ground it?

3. List the skills — 2—-4 behaviors (the “playbooks”)

4. List the actions — what tools/workflows does it need (email, create item, approval)?
5. Decide autonomy — is there an event it should react to on its own?

- Jot this down before you leave — the hardest part is starting, and you now know exactly how
each piece is built.

Keep Building
From Recruit to Special Ops

The Special Ops course goes further:

Multi-agent orchestration (Connected agents at scale)

MCP integrations and frontier models

Voice agents and Computer Use

Custom evaluations and production ALM (CI/CD, environments)
Community & Resources

e What's New in Copilot Studio — monthly releases
e Copilot Studio Community


https://learn.microsoft.com/microsoft-copilot-studio/whats-new
https://powerusers.microsoft.com/t5/Copilot-Studio-Community/ct-p/PVACommunity

e Certifications worth pursuing: PL-900, PL-200, PL-400

Y Final Thoughts

You started with a blank canvas. Now you have Bit — grounded, action-taking, ticket-logging,
approval-running, self-escalating — plus the skills to build the next one.

Go build amazing agents. Welcome to the Academy, Recruit. h  #ColorCloud2026
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