Albi Bot WhatsApp



Albi Bot WhatsApp is an extension that allows the end user to interact with Aranda Service Management ASMS from the environment of the WhatsApp mobile application
and WhatsApp Web, from the Bot you can categorize cases for creation, list the last ten cases associated with the user who interacts with the Bot and consult cases by
entering a search criterion.

Prerequisites

Prerequisites

For the correct functioning of the Bot, the client must have:

e An App created in your Meta Developer account (This document explains how to do the basic creation and configuration of this app.)

It is the responsibility of the customer to assume the costs related to the use of WhatsApp and/or Meta services, without generating any commitment with Aranda
Software.

Aranda Software will not provide access or service contracts related to WhatsApp.

Know the terms and conditions and identify the costs associated with using the service. If you have specific questions about costs, please refer to the following link
https://developers.facebook.com/docs/whatsapp/pricing/

Aranda Service Management minimum version 9.4.1.30 with database 9.5.30, as an Aranda cloud service, or on-premise installation.

A named user in Aranda Service Management for the connection to the Bot.

The Aranda environment that connects to the Bot must be under a public domain with a secure protocol (SSL/https) mandatory.

Connection(via the Internet) to the domain “arandasoft.com”.

Users in the Database must have the mobile phone number (MOBIL) stored with the country code, for example, for Colombia 573333003030 and this number must be
unique per user.

e Usersinthe Database must have a unique email account.

Meta App Settings, ASMS, and Bot Environment

Creating and Configuring the App in Meta Developers

To create and configure the Meta App, you must log in to the Portal de Facebook with the account in which the application will be hosted and follow the steps below:

1. To create an app, you must be registered as a Meta developer and signed in to Meta for Developers. Visit Create Meta Developer Account and follow the prompts. If you
already have the registration, you can move on to the next step.

Create Business-type Meta App

2. The creation of a Business (Enterprise) type application is required. To create the application, click on the following link: Create app and follow the prompts

WhatsApp integration with Meta App

3. For configuration and integration with WhatsApp product, enter the console Meta for Developers, select the application created in the previous step.
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4, Select the Products option from the Main Menu (Add Product); In the information view you can view the application WhatsApp, click the Configure.
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F Note: In the link Read documents You will be able to access relevant product information such as general information, prices, conditions and policies, among
others.

5. In the WhatsApp Quick Launch section, under the WhatsApp Business Platform API Click the Continue, to create a commercial portfolio on Meta, with which it
will be possible to test with five phone numbers; This document will indicate how to associate a number which can be from the company or the one that the client
has for this purpose. See add customer number. | you already hove a trading portfolio, you con advance to Step 9.
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6. In the Create your business portfolio form in Business Manager, fill in the requested information. Click the Send.

Create your business portfolio in Business Manager

Your business and account name

This should match the public name of your business since it will be visible across
Facebook. It can't contain special characters.

Jasper's Market

Your name

Enter your first and last name separated by a space

Your business email

This should be an email you use to conduct company business. We'll send an email to
verify it. You'll also receive communications regarding your business portfolio at this
email.

email

When you add people to your business, your name and business ermnail will be

visible to them.

7. A message arrives at the configured email account to confirm the account. Click the Confirm Now and you will be able to view a confirmation message.
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0 Business Manager

Please confirm your email address

Please click the link below to confirm that your email address for Business Name should be
updated to e st arandasoft.com.

Confirm now

This message was sent to joew_peswswi@ arandasoft com. Meia Platforms, Inc., Attention:
Community Support, 1 Meta Way, Menlo Park, CA 94025

8. The user receives an email with the instructions to carry out the verification of the business (specific to each organization). From this point on, you can send messages to
more phone numbers.

F Note:
No business validation is required to proceed with the application setup.

9. Log in again to Meta for Developers, select the created application. In the WhatsApp Select the option Configuration, within the WhatsApp Business Platform API, are
listed in the business portfolios, select one from the list. Then, click the Continue.
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10. In the Webhook, fill in the requested fields with the following information:

Field Description
Callback URL The URL for the WhatsApp API callback is configured: https://albiwsp.arandasoft.com/api/messages.

Verification ID: ArandaAdmin

Click the Verify and Save.
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F Note: If the customer has their own implementation of the Bot, in the Callback URL you must enter the domain’s own URL replacing albiwsp.arandasoft.com
with your own domain, then click on the Verify and save.

11. In the Webhook Fields You will be able to view the list of fields. Search the field Message and enable the subscription by activating the checkbox.
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Add Test Number

12. In the WhatsApp section, select the API Configuration and in the Send and receive messages Step 1: Select phone numbers Select the field For and click on the Manage
Phone Number List; in the window Add a recipient’'s phone number Select the country code, enter the phone number and click the Following.

Add a recipient phone number
You can have up to 5 phone numbers to receive free test messages.

Phone number
CO +57

By continuing, you are giving consent to receive messages at this phone number.
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13. WhatsApp Business sends a verification code to the WhatsApp of the added cell phone number; in the window Verify your phone number Enter the appropriate code and



click the Following.

Verify your phone number *
‘We sent a verification code to +57 000 0000000 on WhatsApp. To verify your number,
enter the S-digit code. If this phone number is incorrect, enter a different number.

Verification code

7 5 8 7 6

Resend code

F Note: Up to a maximum of 5 phone numbers can be added, which will be used for testing before adding the customer’'s own number.

Setting Permanent token in the Meta app

To continue with the configuration of the Meta Application, a permanent token must be generated which can be configured by entering Business Setup, where relevant
information such as the business configuration and the name of the application being configured will be displayed.

1. For token configuration, log in to the Meta console in the Business Settings section Users from the Main Menu select the option System Users; Click the Add
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2. The window is enabled Create System User Enter a username and assign the role Administrator; Click the Create System User.

Create system user
Enter a name for the system user you want to create below:

System user name
System_User_Name

System user role
Business Narme will be the owner of this system user,

Admin

Create system user

Add App

3. Once the System Administrator user has been created, they will appear in the list of System Users. Click the system user's name to display the overlay image of the asset
mapping. Click the Assign assets to display the Select Assets and Assign Permissions window.
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4. The window is enabled Assign Assets to User Name where you can configure the following information:

e |nthe Select Asset Type section, select the Applications.
e |nthe Select Assets section, turn on the Check for the name of the app being configured.
e |nthe Application section, activate the check Full Control Manage App.

To finish click on the Assign assets and in the confirmation window click the Ready.

5. When returning to the dashboard System Users, load the page to confirm that the system user has been granted permission Full app control. Granting permissions may
take a few minutes; Reload the page if the app doesn't appear as an assigned asset. For the generation of the token, in the System Users; In the information view, click the

Generate Token.
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4. In the window Generate Token, select the app, choose token expiration (never), and assign the app the following three Graph APl permissions:

e business_management
e whatsapp_business_messaging
e whatsapp_business_management

Search for“business” to find these permissions quickly:

When enabling permissions, click the Generate Token.

Generate token What permissions will be granted to the app? X

]

Q Selectapp @ If you are unable to find the necessary permissions, consider

L granting an app role to the system user.
Q Set expiration

Select permissions

O Assign permissions

(O Done

| 3 options selected hd |

| Q, business_ |

4 whatsappmeasaging
v whatsappmanagement

whatsapp_JiELESAmanage_events

By clicking ‘Generate token', you agree to install selected app for system
UsEr. v

< Previous ‘ Generate token

5. A window is displayed with data related to the user, the application and an access identifier “Token Permanent Access”, which must be stored securely for later
configurations in the Bot's environment. When finished, click on the Accept.

Generate token Token created X
Q Select app Your token has been created and can now be used.
Token

Q Set expiration
EAAXtxDBJdPOBOSKErFZAlelKfQhMUn1ruMAUsaOalbDBglMY CO@

Q Assign permissions

O Done

Add your own phone number in the Meta app

When you consider adding the number that the customer has destined for the Bot, this will be the number to which the end users who are associated in the Aranda Service
Desk Database can write to it.

1. To set up and add a number, go to Meta for Developers, select the option (My applications), then click on the application name that was initially created, adding a number
increases  the  number of  conversations that can be started for free, for more information go to the following links:
https://developers.facebook.com/docs/whatsapp/messaging-limits/ https://developers.facebook.com/docs/whatsapp/pricing/
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2. In the WhatsApp from the main menu, select the API Configuration; In the form that loads in the section, look for the option Step 5: Add a phone number and click on the
Add Phone Number.

QA Meta = App Dashboard Support Apps equired actions Q, Search m

App Name - ApplID: 1117171111111111111 App Mode: Development @ Live App type: Business @Hﬂn
Required actions l
v
@ App settings b [4 Run in Postman
E_ﬂ App roles ~
Step 3: Configure webhooks to receive messages
Q Alerts v i :
Create a custom webhook URL or use services that help you setup an endpoint. Configure webhooks.
@ Arp Review s Step 4: Learn about the APl and build your app
Products Add Product Review the developer documentation to learn how to build your app and start sending messages. See documentation.
Webhooks
Step 5. Add a phone number
WhatsApp ~ To start ?ending messages to any WhatsApp number, add a phone number. To manage your account Add phone number
information and phone number, see the Overview page.
Quickstart
AP| Setup Step 6: Add payment method
Configuration Mda_ r._u:;-men!. rne:hod.io send business—:n:hatgd messages 1o your customers. After you use 1000 free Add payment method
user-initiated conversations each month, you will also need to have a payment method.
Activity log

3. In the window Fill out your business information you will be able to fill in the requested fields such as Legal Company Name, Email and Company Website; select the
Country and add the address (optional). Click the Following.

Add phone number Fill in your business information X
Select an existing or create a new business portfolio to add your phone number. Your

O Business information audience will not see this inforrmation on your WhatsApp profile.

O WA Business Profile Business name

O Add number 0/100

O Verify number Business website or profile page

If you don't have a business website, you can use a URL from any of your social media profile pages. This
should be a website/social media page for your business.

Country

Select a Country -

+ Add Address (optional)

4. In the window Create a WhatsApp Business profile you will be able to enter the fields such as WhatsApp Business Profile Name, Time Zone, Category, and Business
Description (Optional). Click the Following.

Add phone number Create a WhatsApp Business profile X
This profile will show information about your business to people on WhatsApp. You
0 Business information can edit this information anytime by going to Business assets in Meta Business Suite

Settings and selecting this WhatsApp account.

(O WA Business Profile
WhatsApp Business display name

O Add number Your display name should match your business name and adhere to WhatsApp Business display name
guidelines. Learn more about display name guidelines

O Verify number Business_Name_test
Timezone @
(GMT-05:00) America/Bogota -
Category
Other -

Business description - Optional

Tell people about your business 0/512

= -

5. In the window Add a phone number for WhatsApp you will be able to type the number and select the country code; In the field Choose how you want to verify your number
select a verification option (Text Message - Phone Call) and click the Following.

B Note: The number that is added must not be associated with any WhatsApp account.



Add phone number Add a phone number for WhatsApp X
This is the number peaple will see when they chat with you. Learn how to use a

o Business information number that's already on WhatsApp.
o WA Business Profile Phone number

CO +57 v 333 3333333
O Add number

You'll receive a code to verify this number.

O Verify number

Choose how you would like to verify your number:
If you are using a landline number, choose phone call.

® Text message Phone call

= -

6. Enla ventana Verifica tu numero de teléfono en el campo Codigo de verificacion, ingrese el codigo entregado por parte de metay haga clic en el boton Siguiente.

Add phone number Verify your phone number X
We sent a verification code to +57 333 3333333. To verify your number, enter the 6-

o Business information digit code. If this phone number is incorrect, enter a different number.

@ WA Business Profile Verification code

@ Add number 2 2 2 2 2 2

O Verify number Did not receive a code? You can request a new one and change your verification method in
30 seconds.

= -

Con los pasos anteriores se agrega el numero a la aplicacién, luego de agregar el numero se deben crear las plantillas.

Configuring templates in the Meta app
To create, view the cases or access the voting process from the bot, predefined templates are used. The customer will have the ability to create and parameterize their own
templates through the Meta app for each phone number configured, according to business needs and policies. If you don't require custom templates, this step can be

skipped.

1. To configure custom templates, go to Meta for Developers, select the My Apps and click on the application name that is being configured.
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2. In the WhatsApp section of the main menu, select the API Configuration; In the information view, locate the Since and select the number to which the templates are to be
created, then select the Here found in the section description Step 2: Send messages with the API.
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Webhooks
To
WhatsApp - Select a recipient phone number -
Quickstart
Step 2: Send messages with the API
API Setup
To send a test message, copy this command, paste it into Terminal, and press enter. To create your own message template, click hjﬁ_
Configuration

S
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3. The window is enabled Message templates where you can view a list of predefined templates. To create and customize the templates that are required for the Bot, click

the Create Template.
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4. Inthe window Create Template in the Set up your template Select the option Usefulness and click the Following.

™ WhatsApp Manager > Create template

O Set up template O Edit template O Submit for review

) Overview
Set up your template
(h Messaget... ~ Yy P
@ Choose the category that best descnibes your message template. Then
m select the type of message you want to send. Learn more about
categories.
@ Template library T T
o4 Marketing | I Utility | o Authentication
) Accountt.. Custom
Send rsscages about an sxicting order of Account.
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Flows
Phone numbers Start with pre-approved
Catalog templates
Activity log Save time and effort by using pre-
approved templates from our Template
Library. You can quickly build
m Payment... A professional-looking templates without
starting from scratch,
India
Go to template library
Singapore
Q. Discard
?

B Test WhatsApp Business Account
Template Preview

Good news! Your order
23KFEJJ2312 has shipped!

Here's your tracking information,
please check link below,
11:59

Track shipment

This ternplate is good for

Order confirmations, account update, receipts, appointment
reminders. billing

Temnplate areas you can customize
Header, body, footer, button

5. Aformis enabled to manage custom templates. In the Template name and language, fill in the fields taking into account the following information:

e Template Name: We recommend using one of the following values: crear_caso, ver_caso, aprobar_caso or notificacion_whatsapp, according to the custom template

to be created.

e | anguage: Allowed values: Spanish, English or Portuguese (BR). Do not use any other language, as the bot only recognizes these values.

F Notes:

e The name of the template must remember it for the Bot Configuration “Create Case Template - View Case Template - Approve Case Template - WhatsApp

Notifications Template”.

e The template should always have the same name for all three languages.

In the Content Fill in the fields taking into account the following information according to each language:


file:///albi-wp-v9/en/config_ambiente_Bot.html#conf_bot

Language Variable Field Body Field

- If the template name is crear_casoFill:

Has terminado la categorizacion del caso.
Para finalizar el proceso haz clic en *Crear Caso™*.

- If the template name is ver_casoFill:

Seleccionaste el caso *{{1}}*.
Haz clic en *Ver Caso*.

Spanish Number Examples of body content: RF-1-1-1

- If the template name is aprobar_casoFill:

Seleccionaste el caso *{{1}}*.
Para registrar tu voto haz clic en *Votar*.

Examples of body content: RF-1-1-1
- If the template name is notificacion_whatsappFill:

Estimado(a) *{{1}}* reciba un cordial saludo, *{{2}}*

- If the template name is crear_casoFill:

You have finished the categorization of the case.
To finish the process, click *Create Case*.

- If the template name is ver_casoFill:
You selected the case *{{1}}*.
Click *See Case*.
English Number Examples of body content: RF-1-1-1
- If the template name is aprobar_casoFill:

You selected the case *{{1}}*.
To register your vote, click *Vote*.

Examples of body content: RF-1-1-1
- If the template name is notificacion_whatsappFill:

Dear *{{1}}* please receive a warm greeting, *{{2}}*

- If the template name is crear_casoFill:

Vocé terminou a categorizag@o do caso.
Para finalizar o processo, clique em *Criar Caso™.

- If the template name is ver_casoFill:

Vocé selecionou o caso *{{1}}*.
Clique em *Ver Caso*.

Portuguese (BR) Number Examples of body content: RF-1-1-1

- If the template name is aprobar_casoFill:

Vocé selecionou o caso *{{1}}*.
Para registrar seu voto, clique em *Votar*.

Examples of body content: RF-1-1-1
- If the template name is notificacion_whatsappFill:

Prezado(a) *{{1}}* receba uma saudagdo cordial, *{2}}*

B Note: The text proposed to configure the body of the template is illustrative; Each client can customize the template data according to their needs.

In the Bellboy, click Add button, select the Go to website and fill in the fields taking into account the following information:

e Action: Go to website (default).

e Button Text: Depending on the language (Spanish/English/Portuguese (BR)) and the template, set one of the following values: Crear Caso/Criar Caso, Ver Caso/See
Case/Ver Caso or Votar/Vote/Votar.

e URL Type:Dynamics.

e Website URL: https://albiwsp.arandasoft.com

e Add Sample URLs: https://albiwsp.arandasoft.com/redirect/https://dominio/ASMSCustomer/ (where “"domain” refers to the customer’s site).

6. In the information view of the message templates, you can see a preview of the template.
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VB_CHSO asz Emglish - Click See Case. 11:50PM
Template library
(2 See Case
~ Accountt.. ~ Contsnt
- Fill cut the header, body and footer sections of your template.
Insights
Variable @
Flows. Number =
Phome numbers.
Header . Optional
Catalog
Mone -
Acthvity log
Body
You selected the case "{{1)]". agnoze

iy Payment.. ~
India

Singapore

Chck "See Case”,

P
] B I 5 & + Add varable @
Samples for body content

N RE-1-1-1
Footer . Optional

Enter text 0460

Call to Action = Optional

Type of Action Button Text URL Type Website URL

Visit w... = See Case 8725 Dyna.. =

Add sample URL 3
Ty el L Feview yOUP Messge templ
URL Do not use real customer information.

1N} hups//albawsp.arandasoft.com/redirect/itps://dominio/USDKVE/




WhatsApp Manager > Create template ® Test WhatsApp Business Account =

s aprobar_caso « English
. Template Preview
® 2) Messaget... ~ Template name and language
Mame your template Select language You selected the case "RF-1-1-1°,
== 72 O ] togen . T regteryour vtk Yok
Template library
=~ Accountt.. =~ Content
Fall out the 3 ad
Insights Bl O
Flows. Number -
Phone numbsers. Headaer
Catalog Mons -
Actraty
ty log Body
You selected the case “({1} =
iy Payment.. =~ To reguter your volte. chek "Vote®,
India @ B 1 5 o« + Addvariable O
5 Samples for body content
Singapore
R RFE1.13
Footer . Optional
Enter text 0150
+ Addbutton
Call to Action - Optionas
Type of Action Button Text URL Type Website URL
Visit w... * Vote 4525 Dyna. - httpe 3072000 | {140
Add sample URL »
To heélp us ¢ FOUT TESSHE 1¢, pléase sdd &n examphe of the webiite
U s
Q,
@ 1N hups//albiwsp.arandasoft.com/redirect/hitps://dominko/USDKVE/
{'} Previous
B2
?

7. When the template creation is complete, click the Submit for Review. The window is enabled Confirm the languages you want to send where you can validate the language
configured by the Verification Check active by default. Click the Confirm.

Confirm Which Languages You're Submitting X

If you choose not to submit a completed language now, it will not be saved
and you'll lose the content.

English @ Required fields complete v

o D

8. In the window Sent Message Template You will be able to confirm the summary of the generated templates. To finish, click on the Ready.

Message Template Submitted

() 1 content change was made. Any new or edited content will automatically be
submitted for review.

Your Spanish content was added.

9. When the creation of the templates is complete, Meta performs the corresponding validations and sends notifications by email, these validations can last from 5 minutes
to 24 hours.

() Startreceiving message template insights =

See mone

), Search Category - Language - 8 options sele... = Last 30 days - £ Namespace Compare Create template

Catego Messages Messages Top block
! T T4 1 1 1 1
Template name T4 ry Language T. Status T4 et o n opened Li IR Can Li] Last edited .
aprobar_caso Utility English In review ] 1] — Mar 11, 2025

You selected the case *([1)} " Tor

When you finish creating custom templates, they should be set to state Active: Quality Pending so that they work correctly in the interaction with the Bot.



(1) Start receiving message template insights 'Y

Soe MO
O, search Category - Language - 8 options sele.. Last 30 days - £F Namespace Compare
Template name 1. Catege T Language T} Status T4 :‘n’t"”' e 1 :‘p‘:ﬂ":" e 1 :r::l:::k L] Last edited ..
aprobar_caso Lhtility S-fn;amsn = Fan Active - Quality pendi o 1] — Mar 11, 2025
aprobar_caso Utility E"gl'f'jrﬂ S Active - Quality pendi 0 0 — Mar 11, 2025

ver_caso Uity Sf';'"'sn‘_ e Active - Quality pendi 0 o e Mar 11, 2025

ver_caso Utility F.'l:‘lg!'Sh AL Active - Qualitypendl 0 0 = Mar 11, 2025

VEr_Cass Lrtility Porfu?\:!setBPJ — Active - Quality pendi ] 4 - Mar 11, 2025
£rear_caso Utiliny PDTU?"ESHER]\“ sl Active - Quality pendi o 0 - Mar 11, 2028
Crear_caso Lhtility Epamsh riacks n categorizacidn Active - Quality pendi o 1] — Mar 11, 2025

Get Phone Number Identifier in the Meta app

1. To get the Phone Number ID for the Meta app, go to Meta for Developers, select the My Apps, then click on the name of the application that is being configured.

) Meta for Developers Docurneniea Hemamentzs  Ayuda M aplicaconss  [ReRETHEEEEESEELPISEISESIER -
Aplicacienes Q, Buses por nombee 2 Momihcacr e 1a pllcacisn
Filtenr por Usadas recientemente w
(@) Todas las apicacionas (1)
AR a5 Nombre Aplicacidn
identificador de b aplicacidn - -
e ———
Ermgrwsa: Tos! Busness
I3) administrador fn]
m Me‘tO Productos Programas Noticlas
Intaligincia arificial Cravalaper Circlen Eikeg
ARMVR Fa Historiss de dxite
. Harmamisction smpresariaes TeeeasErchangs Wideon
Siguenan
Jueges Pigina ot Mes for DewHoDes.
OO0 OmMO e Asistencia
Pusiizaciin Condiciones y politicas

Asstencia para desarroladons
InTegracianes sotlpes Emanes
Deutanzia seeisl Esincode la plataforma
Srupe die n cormanides de Prceiock
sara Sasareladsow

Mapa dal sitie

Cantre de inkcintivas e la plataforms
Carcicignes ce la platatorma

Politicas paradesarcladores

B 2022 Meta informacidn  Crear anumcic  Emples Palitica de privacidad  Cooclies  Condicicnes Espaficd (Espafia) ¥

2. In the WhatsApp section of the main menu, select the Getting Started; In the Information view, in the Send and receive messages In the field Since, select the number to
get the ID. In the Identifier Phone number Copy the value contained in this field. This data must be retained because it is necessary for the Login and the Bot's environment

settings.

0% Meta for Developers

B vombee nplicaciin

Primeros pases
Cenfiguracian

Pieghatres dhe acinicdas]

*= Reqigtro de ectividad

= Panel de aplicacione:

Identificadar de la aplicacion

(o Panel

% configurar .

e I

|&]] Roles de la aplicacian -

£ Alertas -

= . 2

() Revision dela aplicacion ~ «

Producios Adade producta

Webhooks

WhatsApp -
Ird i rapice

Ay Mz aphicacic a

oUTRREACIon par desamodadones

Mods de |a aplicacion: En desarolic @ En produccion

Inicio rdpide > Primeros pasos

Identificador de acceso temporal

EAAVEWMUOLXIBALZCZAHIvALfaFKDOWICHS . (W Copiar

O Acializar

Enviar y recibir mensajes
Paso 1: Selecciona nomeros de teléfono

Desde

Tipo de aplicacidn: Empresa

Este ientificader caducara en 23 horas.

Envia mensajes gratis con el némeno de teléfons de prucha proporcianade. Puedes Lsar 1u progia ndmena de tokfono, sujeta alimizes y precios

Diblén mas informacicn

Hibmen de prucha: -
Mdentificador del rimero de teléfono: 100560 D sdentificador de la cuenta de WhatsApp Business: k]
A
T i r -
Paga 2: Envia mandajos con L AP
Fars arvisr un mengajo de pratta, copis 50 comEnde, pAauio 6n Tarmingl y pulss e, POME CRear Ty Propis paetala da manaojes, hoz clic squi

Fase 3: Configura wobheoks para recibir mensajes

Cron una URL de webheck porsonalizoda o usa sendcios que 1o oyuden o configunr un gxireme, Configuras webhooks



https://developers.facebook.com/
file:///albi-wp-v9/configuracion/config_ambiente_Bot.html#login

Pre-configuration in Aranda Service Management

User Role User Type
WhatsApp Manager -> wmanager « Teams configuration Specialist

WhatsApp Client -> wclient « TeamsClient Specialist

Configuring the Bot Environment

<add name="Content-Security-Policy" value="form-action 'self’; frame-ancestors 'self' teams.microsoft.com *.teams.microsoft.com *.arandasoft.com">

= LT - [
e
[ mHe:
<remove name="X-XSS-Protection
<add name="X-XSS-Protection" valus="1 mode=block"
remove name="X-Content-Type-Options"
<add name="X-Conteant-Type-Options" v ="nosniff" /

re ="Content-Security-Policy"
<add name="Content-Security-Policy" value="frame-ancestors 'self’' teams. microsoft.com *. teams.microsoft.com
* arandasoft.com” />
<remove name="X-Powered-By" >

stomHeade

<add name="Content-Security-Policy" value="form-action 'self'’; frame-ancestors 'self' teams.microsoft.com *.teams.microsoft.com *.arandasoft.com *.dnsambiente.com">

Login and configuration in the Bot environment

https://albiwsp.arandasoft.com/

Logininthe Bot environment

Field Description
BackEnd Url Aranda Service Management (ASMS) User Console URL https://(Domain)/ASMSCustomer/

When you select version 9, if the environment to be configured has the functionality of reCAPTCHA on the admin site, then the

VSIS reCAPTCHA will be activated on the page. See reCAPTCHA  configuration
User WhatsApp Manager user (wmanager)
Password WhatsApp Manager user password

Phone number

. . Data that was saved when Obtained the number identifier
identifier



https://docs.arandasoft.com/asms-admin/en/pages/general/Ajustes.html
file:///albi-wp-v9/en/pdf.html#section-010
file:///albi-wp-v9/configuracion/config_ambiente_Bot.html
https://albiwsp.arandasoft.com/

Legin

BackEnd URL
Pl ™ e i AS M S e

Wersion

v

User

Paspwond

Connection to Aranda SERVICE DESK

Phone number idertifier *
To connect we need to configure the connection with your tenant where the users application is -E;-_anoc

Lo i with your uSername and pasword

'm net @ ratat c

prre
ey * v

m & Powersd by Arands SCFTWARE 5.1 15

BRFTHARE

B Note: When connections are already configured, the login must be made with the USDK BackEnd URL of the connection that is currently active. If the URL of
any connection other than the configured one is entered, the following message will be displayed:

(X} Bl dominio ya cuenta con una configqurackdn, »

Login
USDK BackEnd Url *
Bl S ot =l i i ey 0 5BASCListomearn

Usuario *

Conexion a Aranda SERVICE DESK

Para conectarnos necesitamas configurar la conexign con su tenant donde esta instalada la aplicacién
del usuario

Contrasefia *

Ingrese con sy usuario y contrasenia,
Identificador de nimero de teléfonc *

Wersign *

E d

Account Setup in the Bot Environment

1. Whenyou login for the first time, a pop-up window will appear New Settings where the requested fields must be completed and then click on the Create.

Field Description

ComAEYE e Name that identifies the connection

Name

URL del . .

FrontEnd Aranda Service Management Users Web Console URL (ASMSCustomer) https://(Domain)/ ASMSCustomer/
URL del . .

BackEnd Aranda Service Management Users Web Console URL (ASMSCustomer) https://(Domain)/ASMSCustomer/

When you select version 9, if the environment to be configured has the functionality of reCAPTCHA on the admin site, the
Version ‘Integration token’ field will be enabled. Previously, an integration token must be generated with the WhatsApp Client user and set it

in this field. See Configuring Integration < Tokens

User WhatsApp Client user (wclient)

Password WhatsApp Client User password

Phone

number Data that was saved when Obtained the number identifier L oads by default

identifier

Project Project code to automatically select the default project when creating cases anonymously. (Optional)

Active Enable/Inactivate the setting


https://docs.arandasoft.com/asms-admin/en/pages/general/Tokens_integracion.html
file:///albi-wp-v9/en/pdf.html#section-010

New Configuration bt

Configuration name *

Nombre que identifica la conexion
FrontEnd URL *
- T TR /ASMSCL..
BackEnd URL

ASMSC.,
Version
Va9 N

Integration token *

Phone number identifier *

A 308
L il

Project

>

Bl activate

Create ‘ Cancel ‘

2. If the configuration is correct, the following window will appear with the configuration made.

~ Configuracién de cuenta

@) Configuracién actualizada cormectamente. ,\-

Lista de conexiones =

Conexiones configuradas para el ldentificador de nimero de teléfono 103288009323987

Conexign URL del FrontEnd URL del BackEnd Version Usuario Estado

Nembre que identifica la eenexi... s ki - e ———. Ve welient m ra il

3. To create new connections, click the New; To edit an existing connection, click the pencil icon, to complete the respective information. When finished, click the
Create/Update.



Nombre de la configuracién *

Nombre que identifica la conexidn

URL del FrontEnd *

URL del BackEnd *

Usuario *

wclient

Contrasefia *

Identificador de mimero de teléfono *

[w

M acis

CJncclar

F Note: If you see the message when you create or update your account settings, The entered BackEnd URL does not belong to an Aranda service; You must
validate that the data entered in the URL del BackEnd correspond to the Aranda Service Management (ASMS) product environment.

Application configuration in the Bot environment

This section configures the data that was obtained during the configuration of the Meta Application and that the Bot will use to interact with users; The configuration must
be made for each connection that exists within the environment. When all the fields are filled in, the configuration is completed by clicking on the Save.

It can be exchanged between the different configured connections by selecting them in the field Select the connection for which you are making the change; The last
connection to be saved is the one that is kept as a connection Active.

Field Description

Permanent

Token that was saved when the Permanent token
Access Token

Verification . .

The value to be entered is ArandaAdmin
Token
Template Create If the customer does not have a custom template, enter create_case_default_aranda, if you created custom template enter the
Case name assigned to the template Create Case
Template see If the customer does not have a custom template, enter view_case_default_aranda, if you created custom template enter the
case name assigned to the template View case
Template to If the customer does not have a custom template, enter approve_case_default_aranda, if you created custom template enter
approve case the name assigned to the template Approve Case

~ Configuracion de cuenta

~ Configuracion de aplicacion

Seleccione la conexion para la cual va a realizar el cambio.

Conexidn 2 e

Conexidn 1

Conexién 2
e s i | s washes sag ARt anh sm P ast samietans aquse pre s WD ETSAPP que utiliza el bot para interactuar con el usuario.

Token de acceso permanents *

EABPucbdblUsBALVZALSCoJI6STTnf365G49GKA2I20 TQC A walwOKIfNiIB4zwy T8P 3kHY3TBEINFfCZA2ZCZASZBIsSmDOZ. ..

Token de verificacion *

Arandafdmin

Plantilla de crear caso *

Crear_casgo

Plantilla de ver caso *

ver_caso

All fields are required; If the configuration is stored correctly, a message is displayed: Successfully updated application settings


file:///albi-wp-v9/en/pdf.html#section-016
file:///albi-wp-v9/en/pdf.html#section-013
file:///albi-wp-v9/en/pdf.html#section-013
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Configuring messages in the Bot environment

In this section, the name of the Bot, the message of attention and the farewell message, which the Bot uses when interacting with users, can be customized in each culture

(Spanish - English - Portuguese); The configuration must be made for each connection that exists within the environment. When all the fields are filled in, the configuration
is completed by clicking on the Save.

It can be exchanged between the different configured connections by selecting them in the field Select the connection for which you are making the change; The last
connection to be saved is the one that is kept as a connection Active.

Field Description
Bot Name Name assigned to the Bot (maximum 46 characters).
Message of attention The message that the Bot will use when it starts categorizing a case (maximum 1000 characters).

Farewell message The message that the Bot will use when displaying the Create Case and View Case buttons (maximum 1000 characters).

v Configuracién de aplicacidn

~ Configuracion de mensajes

Seleccione la conexion para la cual va a realizar el cambio.

Conexion 2 e

Conexidn 1

Conexion 2 5 que utiliza el bot para interactuar con el usuario.

Seleccionar un idioma

Personaliza los mensajes de acuerdo al idioma que seleccione
@ Espariol () Inglés () Portugués

Nombre del Bot

Nombre del Bot ES

El numero miximo de caracteres permitidos es de 46

Mensaje de atencion

Es la segunda vez gue interactua con =l bot

Mensaje de atencién ES

El numero miximo de caracteres permitidos es de 1000
Mensaje de despedida
Cuando el bot termina la ayuda

Mensaje de despedida ES

El numero méximo de caracteres permitidos es de 1000

All fields can be filled out according to the needs that need to be customized; If the configuration is stored correctly, a message is displayed Correctly updated message
settings.

w Configuracion de aplicacion

~ Configuracion de mensajes

Seleccione la conexion para la cual va a realizar el cambio.

‘ Conexidn 2 v

Configuracién de mensajes
En esta seccidn se puede personalizar los mensajes que utiliza el bot para interactuar con &l usuario.

@ Configuracion de mensajes actualizada comectamente W

Seleccionar un idioma
Personaliza los mensajes de acuerdo al idioma que seleccione

@ Espafiol () Inglés () Portugués

Nombre del Bot

Mombre Espaiiol ES

Mensaje de atencién

Es |2 segunds vez gque interactua con &l bot

Mensaje de atencidn ES

Mensaje de despedida

Cuando e Dot Ternr

bot termina la ayuda

Mensaje de despedida ES

Guardar
o




B Note: If the changes are saved leaving the fields empty (Bot Name - Attention Message - Farewell Message), the default values that the Bot comes with
preconfigured by each culture are set.

Bot customization
Configuration of Al functionalities
This section configures the behavior of the bot during case creation for automatic categorization, the extraction of additional fields through a request sent by the user, the

management of additional missing fields and speech-to-text transcription. It is essential to remember that, for the optimal functioning of these functionalities, You must
have the corresponding endpoints and actions configured in the Admin console. For more details, see Al Settings.

1. Go to the “Customizing the bot”. The active setting will be selected by default.

- Personalizacion del bot

Seleccione la conexion para la cual va a realizar el cambio.

ASMS v9 A

Personalizacion del bot
En esta seccion puede personalizar el comportamiento del bot

D Usar enlaces rapidos de categorias

D Habilitar categorizacion automatica

2. Select the connection for which you are going to customize the bot and enable the option “Enable automatic categorization.”

Seleccione la conexién para la cual va a realizar el cambio.

ASMS v9 v

Personalizacion del bot
En esta seccion puede personalizar el comportamiento del bot.

|:| Usar enlaces rapidos de categorias

u Habilitar categorizacion automatica

Porcentaje de efectividad

70

D Extraccion de campos adicionales

D Habilitar voz a texto

D Solicitar al usuario campos adicionales faltantes

Guardar

3. Four fields will be enabled:

Enable speech-to-text: Enable the option if you want to perform automatic speech-to-text transcription for automatic case categorization.
Extracting additional fields: Enable this option to perform value extraction for additional fields, during the request sent by the user.

Extraction of list fields: Enable this option to perform value extraction for additional fields such list and tree, during the request sent by the user.
Ask the user for additional missing fields: Enable this option if you want the bot to request the missing additional fields during case creation.

Use category quick links

When you activate the “Use category quick links” option, the Bot will display a list of direct links to the categories they have The check box is enabled “Category in the Home
of users” on the administration website (ASMSAdministrator). See Services. In this way, the user only has to select an option and the Bot automatically generates the link or
button (if you have custom templates configured) that allows you to create the case for that category.


https://docs.arandasoft.com/asms-admin/en/pages/general/Configuracion_AI.html
https://docs.arandasoft.com/asms-admin/en/pages/catalogo/Servicios.html

»~ Personalizacion del bot

Seleccione la conexion para la cual va a realizar el cambio.

ASMS V9 e

Personalizacion del bot
En esta seccidon puede personalizar el comportamiento del bot.

Usar enlaces rapidos de categorias

D Habilitar categorizaciéon automatica

Setting up sending notifications to WhatsApp using rules

Preconditions

To enable the sending of notifications via WhatsApp, it is necessary to create the corresponding template in Meta and configure it in The Section Application Settings within
the WhatsApp bot admin site. For more details, see Configuring templates in the Meta app

1. Enter the Administration Console (ASMSAdministrator), under the Service Desk / Rules.

Caso registrado 2 Create Item

e 53] send Ma Create Tesk
Madels i (] o Modify Related Tasks
Madify Related Events
e 8 Motificacion Bots State = S
Inact Add Surchacge
State [ Houtcacon tots 0O Create new Note
Send Teams notification
EfoiNex & Trvoke WebHook
Motificacidn bots State Send notification push
Interface PLOgr==0 Lt Send WhatsApg notificat
Additional g et
flelds ® Create refated Cls baseline
Asignacion espec State Restore related Cls baseline
Timers [0] lalista @inact Modify Related Articles
et | Create Article
Tasks = = o S

»

2. Configure the conditions of the rule, and on the Actions, select the Send WhatsApp notification.


file:///albi-wp-v9/en/pdf.html#section-013

Send WhatsApp Notification X

ItemTags ¥ Specialist templates ¥ Additional Tags ¥ Client ¥ Company ¥ CLY
Client

Se registro el caso {{ldbyProject}}

Asunto: {{Subject}}
Descripcién: {{Description}}

Notificacion
ola William Orozco, jcomo estas?

Se registro el caso IM-9497 £

Asunto: Falla internet

Descripcion: Buenos dias. Mi portatil dell con sistema operativo
Windows 10 se encuentra sin internet, me encuentro ubicado en
la ciudad de Cali y la afectacion es alta.

2:39 pm

+

Using the WhatsApp Bot

Using the WhatsApp Bot



O Aranda Software Andina SAS &

Hola soy Albi
A continuacién, se listan las opciones disponibles
para realizar. Por favor da dic en la que desees,

O Aranda Software Andina SAS @

Hola soy Albi
Te voy a ayudar para que puedas realizar tu solicitud. ,

proyecto deseado.

Cancelar

;Qué deseas hacer Wil sy Brssss. Fpssss ' Puedo ayudarte a gestionar ¢
i i a palabra ayuda en el chat.

Create a case

Manual categorization



C Aranda Software Andina SAS &

ué deseas hacer Wil sy Brnass Mpearna? Puedo ayudarte a ge

Crear caso

Hola soy Albi

A continuacion, se i nibles
para realizar. Por fay

o Aranda Software Andina SAS &

Crear caso ,

Hola soy Albi

Hola soy Albi

Crear Caso

Hola soy Albi
Te voy a ayudar para que puedas realizar tu solicitud. .,

Por favor da clic en la ope




X  Proyectos

Gestion Humana

Gestion Humana

Aranda Software Andina SAS &

| Hola soy Albi

nuac

Crear Caso

Heola soy Albi
Te voy a ayudar para que puedas realizar tu solicitud. .,

n Proyectos y

Gestitn Humana
En este Proyecto puede reportar sus requerimientos o solicitudes rela...

Gn Servicios y
a el grupo de servicios o el servicio a
ser solicitado.




X  Servicios

Colaboradores

Colaboradores

Aranda Software Andina SAS @

1 Servicios y ciona el grupo de servicios

1ON HUMANA

Por favor da clic en la opcién Servicios y
na el grupo de servicios o el servicio a
ser solicitado.

1 el grupo de servicios

Colaboradores
Brindamos atencion oportuna a las solicitudes laborales.

favor da clicen la o n Categorias y
cciona la categoria a ser solicitada.

0 &l servicio a ser




X  Categorias

Asesoria al Empleado
|

Solicitud Certificac...

X  Opciones

Crear Caso

Navegar

View Template Creation - Create Case

View Configuration Template Status Application configuration in the
Bot environment
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o Aranda Software Andina SAS &

i1l Servicios : el grupo de servicios o &l servicio
-olici

Colaboradores

Brindamos atencién oportuna a las solicitudes laborales.

ion Categorias y
icitada.

Categorias na la categoria

Solicitud de Vacacio...
Para solicitar tus vacaciones ingresa aca

Has terminado la categorizacion del caso.
Para finalizar el proceso haz clic en crear caso

William Jovanny Orozco Figueroa
Fue un placer atender tu solicitud. < ayuda, envia

2 C cién Avanzo
Fech iococic
Seleccione v £
v \ . [ L lici
i
I T 1b0r
Crear coso
IM-102523 creado exitocsamente '3

Bot customization



file:///albi-wp-v9/configuracion/config_ambiente_Bot.html

1] LAE

=

M Crear Caso

2 Consultar Caso

M Listar Casos

? Listar Aprobaciones
B Acceso Andnimo

1

456 p. m. &

Hola, soy Albi

Voy a atender tu solicitud en unos momentos =

Digita el numero de una opcion para categorizar el caso
rapidamente *‘ A

M Gestion técnica equipos de computo.Solicitar -instalar-configurar-
Asignar equipo de trabajo o software.Agente Aranda
Requerimiento o sugerencia
@ solicitud de Vacaciones
@ vinculacion

“.'Si no deseas continuar envia la palabra Cancelar.

-t

Services

Voy a atender tu solicitud en unos momentos ...

Digita el nimero de una opcion para categorizar el caso
rapidamente

M Gestion técnica equipos de computo.Solicitar -instalar-configurar-
Asignar equipo de trabajo o software.Agente Aranda
Requerimiento o sugerencia
@ solicitud de Vacaciones
@ vinculacion

'Si no deseas continuar envia la palabra Cancelar. e

s 5:05 p. m. &

Seleccionaste la categoria Requerimiento o sugerencia . . i

Has terminado la categorizacién del caso v
Para finalizar el proceso haz clic en el enlace:

(¥ https://botwhat.azurewebsites.ne e

e EE

Fue un placer atender tu solicitud . p.m

Automatic categorization

View Custom Bot Settings

Preconditions for Extraction of Additional Fields


https://docs.arandasoft.com/asms-admin/en/pages/catalogo/Servicios.html
file:///albi-wp-v9/en/pdf.html#section-014

Ajustes

S vicé Desk

FilterCaseUser

WhatsAppNatificationaUrd

StorageQueus WhatsAppNotificationstin
Licenc @
c e Set R &
= StorageChangeSet
.t.:(l'“'r:; e, 3 https:/botwhat.azurewebsites.net/ apif
.-'h
Rols [Ea] e
- 2 WhatsAppNotificationsUrl
LDWF a
Registn E
Allowed Not allowed
Short text File
Time and date Link
Paragraph Position
False or True Multiple Choice
Whole Button
Decimal
Date
Time
Coin
Tree
List

Catalog(list)

Catalog(tree)

Case creation



Ayuda

1:47 pm &

Hola, soy Buias =y S W=
A continuacion, se listan las opciones disponibles para realizar. Por favor
digita la opcion que desees. *‘

M Crear Caso
@ Consultar Caso
@ Listar Casos

Hola, soy M. s S W
A continuacion, se listan las opciones disponibles para realizar. Por favor
digita la opcion que desees. *‘

M Crear Caso
, Consultar Caso
@ Listar Casos

2:02 pm

Hola, soy Hola soy Albi
Voy a atender tu solicitud en unos momentos

Cuéntame jen qué te puedo ayudar?, escribe qué necesitas y yo te
guiaré en la creacién de tu caso en nuestra mesa de ayuda. Recuerda que
también puedes enviarme notas de voz.




Hola, soy Fimla wry im i
A continuacién, se listan las opciones disponibles para realizar. Por favor
digita la opcion que desees. #‘

* Crear Caso
, Consultar Caso
M Listar Casos

Hola, soy Ml sy A
Voy a atender tu solicitud en unos momentos

X

Cuéntame ;en qué te puedo ayudar?, escribe qué necesitas y yo te
guiaré en la creacion de tu caso en nuestra mesa de ayuda. Recuerda que
también puedes enviarme notas de voz.

Hola, nombre es Andres Silva, necesito apoyo para realizar la instalacion del Agente
de Aranda ADM en 20 equipos para la empresa sonda el dia 22 de diciembre a las 2
- de la tarde

Categorizacion Automatica

He clasificado tu caso @&
Categoria: Agente Aranda
Servicio: Equipos de Computo 3
Proyecto: Mesa de servicios

Q

lenao problemas con la configuracion de cauth o5 p.m. &

. Select an option to create a

M oAuTH
¥ Type: Incident
» Project: ASMS
= Service: Servicio ASMS

2 oAUTH
" Type: Change
» Project ASMS
» Service: Servicio ASMS

@ oautH

¥ Type: Requirement

» Project ASMS

» Service: Servicio ASMS s b
Reply with the number of the desired category, or
select an option: St




Q

pm

Hola, soy Fisls s AL
Voy a atender tu solicitud en unos momentos ,

pm

Cuéntame zen qué te puedo ayudar?, escribe qué necesitas y yo te
guiaré en la creacion de tu caso en nuestra mesa de ayuda. Recuerda que
también puedes enviarme notas de voz.

Necesito un cable rj45 ;.

- 74
5pm

No pude identificar la categoria para tu caso. Te redireccionaré a la
categorizacion manual

215 pm

Hola, soy lely mpy il
Voy a atender tu solicitud en unos momentos 5

Por favor da clic en la opcion Proyectos y

selecciona el proyecto deseado. 2:15 pm

€N Nuestra mesa de ayuda. Hecuerda que [ambien puedes enviarme notas de voz.

Hola, nombre es Andres Silva, necesito apoyo para realizar la instalacién del Agente de Aranda
ADM en 20 equipos para la empresa sonda el dia 22 de diciembre a las 2 de la tarde 218

Categorizacién Automdtica

Se creard el caso en la mesa de ayuda con los
siguientes valores de campos adicionales:

Informacién de contacto: Andres Silva

Mombre de la empresa: Sonda

Tipo de agente: Aranda ADM

Cantidad de agentes a instalar: 20

Fecha y hora instalacién: 2023-12-22 14:00:00
Asunto: Equipos de Computo --> Agente Aranda
Descripcién: Hola, nombre es Andre

necesito apoyo para realizar la i

Agente de Aranda ADM en 20 equi

empresa sonda el dia 22 de dicdembre a las 2 de la
tarde

Cliente:

Ci:

Ubicacion:

;Deseas crear el caso?




-4

Qel AgeEnLe ae Aranaa

Categorizacion Automatica

He clasificado tu caso @&
Categoria: Agente Aranda
Servicio: Equipos de Computo
Proyecto: Mesa de servicios

Ingresa el valor del campo Nombre de la empresa:

Crear C

Crear en la web

Categorizar manual

P e —— e —— .

empresa sonda el dia 22 de diciembre a las 2 de la
tarde

Cliente:

Ci:

Ubicacion:

iDeseas crear el caso?

Categorizacion Automatica
He clasificado tu caso @9
Categoria: Agente Aranda...

Crear Caso

Se ha creado el caso RF-5881.

Categorizacion Automatica
He clasificado tu caso ’
Categoria: Agente Aranda...

Continuar




Cliente:
Ci:
Ubicacion:

;Deseas crear el caso? 2:53 pm

Crear C

ar manual

Categorizacion Automatica
He clasificado tu caso @
Categoria: Agente Aranda...

Crear en la web 2:53 pm &/

Has terminado la categorizacion del caso iV
Para finalizar el proceso haz clic en el enlace:

5/

X A v O v B I U EF A == &

Hola, nombre es Andres Silva, necesito apoyo para realizar la instalacion del Agente de Aranda ADM en 20 equipos para la empresa sonda el dia 22 de diciembre a
las 2 de la tarde

AforRacsin i Honknehn Nombre de la empresa

Andres Silva Sondo

22M12/2023 14:00:00 i}



Categorizacion Automatica
He clasificado tu caso @

Categoria: Agente Aranda...

Categorizar manual

Hola, soy =ma wry A
Voy a atender tu solicitud en unos momentos

Por favor da clic en la opcion Proyectos y
selecciona el proyecto deseado.

Consult a case

0 Aranda Software Andina SAS &

Ayuda

Hola soy Albi

A continu n, se listan las opciones disponibles

para realizar. Por favor da dic en la que dese




e Aranda Software Andina SAS &

L

Hola soy Albi
A continuacién, s as opciones disponibles

para realizar. Por favor da dlic en la que d

Ayuda ,

Hola soy Albi

Por favor ingresa un criterio para consultar un ¢ i no des

Cancelar.

Operator Description

LIKE Find the characters entered

CONTAINS-ABOUT Engine omits separators, connectors, stopwords

C Aranda Software Andina SAS &

Hola soy Albi

pciones dis|
en la que de

5L

Consultar Ca:

ia la palabra

Consulted Field

COMPOSEDID (Compound Id)

-Affair
- Non-HTML description

Ayuda .

Hola soy Albi

Consultar Caso

Por favor ing
Cancelar.

e encontraron coincidencias con la blisqueda

sa un criterio para consultar un caso. 5i no dese

tinuar envia la palabra

RQ-425487 .




0 Aranda Software Andina SAS &

Hola soy Albi
A continuacién, se listan la
para realizar. Por favor de

Hola soy Albi
Consultar Caso

Por

Cancelar.

n 10 casos selecciona el caso que

View Configurations Template Status

the Bot environment

Solicitud ,

View Template Settings

Application configuration in



file:///albi-wp-v9/configuracion/plantillas_app_meta.html#conf_ver_caso
file:///albi-wp-v9/configuracion/plantillas_app_meta.html#estado_plantilla
file:///albi-wp-v9/configuracion/config_ambiente_Bot.html#conf_ver_caso

. Aranda Software Andina SAS &

a la palabra

or ingresa un criterio para consultar un caso.

Por faw
Cancelar.

ncontraron 10 casos
consultar

1082
Colaboradores >> Solicitud de Vac

William Jovanny Orozco Figueroa,

Fue un placer atender tu s ud. Si necesitas ayuda, envia la palabra ayuda en el chat.

leccionaste el caso 1082
caso g

Detalle del Caze

logz2
(51 ABIERTD

List Cases

e Aranda Software Andina SAS &

Hola soy Albi

A continuacion,

para realizar.




O Aranda Software Andina SAS &

Hola soy Albi
A continuacion, se listan las nes disponibles
para realizar. Por favor da dic en la que desees.

| Hola soy Albi
|

A continuacic stan las opcones disponibles para realizar. Por favor da clic en la que desees.

Listar Casos

deseas consultar

X Casos

View Template Settings

View Configurations Template Status
the Bot environment

Application configuration in



file:///albi-wp-v9/configuracion/plantillas_app_meta.html#conf_ver_caso
file:///albi-wp-v9/configuracion/plantillas_app_meta.html#estado_plantilla
file:///albi-wp-v9/configuracion/config_ambiente_Bot.html#conf_ver_caso

o Aranda Software Andina SAS &

Hola soy Albi

uacion, se listan las opdones d

Listar Casos

Se encontraron 10 casos selecciona el caso que
deseas consultar

632
Colaboradores >> Solicitud Cesantias

William Jovanny Orozco Figueroa,
Fue un placer atender tu itud. Si neces da, envia la palabra ayuda en el chat.

aso 632

Ver caso ..

Detalle del Caga

632

EL

View My Solved Cases

AYUda 215 pm
Hi, I'm Albi

Listed below are the options available for you to choose from.

Please type an option number you want. q‘

M Create Case

@ Consult Case

@ List Cases

& List Resolved Cases
B List Approvals

@ Consult Article

P List Articles

@ pomain Key Change
g Anonymous Access




: L8 e

Hi, I'm Albi
Listed below are the options available for you to choose from.
Please type an option number you want. *‘

M Create Case

@ Consult Case

M List Cases

@ List Resolved Cases
® List Approvals

@ Consult Article

P List Articles

@ pomain Key Change
) Anonymous Access

| found 10 resolved cases, select the case you

want to see. 2:41 pm

X Cases

RF-10312




-__l L el

want 1o see. S

| found 10 resolved cases, select the case you want to

see.

RF-10312
Aranda Service Management >> Requerimiento o sugerencia

247 pm
You selected the case RF-TFl 12

Case: RF-®ii ¥

To see the detail click the link:

&

ht

A w ¥ & oa

Cose Deto

Description

. : . ‘
Aranda Service Management >> Requerimiento o sugerencia




L B

Case: RF-Hiig

To see the detail click the link:

o

htt

Close case 3:22 pm

State: Cerrado .,

Select the reason why you are going to close
case:

LS N

Close case

State: Cerrado 3:47 pm

Select the reason why you are going to close the

case: 3:47 pm

elect the reason why you are going to close the case:

Caso finalizado

3:47 pm &

The case RF-H#*} has been closed. ,,, [N

+ ®lw




.= A EsTh W

-

Close case 3:54 pm

State: Cerrado 354 pm

Select the reason why you are going to close the
case:

Select the reason why you are going to close the case:

Caso finalizado

3:54 pm

Enter the value of the Area field:

(2 Soporte

ESd LR BT

To see the detail click the link:

&

htt

Close case

State: Cerrado e
It was not possible to close the case.

Case: Bl - L =

You can click on the link to continue the process from the web:

& htt i BM

&




JRENTH ETT Q

Aranda Service Management >> Requerimiento o sugerencia

4:02 pm &

You selected the case RF-¥iit& ,
Case: RF-Fildl

To see the detail click the link:

Case: RF-

Close case 4:02 pm

It is not possible to close case RF-##®4 because it has pending
tasks. 4:02 pm

dilmeale W1 Q

4:24 pm &/

You selected the case . mllia —
Case: RF-IEl118

To see the detail click the link:

What do you want to do Viilisss Srswmm? | can help you with
case management. If you need help, send the word help in the

chat. 4

List Approvals



o Aranda Software Andina SAS

© Esta empresa usa un servicio seguro de Meta para administrar este chat. Haz dic para obtener mas informacion.

Ayuda 320 po m.

Hola, soy Hola soy Albi ...
A continuacién, se listan las opciones dispenibles para realizar. Por favor digita la
opcidn que desees. *‘

M Crear Caso

@ Consultar Caso

@ Listar Casos

& Listar Aprobaciones

O Aranda Software Andina SAS

@ Esta empresa usa un servicio seguro de Meta para administrar este chat. Haz dic para obtener mas informaaén.

Ayuda 320 p. m. &
Hola, soy Hola soy Albi ...

A continuacién, se listan las opciones disponibles para realizar. Por favor digita la

opcidn que desees. ?

M Crear Caso

@ Consultar Caso

@ Listar Casos

& Listar Aprobacicnes

William Jovanny Orozco Figueroa,

En este momento no tenemos aprobaciones pendientes para ti. . ..
325p. m.

eguro de Meta para administrar este chat. Haz dic para obtener mas informacion.

Ayuda 3:20 p. m. &
Hola, soy Hola soy Albi ...

A continuacion, se listan las opciones disponibles para realizar. Por favor digita la
opcién que desees. *‘

M Crear Caso

@ Consultar Caso

@ Listar Casos

@ Listar Aprobaciones

4 327 p. m.

Se encontraron 10 casos, selecciona el caso para

registrar tu voto 327 p. m.




®  Casos

RF-2111

RF-2110

RF-2109

RF-2108

RF-2107

RF-2109

View Template Settings

View Configurations Template Status
Application configuration in the Bot environment

O Aranda Software Andina SAS

@ Consultar Caso
@ Listar Casos
@ Listar Aprobaciones

Se encontraron 10 casos, selecciona el caso para
registrar tu voto

| Se encontraron 10 casos, selecciona el caso para registrar tu voto

RF-2109
test

Seleccionaste el caso RF-2109.

Para registrar tu voto haz clic en Votar.

William Jovanny Orozco Figueroa,
Fue un placer atender tu solicitud



file:///albi-wp-v9/configuracion/plantillas_app_meta.html#conf_aprobar_caso
file:///albi-wp-v9/configuracion/plantillas_app_meta.html#estado_plantilla
file:///albi-wp-v9/configuracion/config_ambiente_Bot.html#conf_aprobar_caso

RF-211 Gestidn Humano
2 En Ejscucién
Afiiacién Fondo ds Emplaados Retiree
Espaciolista Gestién Humana APPLICATION ADMINISTRATOR
€ Rechazar & Aprobar

Contidod de Cuctos

lidos del colaborade
epresidencia Ares
Fecha de ingreso a la empresa Numero de dias
Nombre de la copocitacidr h

Consult Article

Basic Article Search

Hola, soy Albi

L]
'y

Bienvenido, a continuacion, describa la solicitud presentada. Recuerde que es importante incluir

toda la mnformacion relevante.

DETALLE DEL CASO

Detalles adicionales:

Por favor adjuntar documentacion necesaria.

ARANDA SOFTWARE - SOPORTE

A continuacion, se listan las opciones disponibles para realizar. Por favor

digita la opcién que desees. &

M Crear Caso

, Consultar Caso

@ Listar Casos

@ Listar Aprobaciones
’ Consultar articulo
@ Listar articulos

P Acceso Anénimo




Hola, soy Albi
A continuacion, se listan las opciones disponibles para realizar. Por favor
digita la opcién que desees. &

M Crear Caso

@ Consultar Caso

? Listar Casos

@ Listar Aprobaciones
% Consultar articulo
@ Listar articulos

M Acceso Anénimo

5

719 a. m. &

Por favor ingresa un criterio para consultar un articulo. Si no deseas
continuar envia la palabra Cancelar.

Hola, soy Albi
A continuacion, se listan las opciones disponibles para realizar. Por favor
digita la opcién que desees. &

M Crear Caso

2 Consultar Caso

@ Listar Casos

& Listar Aprobaciones
B Consultar articulo
@ Listar articulos

P Acceso Anénimo

Por favor ingresa un criterio para consultar un articulo. Si no deseas
continuar envia la palabra Cancelar.

Cancelar

;Qué deseas hace’ BEl= PE=aEa? Puedo ayudarte a gestionar casos.
Si necesitas ayuda, envia la palabra ayuda en el chat.




digita la opcién que desees.

M Crear Caso

@ Consultar Caso

@ Listar Casos

@ Listar Aprobaciones
M Consultar articulo
@ Listar articulos

M Acceso Anénimo

Por favor ingresa un criterio para consultar un articulo. Si no deseas
continuar envia la palabra Cancelar.

Conectividad

729 a.m. &

Se encontraron 1 articulos selecciona el articulo
que deseas consultar, Pagina 1 de 1

X  Articulos

Tecnologia 5G: El Fu...

1 oG rej =MNia U

Tecnologia 5G: El Fu...




conectividad ..

Se encontraron 1 articulos selecciona el articulo
que deseas consultar, Pagina 1 de 1

Se encontraron 1 articulos selecciona el articulo que desea

consultar, Pagina 1de 1

Tecnologia 5G: El Fu... ‘b
El 5G representa un salto significativo en la evolucion de las redes ...

Seleccionaste el articulo Tecnologia 5G: El Futuro de la Conectividad.
Para ver el detalle haz clic en el enlace:

(53|-.|_|[

e LT
Fue un placer atender tu solicitud

el 5G impulsara la innovacion en multiples industrias y mejorara nuestra calidad de vida. Sin embargo, el éxito de esta tecnologia dependera de superar los desafios técnicos,
econdmicos v de sequridad que plantea su implementacion. N

£ Velacidodes | | Uitrondpidos. Boj Lotencia Awvonces En Lo Medicing

Smart Article Search

Preconditions

Al Settings


https://docs.arandasoft.com/asms-admin/en/pages/general/Configuracion_AI.html

HEIP 10:50 a. m. &

Hi, I'm Albi
Listed below are the options available for you to choose from.
Please type an option number you want. *‘

M Create Case

2 Consult Case

@ List Cases

@ List Resolved Cases
B List Approvals

8 Consult Article

P List Articles k
@ Domain Key Change
L Anonymous Access

® It

RNy N |

PP Create Case

@ Consult Case

@ List Cases

@ List Resolved Cases
B List Approvals

@ Consult Article

P List Articles

@ Domain Key Change
L) Anonymous Access

6 10:52 a. m. &

Hi, I'm Albi
I'm going to help you with your application. .,

Select the project for which you want to make your query:

Please click on the Projects option and select
desired project. 0s3am @

Projects




AALGHILY B

Hi, I'm Albi

I'm going to help you with your application. .5, .

Select the project for which you want to make your query:

Please click on the Projects option and select the

desired project. 10:53 a m.

Please click on the Projects option and select the desired

project.

Service desk
Proyecto para gestionar y resolver incidentes técnicos,

solicitudes d... 1054 a m. &

Tell me what questions do you need to resolve?, type you
question and | will respond by consulting the knowledge base of @

our service desk. 54 2. m

&

\

Please click on the Projects option and select the desired

project.

Service desk
Proyecto para gestionar y resolver incidentes técnicos,

solicitudes d... 10:54 a. m. v/

Tell me what questions do you need to resolve?, type your
question and | will respond by consulting the knowledge base of
our service desk.

10:54 a. m.

What is the uri to associate users to a company by API?

10:58 a. m.

3

| will process your request in a moment... ..

d. M.
La URI para asociar usuarios a una empresa mediante la APl es la

siguiente:

iHt Detalles de la API

* URIL: api/v9/company/{company_id}/associateusers




M A T

Which headers should be sent to consume the endpoint?

11:00 3. m. &

| will process your request in a moment... .,

Los encabezados que deben enviarse para consumir el endpoint
son los siguientes:

## Encabezados Requeridos
* content-type: application/json
* X-Authorization: Bearer {token}

Estos encabezados son necesarios para realizar una solicitud
POST al endpoint correspondiente [1] .

[1] http

Select an option, or otherwise, type your next
question

Finish

End interaction with the command **'Consult articles".**

<br/>
<center><img src="/albi-wp-v9/en/assets/images/search_article_ai_what6.png"></center>
<br/>- **Qualify**

It allows the user to evaluate the usefulness of the answer.
<br />

<center><img src="/albi-wp-v9/en/assets/images/search_article_ai_what7.png"></center>
<br/>

List [tems



Hola, soy Albi h
A continuacion, se listan las opciones disponibles para realizar. Por favor
digita la opcion que desees. Q\

* Crear Caso

@ Consultar Caso

@ Listar Casos

@ Listar Aprobaciones
’ Consultar articulo
@ Listar articulos

P Acceso Andnimo

Hola, soy Albi
A continuacion, se listan las opciones disponibles para realizar. Por favor
digita la opcién que desees. #

M Crear Caso

@ consultar Caso

@ Listar Casos

@ Listar Aprobaciones
? Consultar articulo
@ Listar articulos

P Acceso Anénimo

Se encontraron 15 articulos selecciona el articulo
que deseas consultar, Pagina 1 de 2




X  Articulos

Bot teams

Desde especialista?

Desde especialista

Instalar impresoara

Tecnologia 5G: El Fu...

6

8:45 a. m.

Se encontraron 15 articulos selecciona el articulo
que deseas consultar, Pagina 1 de 2 841

» d. M.

= Articulos

Se encontraron 15 articulos selecciona el articulo que de

consultar, Pagina 1 de 2

Tecnologia 5G: El Fu...
El 5G representa un salto significativo en la evolucion de las redes ...

Seleccionaste el articulo Tecnologia 5G: El Futuro de la Conectividad.
Para ver el detalle haz clic en el enlac

é) .

oy e,
Fue un placer atender tu solicitud ge3 o

1. M.




el 5G impulsara la innovacion en multiples industrias y mejorara nuestra calidad de vida. Sin embargo, el éxito de esta tecnologia dependera de superar los desafios técnicos,
econtmicos y de seguridad que plantea su implementacion,

Domain Key Change

Preconditions:

Settings &

; o4 P WL

Help .43 om &/
Hi, I'm Albi

Listed below are the options available for you to choose from.

Please type an option number you want. *‘

M Create Case

2 Consult Case

@ List Cases

® List Approvals

B Consult Article

@ List Articles

M pomain Key Change

87



https://docs.arandasoft.com/asms-admin/en/pages/general/Ajustes.html

Change

2,

Create an Anonymous Case

View Projects

Hi, I'm Albi
Listed below are the options available for you to choose from.
Please type an option number you want. *‘

M Create Case

2 Consult Case

@ List Cases

B List Approvals

B Consult Article

@ List Articles

P Domain Key Change

Domain Key Change
To change your domain password, click the link below

8]

@ Aranda PassRecovery

Help 443

pm &

£

nds
Alldd’ | & powered by Aranda SOFTWARE 9.1.0.1

W


https://docs.arandasoft.com/apr-v9/en/pages/consola_usuario/cambio_contrase%C3%B1a.html
https://docs.arandasoft.com/asms-admin/en/pages/general/Proyectos.html

0 Aranda Software Andina SAS

Falla o incidente
Falla o incidente

Has terminado la categorizacién del caso @®
Para finalizar el proceso haz clic en el enlace:

cl,
Fue un placer atender tu solicitud

Hola, soy Hola soy Albi What L3
A continuacion, se listan las opciones disponibles para realizar. Por favor digita la opcién
que desees. &

M Crear Caso

® Consultar Caso

? Listar Casos

® Listar Aprobaciones
® Acceso Andnimo

Aranda Software Andina SAS

cl,
Fue un placer atender tu solicitud

Hola, soy Hola soy Albi What
A continuacién, se listan las opciones disponibles para realizar. Por favor digita la opcién

que desees. B

* Crear Caso

, Consultar Caso

® Listar Casos

W Listar Aprobaciones
® Acceso Anénimo

Hola, soy Hola soy Albi What (Acceso An6nimo)
Voy a atender tu solicitud en unos momentos

Por favor da clic en la opcién Proyectos y
selecciona el proyecto deseado.

0 Aranda Software Andina SAS

Hola, soy Hola soy Albi What
A continuacién, se listan las opciones disponibles para realizar. Por favor digita la opcitn
que desees #

M Crear Caso

™ Consultar Caso

® Listar Casos

M Listar Aprobaciones
® Acceso Andnimo

Hola, soy Hola soy Albi What (Acceso Anénimo)
Voy a atender tu solicitud en unos momentos

Proyecto: Aranda For Education
Servicio: Aranda Service Management
Por favor da clic en la opcién Categorias y

selecciona el grupo de categorias o la categoria
a ser solicitada.




e Aranda Software Andina SAS

Ayuda .

28 a. m.

Debes seleccionar proyecto para poder continuar con la creacién del caso. Si no deseas
continuar envia la palabra Cancelar.

Por favor da clic en la opciérjProyectos y
selecciona el proyecto deseado.

ayuda 11:52 a. m. v

Hola, soy Albi (Acceso Anénimo)
Te voy a ayudar para que puedas realizar tu solicitud. .

Proyecto: Aranda For Education ..,

Servicio: Aranda Service Management

Por favor da clic en la opcién Categorias y
selecciona el grupo de categorias o la categoria
a ser solicitada.

See Login and configuration in the Bot environment
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X  Proyectos

Gestion Humanal

Aranda For Education

Aranda For Education

Aranda Software Andina SAS Q,

5

243 p.m.

Hola, soy Hola soy Albi What (Acceso Anénimo)
Voy a atender tu solicitud en unos momentos

Por favor da clic en la opci6n Proyectos y
selecciona el proyecto deseado.

|

| Por favor da clic en la opci6n Proyectos y selecciona el proyecto deseado.

Aranda For Education 251 p.m. o
Por favor da clic en la opci6n Servicios y

selecciona el grupo de servicios o el servicio a
ser solicitado.




X  Servicios

Académico

Aranda Service Manag...

Aranda Service Manag...

e Aranda Software Andina SAS Q,

B 1 IUVAA UG LI S G DRIV § WY SR Y OTITLLIV I S U T USIT U,

anda For Education 258 p. m. &

Por favor da clic en la opci6n Servicios y
selecciona el grupo de servicios o el servicio a

ser solicitado. 2:58 p. m.

= Servicios

Por favor da clic en la opcién Servicios y selecciona el grupo de servicios o el servicio a ser
solicitado.

Aranda Service Manag...
administrator

Por favor da clic en la opcién Categorias y
selecciona el grupo de categorias o la categoria

a ser solicitada. 3:01p.m.

= Categorias

& Escribe un mensaje aqui

X  Categorias

Falla o incidente

Requerimiento o sug...

Requerimiento so e

Falla o incidente




View Configuration Template Status

Bot environment

@ Aranda Software Andina SAS

Por favor da clic en la opcién Categorias y

selecciona el grupo de categorias o la categoria

a ser solicitada.

Has terminado la categorizacién del caso @
Para finalizar el proceso haz clic en el enlace:

(Acceso Anénimo),
Fue un placer atender tu solicitud _

Asunto

Aranda Service Management >> Falla o incidente

Cliente

Anonimo

Ci Responsable y uso del CI (9

Digite minimo tres letras

Ubicacién

Digite por lo menos una letra o tecla espaciadora
Descripcién

2 |A v|[|O v B|I U

1
iii
a1}

Aranda Service Management == Falla o incidente

Texto corto

Lista
Seleccione

Parrafo

Aranda Service Manag...
administrator

6n Categorias

Falla o incidente
Falla o incidente

Hora y fecha

dfm/a hxmin:s

Link de seguimiento del caso

View Template Creation - Create Case

a el grupo de categorias o |a categoria a

Application configuration in the
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Important considerations

Important Considerations

e The cell phone number of the user who is interacting with the Bot must not be assigned to more than one user in the Aranda Service Management environment.

e The email of the user who is interacting with the Bot must not be assigned to more than one user in the Aranda Service Management environment.

e The Service Management user associated with the cell phone number used in WhatsApp must be active and have at least one project and service associated with it in
Aranda Service Desk.

e |f the Bot is unable to communicate with the Aranda Service Management environment, it will display a response message "l cannot communicate with the server.
Please contact the Aranda administrator.”

e The operation of the WhatsApp Bot requires the correct configuration of the Meta application and Aranda Service Management.

e The WhatsApp Client (wclient) user uses an Aranda Service Management license to make requests to the database through the Bot. The validity period of the license is
determined by the settings that you have set in the Admin console.

e When the WhatsApp Bot works on the client’s premises, it is the customer’s responsibility to ensure the correct configuration of Aranda Sevice Management.

e The massive use of this integration with the WhatsApp Bot can demand more resources (networks, communications, servers)on the infrastructure and servers running
Aranda Service Management. When operating at customer premises, it is the customer’s responsibility to analyze the impact it may have on their infrastructure and
make any necessary adjustments to support any increase in service desk demand in Aranda Service Management.

e The desktop version of WhatsApp that is installed from the Microsoft Store is not compatible with the API messaging used in this Bot.

e When interacting with the Aranda Service Management environment, the Bot uses a 5-minute request cache in order not to saturate the environment with requests,
when changes are made in the data or in adjustments it is the maximum time that must be waited for them to be reflected in the Bot.



