Albi Aranda Virtual Agent



Aranda Virtual Agent

Aranda Virtual Agent is an extension that allows the end user to interact with the Aranda Service Desk Desk from the Microsoft Teams environment.

Prerequisites

Prerequisites

The client must have:

Active Microsoft Office and Microsoft Teams licenses.

Aranda Service Desk minimum version 8.28.6 with 8.0.145 database, as an Aranda cloud service, or in on-premise installation.
Aranda Push (at least version 8.0.5), to ensure the correct execution of the sending of notifications.

Aranda Tools (at least version 8.7.3), to ensure the correct execution of the sending of notifications.

A named user in Aranda Service Desk for the connection to Microsoft Teams.

The Aranda environment that connects to the bot must be under a public domain with a secure protocol (https) mandatory.
Connection(via the Internet) to the domain “arandasoft.com”.

Configuration

Pre-configuration in Aranda Service Desk

Two new workgroups must be set up in ASDKs (Teams Manager and Teams Client) and two new users (tmanager and tclient) created. These users must be associated with
the respective previously created workgroups and then assigned the two permissions corresponding to each workgroup as follows:

Permissions in the Admin console Permissions in the Specialist Console

beiteroyp end Lsay Aranda Service Desk BLOGIK Aranda Service Desk FRONT END

« APPLICATION EXECUTE

Teams Manager -> tmanager . TEAMS MANAGER

« APPLICATION EXECUTE

Teams Client -> tclient - TEAMS CLIENT

F Notes:

e [f you have options such as password change on first login configured in password security, perform validations before using the Bot.

e If youre using Aranda Virtual Agent (Teams Bot) integrated with versions of ASDK 8.29.30 or lower, manually include the new Teams domains
(teams.cloud.microsoft, *.teams.cloud.microsoft) in the header Content-Security-Policy of the files web.config of the ASDKV8 and USDKV8 consoles. View
Release Note

e |n case of using the services of the Aranda production bot in the arandasoft.com domain, it does not require any further prior configurations in Aranda
Service Desk.

e |f the customer has their own implementation of the bot, they must do the following:

1. Enter the server where the Aranda Service Desk application is installed. 2. Go to the USDKV8 installation path (usually C:\inetpub\wwwroot\USDKV8) and locate
the Web.config file.


https://docs.arandasoft.com/asdk-v8-release-notes/en/pages/last-update/asdk_v8_8.30.0.html#teams_cloud

PC » Windows (C:) » inetpub > wwwroot > USDKV8 » v ) | Search Ut

Name a Date modified Type Size

app 6/3/2022 5:36 PM File folder

App_GlobalResources 6/2/2022 6:22 PM File folder

App_Themes File folder

bin File folder

Main File folder

Survey File folder

TempFiles File folder

WebServices File folder
| | BadRequest.aspx ASPX File 2 KB
| | Global.asax 6/2/2022 5:58 PM ASAX File 1KB
|| index.aspx 6/2/2022 5:58 PM ASPX File 19 KB
|| manifestappcache 3 PM APPCACHE File 3 KB
| | packages.config 3 PM CONFIG File 1 KB
| | Web.Config 6/3/2022 6:02 PM CONFIG File 22 KB

<add name="Content-Security-Policy" value="script-src 'self' 'unsafe-inline' 'unsafe-eval https://jsonip.com/; object-src 'none';form-action 'self'’; frame-ancestors 'self'

teams.microsoft.com *.teams.microsoft.com teams.cloud.microsoft *.teams.cloud.microsoft *.arandasoft.com"></add>

[ chinetpub\wwwroot\USDKVE\Web.Config - Notepad+ + [Administrator] - ) b
Archivo Editar Buscar Vista Codificacién Lenguaje Configuracion Herramientas Macro Ejecutar Complementos Pestafas ? + ¥
cBDEHG R G s hRh Py *x | BEE|S E FRaga e @EMBR EEE

=] Web.Config E3
79 - <remove name="Content-Security-Policy">

</remove>

€add name="Content-Security-Policy" valuem="gcript-src 'self' 'unsafe-inline' 'unsafe-eval’

https://isonip.com/: object-src 'none';form-action 'self'; frame-ancestors 'self'

teams .microsoft.com *,teams.microsoft.com [teams.cloud.microsoft *.teams.cloud.microsoft

*,arandasoft.com"®

</add>

<remove

</ remos

<add

</fadd>

name="X-XSS-Protection”>

es"X-XSS-Protection” wvalue="]1:mode=block">

<add name="Content-Security-Policy" value="script-src 'self' 'unsafe-inline' 'unsafe-eval' https://jsonip.com/; object-src 'none';form-action 'self'; frame-ancestors 'self'

teams.microsoft.com *.teams.microsoft.com teams.cloud.microsoft *.teams.cloud.microsoft *.arandasoft.com"*.dnsambiente.com"></add>

PC > Windows (C) > inetpub > wwwroot > ASDKVS v QU | Search ASDKVE
~

Name Date modified Type Size

app 6/2/2022 6:21 PM File folder

App_GlobalResources 6/2/2022 6:21 PM File folder

App_Themes 6/2/2022 6:21 PM File folder

bin 6/3/2022 5:36 PM File folder

Main File folder

RadControls File folder

Resources File folder

VotingProcess File folder

WebServices 6:21 PM File folder
=] Aranda.ASDK.Web.Console.New.XmlSerializers.dll  6/2/2022 5:57 PM Application extens... 80 KB
,j ChangePassword.aspx 6/2/2022 5:57 PM ASPX File 2KB
| | Default.aspx 6/2/2022 5:57 PM ASPX File 4 KB
| | Global.asax 6/2/2022 5:57 PM ASAX File 1KB
| | ImagePipe.aspx f2/2022 5:57 PM ASPX File 1KB
| | Login.aspx ASPX File 8 KB
| | Logout.aspx ASPX File 1 KB
,j manifestappcache APPCACHE File 2 KB
| | packages.config CONFIG File 1KB
J Project.aspx ASPX File 43 KB
| | Web.Config CONFIG File 27 KB
| | Websitemap SITEMAP File 6 KB

<add name="Content-Security-Policy" value="script-src 'self' 'unsafe-inline' 'unsafe-eval  https://code.highcharts.com https://maps.googleapis.com/; object-src 'none’; form-action
'self'; frame-ancestors 'self' teams.microsoft.com *.teams.microsoft.com teams.cloud.microsoft *.teams.cloud.microsoft *.arandasoft.com" />




[& CAinetpub\wwwroot\ASDKVE\Web.Config - Notepad++ [Administrator] - a *
Archive Editar Buscar Vista Cedificacion Lenguaje Configuracion Hemamientas Macro Ejecutar Complementos Pestafias ? . W

cHEHE R LB DDy 22 BR ST FEE0Ho® 0Eb®Q RIE
|=] web.Config Eﬂ

37 [H <system.webServer>
38 = <httpProtocol>
=] <customHeaders:
40 <clear />
41 <remove name="Access-Control-Allow-Headers" />

42 <add name="Access-Control-Allow-Headers" value="Content-Type" />

] <remove name="X-Frame-Options" />

<remove name="Content-Security-Policy" />

45 £€add name="Content-Security-Policy" value="script-src 'self' 'nnsafe-inline’
'unsafe-eval' https://code.highcharts.com https://maps.googleapis.com/: cbject-src

'none'; form-action 'self'; frame-ancestors 'self' teams.microsoft.com

* . teams.microsoft.com teams.clound.microsoft *.teams.clound.microsoft *.arandasoft.com" [3
46 <remove namse="X-XS5-Protection" />

- <add name="X-XSS5-Protection" walue="1;mode=block" />

48 <remove name="X-Content-Type-Options" />

<add name="X-Content-Type-Options" wvalue
<remove name="XY-Powered-By" />

<remove name="Strict-Transport-Security” />

="nosniff" />

<add name="Content-Security-Policy" value="script-src 'self' 'unsafe-inline' 'unsafe-eval https://code.highcharts.com https://maps.googleapis.com/; object-src 'none’; form-action

'self'; frame-ancestors 'self' teams.microsoft.com *.teams.microsoft.com teams.cloud.microsoft *.teams.cloud.microsoft *.arandasoft.com" *.dnsambiente.com” />

Configuring the Aranda Virtual Agent Service

Aranda Virtual Agent

https://albi.arandasoft.com/

Uger

Connection to Aranda SERVICE DESK et

To«

appl

nfigure the

connection with your tenant where the users

Email corporate

Log in wi

Field Description

URL del BackEnd https://servidoraranda/ASDKAPI/

Version V8
User TEAMS MANAGER (tmanager) user
Password TEAMS MANAGER user password

Corporate Email Customer Corporate Email (usuario@dominio)


https://albi.arandasoft.com/

Field

Name

URL del FrontEnd

URL del BackEnd

Version

User

Password

Corporate Email

Active

New Configuration

Configuration name *

FrontEnd URL *

5. The following window will appear with the configuration made:

1ttps//server/ASDKAP
Version
Select a version W'
User *
Password *
Email corporate *
user@domain
vl Activate
Create Cancel
4. Enter the following data in the requested fields and click Create:
Description
Name that identifies the connection.
USDKV8 console URL.
ASDKV8 API URL.
V8
TEAMS CLIENT User (tclient)
TEAMS CLIENT User Password.
Customer Corporate Email (usuario@dominio)
Check the box.
@ Configuracion agregada correctamente.
Lista de conexiones
Conexiones configuradas para el dominio TESTMAIL.COM
Conexién URL del FrontEnd URL del BackEnd Versién Usuario
Configuracion SQL https://win201901.arandasoft.co... https://win201901.arandasoft.co... V8 tclient

Estado

ACTIVO

B

-

V4

Nueva



F Note: When connections are already configured, the login must be made using the USDK Backend URL of the connection that is active for the domain. If the
URL of any connection other than the configured one is entered, the following message will be displayed:

® El dominio ya cuenta con una configuracion. X

Custom bot settings

Custom bot settings

New connections are set up with the default images and messages, which will be displayed in the bot chat. However, some of these messages and images are customizable.

Message Settings

In this section you can customize in each culture (Spanish - English - Portuguese) the name of the bot, the attention message and the farewell message, to modify them do
the following:

1. Go to the Message Settings. The active setting will be selected by default.

~ Configuracion de mensajes

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

Configuracién SQL ~

Configuracion de mensajes
En esta seccidn puede personalizar los mensajes que utiliza el bot para interactuar con el usuario,

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

@ Espaniol O Inglés O Portugués

Mombre del Bot

Mensaje de atencion

Es |a seqgunda vez que interactua con =l bat
LS la segunda YEZ qQue Interaciua con € Dot

Mensaje de despedida

Cuando el bet termina la ayuda

2. Select the connection for which you are switching messages. The selected connection will be in a state Active.

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

Configuracion SQL g

Configuracién SQL

Configuracién QOracle o : )
e e e ememreenmeemeeeeeer ] UE UtiliZa el bot para interactuar con el usuario.

3. Enter the name of the bot, the attention message, the farewell message for each culture (Spanish - English - Portuguese) according to the needs that are required to be
customized and click on Save.

P Note: By pressing save leaving the fields empty (Bot Name - Attention Message - Farewell Message), the default values that the Bot comes with preconfigured
are configured.

Image Settings

To modify the bot images, do the following:

1. Go to the Image Settings. The active setting will be selected by default.



Crear Caso Noticias

Imagen en formato png, transparente, tamario 120px - 120px. Imagen en formato png. transparente, tamano 120px - 120px.

F
: 'f.

D Utilizar las imagenes predeterminadas del bot. Apariencia del Bot *

Femenino
Reacciones positivas Reacciones negativas
Imagen en formato png, transparente, tamario 120px - 120px.  Imagen en formato png. transparente, tamarno 120px - 120px.
-, A

‘m » EZ3 (m » B8
e

2. Select the connection for which you are going to change images. The selected connection will be in a state Active.

Seleccione la conexidn para la cual va a realizar el cambio de imégenes.

Configuracion SQL 4

Configuracién SQL

Configuracién Oracle
s o s s s deanyen ] asracciones:del - bot:

3. Click the Change From the field Create Case, select the URL of the image to be displayed in the case creation card, and click Save.

Crear Caso Noticias

Imagen en formato png, transparente, tamario 120px - 120px.  Imagen en formato png, transparente, tamafio 120px - 120px.

NEWS

*

4

Editar Imagen - Crear Caso X

URL de la imagen *

Cancelar

4. Click the Change From the field News, select the URL of the image that will be displayed when viewing news, and click Save.



Crear Caso Noticias

Imagen en formato png, transparente, tamafio 120px - 120px.  Imagen en formato png, transparente, tamafio 120px - 120px.

Editar Imagen - Noticias *

URL de la imagen *

Cancelar

5. If you want to change the bot's default images for positive and negative reactions, uncheck the checkbox Use the bot's default images. This action will disable the
selection of Bot appearance and enable image selection for fields Positive reactions and Negative reactions.

D Utilizar las imagenes predeterminadas del bot. Apariencia del Bot *
Femenino N
Reacciones positivas Reacciones negativas
Imagen en formato png, transparente, tamafio 120px - 120px.  Imagen en formato png, transparente, tamafio 120px - 120px.
-, _
‘m » EXB (o B
e

6. Click the Change From the field Positive reactions and select the image URL for the bot's positive reactions.

Reacciones positivas Reacciones negativas
Imagen en formato png, transparente, tamafio 120px - 120px.  Imagen en formato png, transparente, tamafio 120px - 120px.
i -,

o o
L



Editar Imagen - Reacciones X
positivas

URL de la imagen *

7. Click the Change From the field Negative reactions and select the image URL for the bot's negative reactions.

Reacciones positivas Reacciones negativas
Imagen en formato png, transparente, tamafio 120px - 120px.  Imagen en formato png, transparente, tamafio 120px - 120px.
e — A,
Cambiar Cambiar
‘mn  EZS (@ [ comtir
NS
[
Editar Imagen - Reacciones X
negativas

URL de la imagen *

8. If you want to use the bot's default images for positive and negative reactions, check the checkbox Use the bot's default images and select the bot’'s appearance (Female,
Male). This action will disable image selection for fields Positive reactions and Negative reactions.

Utilizar las imagenes predeterminadas del bot. Apariencia del Bot *
Femenino b4
Reacciones positivas Reacciones negativas

Imagen en formato png, transparente, tamano 120px - 120px.  Imagen en formato png, transparente, tamano 120px - 120px.

ey o,

e ' B lml
L



Utilizar las imagenes predeterminadas del bot. Apariencia del Bot *

Masculino N
Reacciones positivas Reacciones negativas
Imagen en formato png, transparente, tamario 120px - 120px.  Imagen en formato png, transparente, tamano 120px - 120px.

i, —,
‘- ‘@

Bot customization

Enable Case Creation by Adaptive Card

This option allows you to enable case creation using Adaptive Teams cards. This functionality streamlines the process of creating cases through the bot. The option is
disabled by default.

~ Personalizacion del bot

Seleccione la conexion que va a personalizar.

Configuracién SQL w

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

D Habilitar creacién de caso por Adaptive Card

Guardar

F Notes:

- This functionality is supported by Aranda Service Desk (ASDK) version 8.29.30 or higher.

- When this functionality is enabled and you have a lower version of ASDK, the case registration will be performed as normal without the Adaptive Card.

- When registering cases using the Adaptive Card, it is not allowed to attach files.

- When categorizing a case that has related list fields, the functionality of the Adaptive Card will not be applied at the time of registering the case and will be
performed as normal.

Configure sending notifications to MS Teams using rules

Notification Delivery Settings

In the configuration of Service Requests, Incidents, Changes, Problems, Requests, and Tasks rules, you can use the SEND MS TEAMS NOTIFICATION actions.

Nuevo / Regla

* Tipo de Accion | ENVIAR NOTIFICACION MS TEAMS v | P

Nombre o E Aplicar Cambios
ENVIAR Enviar

Seleccionar $€ MOTIFICACION 1 [Autor ~] 8 agregar Tag
MS TEAMS Mensaje

Se ha registrado el caso /INCI_COMPOSED_| DIJ

When arule is executed with this action, the notification is sent to the Teams bot.

Aranda Virtual Agent 1:12 p.m.

Flor,

Se ha registrado el caso RF-30382-1-3041.




A\ Important: Notifications will be sent only to users who install the bot or run the bot's commands (except the help command)

Setting Voting Process Notifications and Polls
This configuration allows you to send notifications of the voting process and polls to MS Teams. To enable it, do the following:
1. Enter BASDK (Options/Summary/Specific Options).

2. Check the checkboxes (Enable voting process sending to MS Teams - Enable poll sending to MS Teams) and click Save.

Opciones especificas

(U ocultar el Login de Aranda

Permite ocultar el Login de Aranda en las consolas
cuando se tiene configuracién SAML.

() permitir utilizar el mismo identificador en las compafiias

Habilitar recordatorio de contrasefia para especialistas

Habilitar envio de proceso de votacion a M5 Teams

Habilitar envio de encuesta a MS Teams

Habilitar envio de notificacion Push

e Enable voting process submission to MS Teams: When this checkbox is checked, a notification card is sent to the Teams bot that allows specialists to manage the vote
for the case directly from the chat.

. 'a: Juan, tienes un caso pendiente por aprobacion

ﬂ}!‘ " Caso: RF-2887-1-1444

Proyecto: Mesa de Servicios Tl
Cliente: Usuario 6
Estado del caso: ASIGNADO
Servicio: Aplicaciones Comerciales
Categoria: Configuracién
Asunto: Case confidencial
Mas informacion ‘ | Aprobar ‘ | Rechazar I ‘ ‘

F Note: When entering the More details(...) option, the Voting Status will not be visible.
- When entering the More details option(...) the description of the case, the additional fields and the notes will be displayed in plain text.

e Enable survey sending to MS Teams: When this checkbox is checked, notifications are sent to the Teams bot, so that users can access the case surveys.

Flor,

El caso RF-30334-1-3024 reportado se ha resuelto. Haz clic en
el boton Responder encuesta para iniciar.

| Responder encuesta

3. If checkboxes are disabled, voting process and polling notifications are no longer sent to MS Teams.

A Important:

e The sending of notifications applies to cases that initiate the voting process or for which the poll is sent after enabling the aforementioned checkboxes.
e Notifications will be sent only to users who install the bot or run the bot's commands (except the help command) after enabling notifications to be sent to

the Teams bot.

Health Report Notification Settings
To configure the sending of Health Report notifications to MS Teams, do the following:

1. Enter BASDK (User Console / Health Report Scheduled Notifications).



Aranda SERVICE DESK

& E Guardar

® Configuracion

EEI Opciones

@ Configuracion

APPLICATION ADMINISTRATOR

Noti

24/03/2021 12:58:55

E Guiones y ayuda
b ERL

h Consola de Usuario

€ € K «

Creacion de Casos
Cerrado de casos

Detalles - Cliente
Busqueda de casos
Enlaces de redireccion
Opcicnes de Acceso
Configuracion de Branding
Paneles del Home

I Notificaciones programadas Health Reportl
& Cambiar Contrasefia ¥

@ Salir v

The following fields are displayed there:

Field

Enable sending notifications to MS Teams
for health status logging

Default Project:

Case Type:

Category:

Service:

Timetable:

pre Health Report

Notificaciones programadas Health Report

—Configuracién General

(I Habilitar el envio de notificaciones a MS Teams para el registro de estado de salud

Proyecto por defecto
Seleccionar

Tipo de caso
Seleccionar
Categoria

Servicio

Hora de ejecucion:

Description

Checkbox type field that is unchecked by default.

- If checked, it enables the health status log notification to be sent to the Teams bot and enables and
validates the other fields in the form.

- If unchecked, sending health status log notifications to the Teams bot is disabled and the other
fields in the form are disabled.

Mandatory field type list that allows you to select the project for the health status report. Only
projects in active status and visible to users are listed.

Mandatory field type list that allows you to select the type of case to be used (Incidents, Changes,
Service Requirements).

Mandatory field type list that allows you to select the category to use. The categories of the selected
project that are visible to users are listed.

This field is cleaned up when you change the selected project or case type.

Mandatory field type list that allows you to select the service to use. The active services associated
with the selected category are listed.

This field is cleaned up when you change the selected project or case type.

Required field that allows you to enter/select the time of sending the notification to the Teams bot.

2. Click Save. If any of the required fields is not filled in, the corresponding error is generated indicating the name of the field not filled in.

The new menu option has the following permission

Field Description

VIEW HEALTH REPORT

S:

NOTIFICATIONS

EDIT HEALTH REPORT
NOTIFICATIONS

If the permission is enabled, the menu option is displayed, if not, the menu option is not displayed.

If the permission is enabled, the “Save” button is displayed and the settings are allowed to be saved, if not, the “Save”
button is hidden and the settings are not allowed to be saved.

3. The process of sending health status record notification to your Teams bot does the following:

If the checkbox (Enable sending notifications to MS Teams for health status logging)is disabled, notifications are not sent.
If the checkbox (Enable sending notifications to MS Teams for health status logging)is enabled, Aranda DB Manager runs the notification sending process daily (Monday

to Friday) at the configured time, and if users are found to send the notification, Aranda Push sends the notification to the Teams bot.

status report to the Teams bot.

The daily notification will be sent only to users who install the bot or run the bot's commands (except for the help command) after enabling notifications for the health

3.Inthe Teams bot, the daily notification is displayed in a card like the following.



Aranda Virtual Agent 2:01 am.

Hola Flor
iNOS INTERESA TU SALUD!

Aranda
Health Report

Realiza tu registro diario respondiendo las preguntas. Haz clic en el
botén para iniciar el registro.

Hacer mi registro

Aranda Virtual Agent

* Sintomas

Seleccione (o)

ID19
* ¢Ha estado en contacto con personas con sintomas? * ¢Que sitios ha visitado las ultimas 24 Hrs?
Seleccione ¥ || seleccione (o)~
* ¢Tipo de transporte utilizado las ultimas 24 Hrs? * §Vive con personas propensas?
Seleccione ..(0) = | Seleccione x

* Autorizacién de informacién

03 ADJUNTAR ARCHIVO|

Installation

Aranda Virtual Agent managed installation in Microsoft Teams

Centro de administracién de Microsoft Teams B b

Directivas de configuracién de la aplicacién \ Global

Panel
g Global
Equipos
S Descripcion
Dispositivos
Ubicaciones
. Cargar aplicaciones personalizadas (7) @D Activado
Usuarios
Permitir que los usuarios anclen aplicaciones @D Activado

Reuniones

Directivas de mensajeria
Aplicaciones instaladas

Aplicaciones de Teams Elija las aplicaciones que quiere que estén instaladas para los usuarios. Todavia pueden instalar otras aplicaciones que quieran configurando esas aplicaciones en directivas de permisos.

Administrar apl

s es e pomiss Agregue las aplicaciones que quiera instalar.

A |
T

Voz

Bagj s e GTER Ras Aplicaciones ancladas
Elija el orden en el que quiera gue las aplicaciones se anclen en la barra de navegacién de la aplicacin Teams.

Informes y an

Configuracion de todal.. -+ Agregar aplicaciones 6 elementos
Planear
v Nombre Editor
Portal heredado %
n Activity 14d6962d-6eeb-448-8890-de55454bb136  Microsoft Corporation
Panel de calidad de llam... %
u Chat 86fcd49b-61a2-4701-b771-54728cd291fb Microsoft Corperation

ﬂ Teams 2a84919f-59d8-4441-3975-2a8¢26430741 Microsoft Corperation
@ ;Necesita ayuda?
™

comentarios




2. Find the app Aranda Virtual Agent and click Add.

Agregar aplicaciones
instaladas

Buscar segun esta directiva de permisos de la
aplicacion (3)
Minguna N

Busque las aplicaciones gque quiere agregar o
consulte una lista de aplicaciones en Administrar

aplicaciones,
Aranda Virtual Agent b

@ Aranda Virtua...
Aranda Software

3. At the bottom, locate the Add and click on it.

Aplicaciones para agregar (1)

Aranda Virtual Agent
Aranda Software

| Agregar | ‘ Cancelar

4. Locate the Save and click on it to confirm the action. Once users log in to Microsoft Teams They will see the installed app.



Centro de administracion de Microsoft Teams e ?

Aplicaciones instaladas
Elija las aplicaciones que quiere que estén instaladas para los usuarios. Todavia pueden instalar otras aplicaciones que quieran configurando esas aplicaciones en directivas de permisos.

Panel
-+ Agregar aplicaciones 1 elemento
Equipos
Dispositivos . v Nombre 1d. de la aplicacién Editor
Ubicaciones v Aranda Virtual Agent a3958387-9960-4f0b-b54-47660c2c9c57 Aranda Software

Usuarios

Reuniones . .
Aplicaciones ancladas

- Elija el orden en el que quiera ue las aplicaciones se anclen en la barra de navegacion de la aplicacién Teams.
Directivas de mensajerfa

Aplicaciones de Teams

~+ Agregar aplicaciones & elementos
Administrar apl
v Nombre Id. de la aplicacién Editor
Directivas de permisos
u Activity 14d6962d-6eeb-4f48-8890-de5! 4bb136 Microsoft Corporation
Directivas de configurac...
. n Chat 86fcd49b-6152-4701-6771-54728cd291f  Microsoft Corporation
Paquetes de directivas n Teams 23849191-5908-4441-a975-2a8c26436741  Microsoft Corporation
(amimee i ords Calendar efS6c0de-35fc-4ef3-bA17-3d82ba3d0T3c Microsoft Corporation
Configuracién de toda
Calling 20c3440d-c67e-4420-930-0e50c39693df Microsoft Corporation
Planear
n Files 5af6a76b-40fc-4ba’-a129-6149508e44fd Microsoft Corporation

Portal heredado [

Panel de calidad de llam... [7

En
?
e comentarios

Centro de administracion de Microsoft Teams f=x] %

Pane] ~+ Agregar aplicaciones 1 elemento

Equipos
SR ¥ Nombre Id. dela aplicacién Editor
Aranda Virtual Agent a3956387-9960-410b-b5f4-47660c2c9c57  Aranda Software

Aplicaciones ancladas
Reunion - Elja el arden en el que quiera que las aplicaciones se anden en |a barra de navegacion de la aplicacion Teams.

Directivas de mensajerf

6 elementos
Aplicaciones de Tean
Admiinis icaciones v Nombre Id. de la aplicacion Editor
Directivas de permi n Activity 14d6962d-6eeb-4748-8890-de55454bb136 Microsoft Corporation
Directivas de configurad.. E Chat 86fcd49b-61a2-4701-b771-54728cd291fb  Microsoft Corporation
Voz
Voz ﬂ Teams 2384919f-59d8-4441-3975-2a8c2643h741 Microsoft Corporation
[f] Paquetes de directivas
Calendar efS6c0de-36fc-4ef8-bd17-3d82ba9d07 3¢ Microsoft Corporation
4ifl Informes y an.
Calling 20c3440d-cbTe-4420-9780-0e50c39693df Microsoft Corporation
Informes de uso
= _ i n Files 5af6a76b-40fc-4bal-af29-8f49b08ed4fd Microsoft Corporation
Configuracion de toda la..

Planear

Portal heredado [

Panel de calidad de llar

Agregar aplicaciones
ancladas
Buscar sequn esta directiva de permisos de la
aplicacion (7)

Ninguna bt

Busque las aplicaciones que quiere agregar o
consulte una lista de aplicaciones en Administrar
aplicaciones.

Aranda Virtual ;’-‘kgent| ot

Aranda Virtual...

Aranda Software




Aplicaciones para agregar (1)

™) Aranda Virtual Agent %
Aranda Software

Cancelar

& 7?7 R

Centro de administracién de Microsoft Teams

+ Agregar aplicaciones 1 elemento
Panel

Equipos v Nombre Id. de la aplicacion Editor

Aranda Virtual Agent a3958387-9960-4f0b-b5f4-47660c2c9c5T Aranda Software
caciones

Usuarios K
i Aplicaciones ancladas

TS Elija el orden en el que quiera que las aplicaciones se anclen en la barra de navegacién de la aplicacién Teams.

Directivas de mensajeria -+ Agregar aplicaciones 7 elementos

Aplicaciones de Teams

v Nombre Id. de la aplicacion Editor
Administrar aplicaciones
n Activity 14d6962d-6eeb-448-8890-de55454bb136  Microsoft Corporation
Directivas de pen
ﬂ Chat 86fcd49b-61a2-4701-b771-54728cd291f Microsoft Corporation
Directivas de configuradi...
Voz ﬂ Teams 2384919f-5908-4441-3975-2a8¢2643b741  Microsoft Corporation
Paquetes de directivas Calendar efo6c0de-36fc-4ef8-b4 17-3d82ba%d073¢c Microsoft Corporation
Informes y anali
A9 cCalling 20c3440d-c67e-4420-9780-0e50c39693df  Microsoft Corporation
Configuracién de toda |a...
n Files 5af6a76b-40fc-dba-af29-8i49b08ed4dfd Microsoft Corporation
Planear
Aranda Virtual Agent a3958387-9960-4f0b-b5f4-47660c2c9c5T Aranda Software

Portal heredado [4

Panel de calidad de Ila

Manually install Aranda Virtual Agent in Microsoft Teams
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Actividad

Chat
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LL

Equipos

Calendario

Llamadas

Archivaos

ASMS Bot-0

Aplicaciones

@

Ayuda

Aplicaciones

Aranda Virtual Agent

Q

Todas

Aplicaciones personales
Bots

Pestafas

Conectores

Mensajes

Principales selecciones
Aplicaciones populares
Novedades

Analisis y Bl
Desarrollador y Tl
Educacion

Recursos humanos

Productividad

Administracion de proyectos

Ventas y soporte

Vida social y ocio

Cargar una aplicacion personali...

Chat ~

P Anclado

Fecientes

Aranda Virtual Agent
Aranda Software

El chatbot de Aranda Service Desk (robot
conversacional) en Microsoft Teams, le permite
generar casosy

hacer seguimiento a los...




— Aranda Virtual Agent X
Comunicacién, TI/Administracién, Utilidades
S

e ALBI Aranda Virtual Agent

.

Acerca de i

= .
Permisos Albl

Aranda Virtual Agent

Creaciéon y consulta
de casos sin salir de o

Cowar Cane

fopunti

Microsoft Teams

Creacién y consulta de casos sin salir de Microsoft Teams.

El chatbot de Aranda Service Desk (robot conversacional) en Microsoft Teams, le permite
generar casos y hacer seguimiento a los mismos sin salir de Microsoft Teams. Reduzca la
cantidad de clics para crear o consultar un caso en la Mesa de Servicios, reduciendo los
tiempos de respuesta.

Para utilizar esta aplicacion debe tener una suscripcion activa de Aranda Service Desk,
contactenos para mas detalles.
Al usar Aranda Virtual Agent, acepta

la politica de privacidad y las Bots
Condiciones de uso. Thatan can la anlicaciAn marcas hacar aracnntac s haocecar infarenaciAn
— Aranda Virtual Agent x

Comunicacién, TI/Administracién, Utilidades
S

Agregar
e ALBI Aranda Virtual Agent

v g St

865 Agregar a un equipo o

= .
Permisas AI bl
S

Aranda Virtual Agent

Creacion y consulta

de casos sin salir de
Microsoft Teams

Creacidén y consulta de casos sin salir de Microsoft Teams.

El chatbot de Aranda Service Desk (robot conversacional) en Microsoft Teams, le permite
generar casos y hacer seguimiento a los mismos sin salir de Microsoft Teams. Reduzca la
cantidad de clics para crear o consultar un caso en la Mesa de Servicios, reduciendo los
tiempos de respuesta.

Para utilizar esta aplicacion debe tener una suscripcion activa de Aranda Service Desk,
contactenos para mas detalles.
Al usar Aranda Virtual Agent, acepta

la politica de privacidad y las Bots
Condiciones de uso. Thatan can la anlicaciAn marcas hacar nracontac s hocecar infaronaciAn



Seleccione un canal para empezar a usar Aranda Virtual Agent

Aranda Virtual Agent estara disponible para todo el equipo, pero puede empezar a utilizarla en
el canal que elija.

Escriba un nombre de equipo o de canal

Equipo Test Bot Microsoft > General X

‘ Equipo Test Bot Microsoft > General i

{  Atrés Configurar un bot

6. When the installation is complete, a greeting message from the Aranda Virtual Agent bot will automatically arrive in the chat.

Aranda Virtual Agent 14:50

A, Hola, soy Albi
' ' Aqui puedes:
"/ * Gestionar casos: Crear caso, consultar caso, listar casos.

* Gestionar articulos: Consultar un articulo, listar articulos
publicados en el portal de usuario y calificarlos.

*\er las noticias publicadas en el portal de usuario.

* Acceder a otros accesos publicados en el portal de
usuario.

Si necesitas ayuda, envia la palabra ayuda en el chat.

Using Aranda Virtual Agent

Using Aranda Virtual Agent

From the channel or chat authorized for this use, in the option View inquiries, a drop-down menu will appear where you can select the Help, alternatively you can type “help”
and send the message to the conversation.



@ Hello, | am Albi

Here you can:

l . i * Manage cases: Create a case, review a case, view a list of
cases,

* Manage articles: View an article, view a list of the
articles published in the user portal and rate them, Consult article

Articles by search text

List of the last 15 articles published

* View the news published in the user portal.

* Access other accesses published in the user portal News

If you need help, send the word help in the chat. News published in the user portal

Access
Accesses published in the user portal

Approvals
List of pending approval requests

Help
Brief description of the Bot functionalities

B view prompts

Type a message A QO @ + B

The Bot will respond with a list of available commands.

-

What do you want to do?

Here are the commands | offer:

=)

[£] Create case [ Consult article
(] Consult case [Z] News

See my cases E}' Access

[Z] See articles Approvals

Select the command you want to use and follow the instructions. If
you do not want to continue, send the word Cancel or click on
Cancel button when present.

Al seleccionar una de las opciones el Bot iniciara la gestion correspondiente. If during the interaction with the bot you select a wrong option or do not wish to continue, text
the word “cancel” or click the Cancel button when present. The bot will respond to you as follows:

@ What do you want to do Juan?

| can help you to manage cases, manage articles, display

g - ) news, or display access to other sites,
If you need help, send the word help in the chat.

The Aranda Virtual Agent bot supports the same Service Desk languages (Spanish, English, and Portuguese). The language will be displayed according to the MS Teams
settings, if the configured language is different from the supported ones, the default language (Spanish) will be loaded.
Las notificaciones enviadas al bot de Aranda Virtual Agent se mostraran en el idioma por defecto y no se hara traduccion a otros idiomas.

Create a case

1. From the channel or chat authorized for this use, in the option View inquiries, a drop-down menu will appear where you can select the Create Case.



@ Hello, | am Albi

Here you can:

( - ) - Manage cases: Create a case, review a case, view a list of

cases.
Prompt Suggestions from Aranda Virtual Agent

* Manage articles: View an article, view a list of the

articles published in the user portal and rate them. Create Case

Create a new case in the help desk
* View the news published in the user portal. B

* Access other accesses published in the user portal, Consult Case
If you need help, send the word help in the chat. Consult active cases
See my cases

List of your last 15 open cases

See articles
List of the last 15 articles published

Consult article
Articles by search text

B view prompts

Type a message 2 2 B + B

Alternatively, you can type “create case” and send the message to the conversation. The bot will display a greeting message and prompt you to select a Project.

R Note: When the user interacting with the Bot is associated with a single project, the Bot will automatically select the project when it starts categorizing the
case.

@ Hello Juan, | am Albi
| will help you with

B
your request.
‘-

Select the project for which you are creating the case:

Continue Cancel

2. Select the Project and click Continue. The bot will prompt you to select a Service Group or a Service.

B Note: When the user interacting with the Bot is associated with a single service within a project, the Bot will automatically select the service.

Edited

Project: Service Desk
(1) Your response was sent to the app X

Select the service group or service to be requested:

Continue Cancel

If there are more than 100 records to list, a maximum of 100 records are listed and the displayed message informs about it.

Select the service group or service to be requested(maximum 100 on the list):

Continue Cancel

3. Select the Service Group or the Service and click Continue (If you select a service group, you must continue selecting until you reach a service.) The bot will prompt you to
select a Category.



Edited

Service: Remote Access (VPN)
(i) Your response was sent to the app X

Select the category :

Continue Cancel

If there are more than 100 records to list, a maximum of 100 records are listed and the displayed message informs about it.

Select the category (maximum 100 on the list):

Continue Cancel

4. Select the Category and click Continue. The bot will display a message with the selected project, service, and category and the Create Case to access USDK and complete
case creation.

Edited

Category: Virtual Servers (RF)
(i) Your response was sent to the app x

You have completed the case categorization.To end the process click on create case.

Service Desk IT
Remote Access (VPN)

Virtual Servers (RF)

Create Case

5. Click Create Case. If you have enabled the option to create cases using Adaptive Cards in your bot customization View Custom Bot Settings. A form with adaptive cards
will be displayed that allows you to fill in the fields required for the creation of the case.

Aranda Virtual Agent %
[«
raatE CALE
Complete the information to create your request.
Subject *

Add text for Subject

Description *

Add text for Description

Customer ™

User Name in Session x

Basic information

Campo tipo fecha
Select a date... 5|

i

Select a time...

6. Enter the required information and click the Create Case. Once the process is complete, a message will be displayed confirming the creation of the case and the number
of the created case. In the chat history, the create case card is replaced with the basic case data.


file:///ava/configuracion/Configuracion_personalizada_del_bot.html#adaptive

Aranda Virtual Agent
Create case

Case RF-3558-1-1682 has been created.

F Notes:

- If you experience intermittent or slow communication while filling out the required fields, you may see an error message "l couldn't reach the server. Please
contact the Aranda administrator.”. This is because Microsoft Teams handles a default time for requests. However, you can continue to fill out the fields.

- Date fields must be filled in with the date and time separately. This is because adaptive cards handle these types of data independently. If only one value is filled
in, the application will fill in the missing value according to the field settings when it is not required, if the field is required the date and time must be filled in
respectively.

- Files cannot be attached during case creation.

- Additional advanced fields such as rich text and description only accept text.

7.1n cases where there is an additional field of type list in relation to another field, the ASDK version is lower than 8.29.30 or does not have case creation enabled
by Adaptive Cards in the bot customization View Custom Bot Settings, a pop-up window will be displayed with the case creation form from the ASDK User Console
website.

@- Aranda Virtual Agent X

Subject

Clignt

User Name in Session =

Description

11}
B

A - o - B I U E ¥ 3 o B E

8. Enter the required information and click the Create Case. Once the process is complete, a message will be displayed confirming the creation of the case and the number
of the created case.

'@ Aranda Virtual Agent x

@ The case RF-3559-1-1683 was created successfully

If during the registration of the case you select a wrong option or do not wish to continue, send the word “cancel” or click on the Cancel.

Consult a case


file:///ava/configuracion/Configuracion_personalizada_del_bot.html#adaptive

1. From the channel or chat authorized for this use, in the option View inquiries, a drop-down menu will appear where you can select the Consult Case. This option requires
you to include a search criterion (value to be searched in the fields by which the search is performed).

@ Hello, | am Albi

Here you can:
l - l * Manage cases: Create a case, review a case, view a list of
CAses.
Consult Case
* Manage articles: View an article, view a list of the :
articles published in the user portal and rate them. e
* View the news published in the user portal. See my cases
* Access other accesses published in the user portal. List of your last 15 open cases
If you need help, send the word help in the chat. See articles
List of the last 15 articles published
Consult article
Articles by search text
News
Mews published in the user portal
Access
ﬂ View prompts
Type a message 2 © e + B

Alternatively, you can type “consult case” or “consult case criteria” and send the message (e.qg.: consult case 71).

18:24
Consultar Caso 71

Aranda Virtual Agent 18:24

(@
=5 Caso: RF-72-1-71
—_— Health Report/PRE-INGRESO LABORAL
e— PRE-INGRESO LABORAL
Ver Caso

2. If you do not enter a search criteria, the following message will be displayed:

14:43
Consultar Caso

Aranda Virtual Agent 14:43

Por favor ingresa un criterio para consultar un caso. Si no deseas continuar haz
clic en el botén Cancelar.

Cancelar

3. 1f no matches are found for the search criteria entered, the following message will be displayed:

14:44
Consultar Caso bbbbbbbb

Aranda Virtual Agent 14:44

No encontré el caso, por favor verifica e ingrésalo nuevamente para realizar la
consulta. Si no deseas continuar haz clic en el botdn Cancelar.

Cancelar

4. If you do not wish to proceed with the consultation, send the word “cancel” or click the Cancel. 5. Case searches in Teams are done with the following operators and fields
inmind:

Operator searches LIKE (looks for the characters entered)

e COMPOSEDID(Compound Id)
CUSTOMERNAME
PROJECTNAME
STATENAME
SERVICENAME



Precise searches with CONTAINS-ABOUT (the engine omits separators, connectors, stopwords)

e Affair
e Description not html

6.1f more than one search result is found, a List of Cases with a maximum of 15 matches.

18:28
Consultar Caso 1

Aranda Virtual Agent 18:28
=o  Encontré 2 casos, selecciona el caso que deseas consultar.

Listado de casos

RF-101-1-100
Health Report/PRE-INGRESO LABORAL
PRE-INGRESO LABCRAL

RF-72-1-71

Health Report/PRE-INGRESO LABORAL
PRE-INGRESO LABORAL

7.1f only one case is found to list, the case card will be displayed. 8. Select the case you want to consult.

Seleccionaste el caso RF-72-1-71. Para ver mas detalles clic en el botén Ver Caso.

Caso: RF-72-1-71

. Health Report/PRE-INGRESO LABORAL
— PRE-INGRESO LABORAL
Ver Caso

9. Click View Case. The case will be shown with all its information.

Aranda Virtual Agent :

Detalle del caso Datos Adicionales Notas Adjuntos
Caso RF-72-1-71 Grupo de especialista: Gestién Humana
Especialista encargado: APPLICATION ADMINISTRATOR

0%

I REGISTRO Progreso
PRE-INGRESO LABORAL ANS (TA +T8) Tiempo transcurrido
Categorfa: PREPARACION LABORAL gg : SC‘I‘RA: sltl)v glo.n :r?(?RA: 31(31
Autor: Flor Toba
Compafifa: Sin definir Fecha de solucién estimada 21/8/2020 9:24:03 PM

Razén: Nuevo

Asunto: PRE-INGRESO LABORAL

Descripcién

Solicitud de Pre-Ingreso Laboral

View My Cases

1. From the channel or chat authorized for this use, in the option View inquiries, a drop-down menu will appear where you can select the View My Cases, alternatively you can
type “see my cases” and send the message to the conversation.



Type a message

Hello, | am Albi

Here you can:

* Manage cases: Create a case, review a case, view a list of
cases.

* Manage articles: View an article, view a list of the
articles published in the user portal and rate them.

* View the news published in the user portal,
* Access other accesses published in the user portal.

If you need help, send the word help in the chat.

2. Alist will be displayed with the last cases in which the user is a customer. (maximum 15)

- Aranda Virtual Agent 18:30

+ 0 Encontré 2 casos, selecciona el caso que deseas consultar.

Prompt Suggestions from Aranda Virtual Agent

Create Case
Create a new case in the help desk

Consult Case
Consult active cases

See my cases
List of your last 15 open cases

See articles
List of the last 15 articles published

Consult article
Articles by search text

B view prompts

b @ @ + P

Listado de casos

RF-101-1-100

||I||
—n

PRE-INGRESO LABORAL
RF-72-1-T1

||I||
—n

PRE-INGRESO LABORAL

Health Report/PRE-INGRESO LABORAL

Health Report/PRE-INGRESO LABORAL

3. Select the case you want to view.

Seleccionaste el caso RF-72-1-71. Para ver mas detalles clic en el botén Ver Caso.

Caso: RF-72-1-71

- Health Report/PRE-INGRESO LABORAL
— PRE-INGRESO LABORAL
Ver Caso

4. Click View Case. The case will be shown with all its information.

Aranda Virtual Agent

Detalle del caso

Datos Adicionales

Caso RF-72-1-71

I REGISTRO

PRE-INGRESO LABORAL
Categorfa: PREPARACION LABORAL
Autor: Flor Toba

Compafila: Sin definir

Razén: Nuevo

Asunto: PRE-INGRESO LABORAL

Descripcién

Solicitud de Pre-Ingreso Laboral

Notas Adjuntos

Grupo de especialista: Gestién Humana
Especialista encargado: APPLICATION ADMINISTRATOR

Progreso
ANS (TA + TS)

00:04 :00
DIA HORA MIN

00:00 :00
DIA HORA MIN

Fecha de solucién estimada 21/9/2020 9:24:03 PM

0%



View Articles

1. From the channel or chat authorized for this use, in the option View inquiries, a drop-down menu will appear where you can select the View Articles, alternatively you can
type “view articles” and send the message to the conversation.

@ Hello, | am Albi

— Here you can:
' - ] - Manage cases: Create a case, review a case, view a list of
A Consult Case
* Manage articles: View an article, view a list of the Consult active cases
articles published in the user portal and rate them.
* View the news published in the user portal, Sy Ennad
List of your last 15 open cases
* Access other accesses published in the user portal.
If you need help, send the word help in the chat. See articles
List of the last 15 articles published
Consult article
Articles by search text
News
News published in the user portal
Access
Accesses published in the user portal
B View prompts
Type a message A QP + B

2. Alist of the most recent articles from the projects to which the user is associated will be displayed. (maximum 15)

@ Aranda Virtual Agent 18:32
wo  Encontré 15 articulos, selecciona el articulo que deseas consultar.

Listado de articulos

Covid 01
Vacunacidn covid
8 cosas que debe saber sobre la vacunacion contra la covid — 19

Lectura 01
Lectura en los mas pequefios
Conozca como enamorar a los mas pequefios de la lectura y la escritura

Migracion a nube
Por qué moverse a la nube debe ser una decisidon empresarial
Hace mas de una década, cuando las organizaciones comenzaron a mover los centros de datos y softw

Chatbots

oz B 1 Tt [ B B

3. Select the article you want to view.

Seleccionaste el articulo Migracién a nube. Para ver mas detalles clic en el boton Ver Articulo.

Migracién a nube

Por qué moverse a la nube debe ser una decisién
empresarial
Hace mas de una década, cuando las organizaciones

comenzaron a mover los centros de datos y software a la nube,
su argumento principal era ahorrar dinero.

Ver Articulo

4. Click View Article. The item information will be displayed.



Aranda Virtual Agent ®

Informacién general

Por qué moverse a la nube debe ser una decisién empresarial Visualizaciones

Hace més de una década, cuando las organizaciones comenzaron a mover los centros de datos y software a la nube, su argumento principal era ahorrar dinero.

Por qué moverse a la nube debe ser una decision empresarial

@
A

Consult an Article

Hello, | am Albi

Here you cam:

' * Manage cases: Create a case, review a case, view a list of
cases.

* Manage articles: View an article, view a list of the
articles published in the user portal and rate them,

See articles
List of the last 15 articles published

* View the news published in the user portal. -
v | P Consult article

* Access other accesses published in the user portal Articles by search text

If you need help, send the word help in the chat.
News

MNews published in the user portal

Access
Accesses published in the user portal

Approvals
List of pending approval requests

Help

D View prompts

Type a message Ao p + B

1841
Consultar Articulo chatbots

Aranda Virtual Agent 18:41
s Chatbots

¢Sirven para algo los chatbots?

Una de cada tres personas que esta leyendo esta nota ya habra
atravesado la situacion de interactuar con un asistente virtual o
chatbot y sentirse completamente frustrado o estafado.

Ver Articulo

14:45
Consultar Articulo

Aranda Virtual Agent  14:45

Por favor ingresa un criterio para consultar un articulo. Si no deseas continuar
haz clic en el botén Cancelar.

Cancelar



3. 1f no matches are found for the search criteria entered, the following message will be displayed:

14:47
Consultar Articulo bbbbbbbbbbbbb

Aranda Virtual Agent 14:47

No encontré el articulo, por favor verifica e ingrésalo nuevamente para realizar
la consulta. Si no deseas continuar haz clic en el botdn Cancelar.

Cancelar

4. If you do not wish to proceed with the consultation, send the word “cancel” or click the Cancel. Article searches in Teams are done with the following operators and fields
in mind:

Operator searches LIKE (looks for the characters entered)

e ctg_caption(Category Name)
e statusDescription
e ReasonDescription

Precise searches with CONTAINS-ABOUT (the engine omits separators, connectors, stopwords)

fl_str_solution_description (Description)
fl_str_solution_content (Content)
fl_str_solution_title (Title)
fl_str_solution_id (Id)
fl_str_solution_keyword (Keywords)

5. 1f more than one result is found for the search performed, a List of Articles with a maximum of 15 matches.

18:58
Consultar Articulo persona

@ Aranda Virtual Agent 18:58
~o  Encontré 7 articulos, selecciona el articulo que deseas consultar.

Listado de articulos

Covid 01
Vacunacion covid
8 cosas que debe saber sobre la vacunacion contra la covid — 19

Chatbots
;Sirven para algo los chatbots?
Una de cada tres personas que esta leyendo esta nota ya habra atravesado la situacidn de interactuarc

Rewvoluciona el sector salud con la Industria 4.0
Gracias al cloud, Inteligencia Artificial, Big Data e Internet de las Cosas, el sector salud cuenta con las he

Transformacion digital en la industria financiera: foco en el cliente

6. If only one item is found to list, the item card will be displayed. 7. Select the article you want to view.

Seleccionaste el articulo Chatbots. Para ver mas detalles clic en el botdn Ver Articulo.

Chatbots

;Sirven para algo los chatbots?

Una de cada tres personas que esta leyendo esta nota ya habra
atravesado la situacion de interactuar con un asistente virtual o
chatbot y sentirse completamente frustrado o estafado.

Ver Articulo

8. Click View Article. The item information will be displayed.



Aranda Virtual Agent

Artlculo Informacién general

Titulo
¢Sirven para algo los chatbots? 10 Visualizaciones

Descripcién
Una de cada tres personas que estd leyendo esta nota ya habré atravesado la situacién de interactuar con un asistente virtual o chatbot y sentirse completamente frustrado o estafado.

Palabras clave
Contenido

.Sirven para algo los chatbots?

Adjuntos

0 Archivos

View News

1. From the channel or chat authorized for this use, in the option View inquiries, a drop-down menu will appear where you can select the News, alternatively you can type
“news” and send the message to the conversation.

@ Hello, | am Albi

Here you can:

l - ' * Manage cases: Create a case, review a case, view a list of

cases. List of the last 15 articles published

" Manage articles: View an article, view a list of the
articles published in the user portal and rate them. Consult article
* View the news published in the user portal. Articles by search text

* Access other accesses published in the user portal.

News
If you need help, send the word help in the chat. News published in the user portal
Access

Accesses published in the user portal

Approvals
List of pending approval requests

Help
Brief description of the Bot functionalities

B view prompts

Type a message b @ P + B

2. Areel-type card will be displayed with the news found in the projects associated with the user (maximum 10 news).

Aranda Virtual Agent 1907
.} Encontré 2 noticias.

La transformacion digital y su
aporte en la integracion social

En la actualidad, las tecnologias digitales no solo tienen
el potencial de transformar radicalmente... o

Ver mas

3. Click See more to see the news.
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View other Accesses

=] Hello, | am Albi

Here you can:

m * Manage cases: Create a case, review a case, view a list of
cases.

* Manage articles: View an article, view a list of the
articles published in the user portal and rate them. Consult article

List of the last 15 articles published

Type a message

* \iew the news published in the user portal.
* Access other accesses published in the user portal.

f you need help, send the word help in the chat

Aranda Virtual Agent 19:14
Encontré 3 accesos.

Training SAP

View the latest information from SAP Training and
Enablement including upcoming course schedules,
customized training, online training and more. Read
about our exciting new webinar series.

Ver mas

Articles by search text

News
News published in the user portal

Access
Accesses published in the user portal

Approvals
List of pending approval requests

Help
Brief description of the Bot functionalities

Bl view prompts

v © ® + P




# trainingsap.com

SAP  TrAINING

Explore catalogv  SAP Learning Hubv  SAP Global Certificationv  More v

Welcome to SAP Training

Chat Now O

F .

View the latest information about the SAP Training and Adoption P ,‘

f

portfolio, including upcoming course schedules, digital learning options, ¥ f

SAP Global Certification and more. '1__

and Adoption

View Approvals

=
J)
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Hello, | am Albi

Here you can:

m * Manage cases: Create a case, review a case, view a list of
cazes

List of the last 15 articles published

Consult article
i , ) Articles by search text

* View the news published in the user portal il ¥

* Access other accesses published in the user porta News

fyou need help, send the word help in the chat, News published in the user portal

Access

Accesses published in the user portal
p

Approvals
List of pending approval requests

Help

Brief description of the Bot functionalities

Eﬂ View prompts

2 © B + P

= Aranda Virtual Agent 4:54 p. m.
- Encontré 10 casos, selecciona el caso para registrar tu voto.

Listado de casos

.. RF-4743-1-2293

= Mesa de Servicios Tl - ORA/Telefonia
—— Progreso 2

CHG-4337-1-1322

g
= Mesa de Servicios Tl - ORA/Politicas de Seguridad
——  Prueba creacion CHG
. CHG-4279-1-1317
:' Mesa de Servicios Tl - ORA/Servicio ERP
— " Prueba creacion CHG - Votaciones
CHG-2361-1-220

hdara Aa Candcine Tl MDA fDAadAe



Seleccionaste el caso RF-32199-1-4842. Para votar clic en el boton Votar.

Caso: RF-32199-1-4842
Mesa de Servicios Tl - SQL/Respaldo de

— Informacién (Backups)
— Motificaciones
Votar

4. Click Vote. The voting page will be displayed, where you can view the case information and register your vote.

@) Aranda Virtual Agent ®

Solicitud de aprobacién

RF-32199-1-4842

Mesa de Servicios TI - SQL

Descripcion de su solicitud:

vokDi

to: Notificaciones

Campos adicionales basicos.

5. If you select a case for which the voting process has already ended, an error message is displayed.

Aranda Virtual Agent

Tu voto ya fue registrado.

Automatic Bot Searches
When you send messages to the bot, it will search for the text entered and display the 5 results that have the highest match for each of the following concepts:
Articles (“These articles can help you”)

These are the public and published articles of the user’s projects. The search is done by title, keywords and content.

z Aranda Virtual Agent 17:50

Estos articulos te pueden ayudar

E Lectura en los mas pequefios
Conozca como enamorar a los mas pequefios de la lectura y la escritura

iPor qué mi empresa necesita una Mesa de Servicio?

Si has estado dudando en la implementacion de una Mesa de Servicio como solucion tecnoldgicaa la ¢

1. When you select an article, the bot displays a message with the basic data of the article (identifier, title, description).



Seleccionaste el articulo 5. Para ver mas detalles clic en el boton Ver Articulo.

5

;Por qué mi empresa necesita una Mesa de
Servicio?

51 has estado dudando en la implementacion de una Mesa de
Servicio como solucion tecnolédgica a la gestion de
requerimientos de tu empresa, puedes responderte a ti mismo

la siguiente pregunta: ;Qué compafiia verdaderamente exitosa
de tu sector atiende a sus

Ver Articulo

Aranda Virtual Agent

Informacién general

¢Por qué mi empresa necesita una Mesa de Servicio? 1 Visualizaciones

si has estadoe dudando en la implementacion de una Mesa de Servicio como solucién tecnolégica a la gestién de requerimientos de tu empresa, puedes responderte a ti mismo la siguiente pregunta: ¢Qué compafifa verdad...

Mesa,empresa

JPor qué mi empresa necesita una Mesa de Servicio?

[im
A

Cases(“These are your cases”)

Estos son tus casos

RF-72-1-71
Health Report/PRE-INGRESC LABORAL
PRE-INGRESO LABORAL

RF-101-1-100
-! Health Report/PRE-INGRESO LABORAL
PRE-INGRESO LABORAL

) )

Seleccionaste el caso RF-72-1-71. Para ver més detalles clic en el botdon Ver Caso.

Caso: RF-72-1-71
Health Report/PRE-INGRESO LABORAL
PRE-INGRESO LABORAL

Ver Caso



Aranda Virtual Agent

Detalle del caso Datos Adicionales

Caso RF-72-1-71

Notas Adjuntos

Grupo de especialista: Gestién Humana

m Especialista encargado: APPLICATION ADMINISTRATOR
0%
I REGISTRO Progreso
PRE-INGRESO LABORAL ANS (TA + TS, T
Categorfa: PREPARACION LABORAL gg\ : gélm: S]ti)v gl(i)\ :I%)RA: ggl
Autor: Flor Toba
Compafila: Sin definir Fecha de solucion estimada

21/9/2020 9:24:03 PM
Razdn: Nuevo

Asunto: PRE-INGRESO LABORAL

Descripcién

Solicitud de Pre-Ingreso Laboral

Service groups (“Choose a service or group of services”)**

These are the groups of visible services that contain services that the user is associated with. The search is done by name and description.

Elije un servicio o grupo de servicios

Servicios Comunes
1 Servicios

1. When selecting a Service Group, lists the service groups and services that are associated with it.

Elije un servicio o grupo de servicios
9 Soporte
2 Servicios
Capacitaciones
e 1 Servicios

Aprovisionamiento de Almacenamiento
Proveer el almacenamiento necesario a ser utilizado en la configuracion de servidores Windows y ALX. L
B Note: If a service group or service does not have an image configured, a default image is displayed.

Services (“Choose a service or group of services”)

These are the services associated with the user, either by the company or directly. The search is done by name and description.

Elije un servicio o grupo de servicios

@ INFORME SU ESTADO DE SALUD

Seleccione para informar el estado de su salud.

1. When selecting a Service, lists the categories that are associated with it.



Estas son las categorias asociadas, crea un caso

=

CONTROL VISITA

Servicio: INFORME SU ESTADO DE SALUD
SEGUIMIENTO Y CONTROL

Estaremos realizando preguntas para el sequimiento y control de su estado de salud

Servicio: INFORME SU ESTADO DE SALUD

 Note: Only the first 50 categories associated with the service will be listed.

Categories(“These are the associated categories, create a case”)

These are the categories associated with the user through the service. The search is performed by name.

Estas son las categorias asociadas, crea un caso

G=

CONTROL VISITA

Servicio: INFORME SU ESTADO DE SALUD
SEGUIMIENTO Y CONTROL

Estaremos realizando preguntas para el sequimiento y control de su estado de salud
Servicio: INFORME SU ESTADO DE SALUD

1. When you select a Category, the bot displays the selected project, service, and category.

Para finalizar el proceso clic en crear caso.

Health Report
INFORME SU ESTADO DE SALUD

SEGUIMIENTO ¥ CONTROL

\
—

b

Crear Caso

2. By clicking Create Case The bot can have two behaviors:

e Apop-up window is displayed with the case creation form from the ASDK User Console website.

Aranda Virtual Agent

Sintomas

Por favor indique los sintomas que presenta actualmente

Sintomas

Seleccione

R

Preguntas Adicionales

Por favor coloque las respuesta que nos ayudaran a descartar un posible contagio de COVID19

¢Ha estado en contacto con personas con sintomas? £Que sitios ha visitado las ultimas 24 Hrs?

Seleccione

¥ || seleccione

£Tipo de transporte utilizado las ultimas 24 Hrs? £Vive con personas propensas?

Seleccione

..(0)w | seleccione

Conformidad del manejo de informacién

Autoriza a la empresa para el manejo y gestién de su informacién

Autorizacién de informacién

]

0 Archivos

e An Adaptive Card form is submitted that allows you to fill in the fields required for the creation of the case.

(00

ADJUNTAR ARCHIVO

Crear caso



Aranda Virtual Agent %
Create case
Complete the information to create your request.
Subject ™
Add text for Subject

Description *

Add text for Description

Customer *

User Name in Session x

Basic information

Campo tipo fecha

Select a date...

W

Select a time...

3. 1f no matches are found for the entered text, the bot displays the following message:

Aranda Virtual Agent 09:45
+© Lo siento no encontré coincidencias para tu busqueda. Puedes escribir ayuda para obtener mas

informacion.

Considerations to take into account in searches:

- Database engines have a STOPLIST which is a list of STOPWORDS (words that have no linguistic meaning or relevance to the search). If the
search does not return results, it may be because the searched word is within the STOPLIST.

- The results of searches between SOL and Oracle may differ, since each Database engine uses different methods to perform semantic searches.
- The words used to execute the bot's actions (Create Case, Consult case, View My Cases, View Articles, Consult Article, News, Access,

Approvals, Help, Configuration, Logs) are reserved for this purpose only. Therefore, these words will not be matched in the search for cases,
articles, service groups, services, or categories.

Find a Case

1. From the authorized channel, you can search for cases created by you by clicking the Aranda Virtual Agent icon at the bottom of the Microsoft Teams window.

Escriba sus preguntas aqui

A @ W & B /9]

2. The “My Cases” tab will display the 15 most recent cases. You can also search for matches by case number, customer name, project name, status name, service name, or
subject.



Aranda Virtual Agent

Buscar por nimero de caso el

Mis casos  Articulos

ﬂ Caso: RF-152-1-133
Health Report/VALIDACION HORARIOS Y
TURNOS

Horarios y Turnos

I|l||

Caso: RF-151-1-132

Health Report/IMPLEMENTOS DE
SEGURIDAD

Solicitud Implementos de Sequridad

I|I|I
—

ﬂ Caso: RF-101-1-100

Health Report/PRE-INGRESO LABORAL
PRE-INGRESO LABORAL

Caso: RF-72-1-71

Health Report/PRE-INGRESO LABORAL
PRE-INGRESO LABORAL

1L
—

3. 0nce you have found the case, click on it and a card will appear ready to send. Press the Enter key or click Send.

19:25
Aranda Virtual Agent
Caso: RF-72-1-71
— Health Report/PRE-INGRESO LABORAL
—_— PRE-INGRESO LABORAL
Ver Caso

4. Click View Case to view case information.

Aranda Virtual Agent

Detalle del caso Datos Adicionales Notas Adjuntos
Caso RF-72-1-71 Grupo de especialista: Gestién Humana
Especialista encargado: APPLICATION ADMINISTRATOR
0%
I REGISTRO Progreso
PRE-INGRESO LABORAL ANS (TA + TS) empc GEUD
Categoria: PREPARACION LABORAL 00:04 -00 00:00 00

Autor: Flor Toba

= = Facha de solucién estimada g
Compafila: Sin definir 21/9/2020 9:24:03 PM

Razén: Nuevo

Asunto: PRE-INGRESO LABORAL

Descripcién

Solicitud de Pre-Ingreso Laboral

Search for an Article

1. From the authorized channel, you can search for public items by clicking the Aranda Virtual Agent icon at the bottom of the Microsoft Teams window.



Escriba sus preguntas aqui

A @ b & B> Q|9
Aranda Virtual Agent
Busqueda de informacién en articulos % ¢

Mis casos  Articulos

-—1 Covid 01

— Vacunacion covid

8 cosas que debe saber sobre la vacunacion contra la
covid — 19

_ ,__i Lectura 01

Lectura en los mas pequefios
Conozca como enamorar a los mas pequefios de la
lectura y la escritura

5= Migracién a nube

Por qué moverse a la nube debe ser una
decision empresarial
Hace mas de una década, cuando las organizaciones

comenzaron a mover los centros de datos y software
a la nube, su argumento principal era ahorrar dinero.

£:16 p. m.

Aranda Virtual Agent

Por qué moverse a la nube debe ser una
decisién empresarial

Hace mas de una década, cuando las organizaciones
comenzaron a mover los centros de datos y software a la
nube, su argumento principal era ahorrar dinero.

Ver mas

Ver Articulo

Aranda Virtual Agent

Informacién general

Por qué moverse a la nube debe ser una decisién empresarial Visualizaciones

Hace mds de una década, cuando las organizaciones comenzaron a mover los centros de datos y software a la nube, su argumento principal era ahorrar dinero.

Por qué moverse a la nube debe ser una decision empresarial

[im



Consult Logs
To consult the logs of Aranda Virtual Agent | do the following:

1. Aranda Virtual Agent must be installed and the user who is going to query the logs must have the VIEW LOGS MICROSOFT TEAMS permission enabled in Profile for the
application Aranda Service Desk BLOGIK.

2. From the channel authorized for this use, invoke the bot by typing “@Aranda Virtual Agent” followed by the command Logs.

@ Aranda Virtual Agent 15:01
-0

Para visualizar los logs del bot haz clic en el botdn Ver.

v ]

3. If the user does not have the VIEW LOGS MICROSOFT TEAMS permission enabled, an error message is displayed.

@ Aranda Virtual Agent 7:06 p. m.
-0 No tienes acceso para esta opcidn.

4. By clicking See, a pop-up window will be displayed with the bot log for the domain of the configuration in use. The log can be filtered by event type and sorted by date.

Aranda Virtual Agent

Resumen de eventos
Consulte la actividad de eventos que han sucedido en el bot.

Fecha +

10/09/2021 03:59:20 pm

10/09/2021 03:57:26 pm

10/09/2021 03:53:28 pm

10/09/2021 03:52:35 pm

10/09/2021 03:49:18 pm

09/08/2021 10:50:25 pm

09/09/2021 10:37:33 pm

08/09/2021 10:06:36 pm

Usuario

flor.toba@arandasoft.com

flortoba@arandasoft.com

flortoba@arandasoft.com

flor.toba@arandasoft.com

flor.toba@arandasoft.com

flortoba@arandasoft.com

flortoba@arandasoft.com

flor.toba@arandasoft.com

Evento

Consultar Caso

Terminar Conversacion

Consultar Caso

Terminar Conversacién

Terminar Conversacion

Consultar Caso

Crear Caso

Crear Caso

| Y Filtro

D Seleccionar todos

D Crear Caso

D Consultar Caso

D Terminar Conversacién
D Error

I:‘ Ayuda

0 elementos seleccionados

08/09/2021 10:03:56 pm flor.toba@arandasoft.com
08/09/2021 10:03:20 pm flor.toba@arandasoft.com Terminar Conversacion
Rl “ 1 2 3 - 5 » Ll
] 3
5. The Error and Help events are displayed as a button, and selecting them displays the event detail.
| 4
Detalles x

Identificador:
1f278980-F366-42a0-b57d-dc0637f216bf

Descripcion:

Tipo de excepcion: Microsoft.Bot.Schema.ErrorResponseException | Metodo:
<ReplyToActivityWithHttpMessagesAsync>d_ 10 - MoveNext | Mensaje: Operation returned an invalid
status code RequestEntityToolarge

F Note: The command Logs it is not displayed in the bot's command list, as it can only be used by users who have the corresponding permission enabled in
Service Desk.

View, edit, and delete settings
To query, edit, or delete existing connections for a domain, do the following:

1. Aranda Virtual Agent must be installed and the user making the query or modification must have the CONFIGURATION BOT MICROSOFT TEAMS permission enabled in
Profile for the application Aranda Service Desk BLOGIK.

2.1f you try to run the command without connections for the domain, the following message is displayed:



Aranda Virtual Agent 18:08

Flor comunicate con el administrador de Aranda para configurar tus servicios.
Para utilizar esta aplicacion debes tener una suscripcion activa de Aranda
Service Desk, contactanos para mas detalles.

3. From the channel authorized for the use of Aranda Virtual Agent, invoke the bot by typing “@Aranda Virtual Agent” followed by the command Configuration.

Aranda Virtual Agent  15:11
-0

Para maodificar la configuracion del bot haz clic en el boton Configurar.

‘ Configurar

4. If the user does not have the CONFIGURATION BOT MICROSOFT permission enabled, an error message is displayed.

Aranda Virtual Agent 7:03 p. m.
«© No tienes acceso para esta opcidn.

5. By clicking Configure, a pop-up window like the following will be displayed.

@ Aranda Virtual Agent

Login
USDK ur *
Usuario *
Conexion a Aranda SERVICE DESK c fa*
Para con scesl i la ién con su tenant donde esta instalada la [ |
aplicacion del usuario. - —
Ingrese con su usuario y contrasefia. Email
[ flor toba@arandasoft.com ‘
Version *

’ Seleccione una version W |

Ingresar

In this window, the Aranda administrator will be able to enter the requested data to access the configured connections (contact the Aranda Service Desk administrator to
make this configuration). The deposit must be made with the USDK Backend URL of the connection that is active for the domain. If the URL of any connection other than the
configured one is entered, the following message will be displayed:

® El dominio ya cuenta con una configuracion. X

B. Clicking Enter will bring up the following window with the existing configurations for the domain (only one connection can be in the state ACTIVE for the domain):



Aranda Virtual Agent Test

~ Configuracién de cuenta

Lista de conexiones =
G i con para el inio ARANDASOFT.COM
Conexién URL del FrontEnd URL del BackEnd Versién Usuario Estado
saL https://win201901.arandasoft.co... https://win201901.arandasoft.co... V8 tclient /' @
Oracle https://serveroracle/USDKV8/ https://serveroracle/ASDKAPI/ V8 tclient INACTIVO ,‘ @
| ’

~ Configuracion de mensajes

~ Configuracion de imagenes

From this window you can perform different actions:

e (Create new connections(button New)
e Edit connections(pencilicon)
e Remove connections(trash canicon). Deleting validates that the configuration is in an INACTIVE state and that it is not the only existing connection for the domain.
e Personalize the messages and images associated with connections. For more detail, see the Custom Bot Settings section.
F Note: The command Configuration it is not displayed in the bot's command list, as it can only be used by users who have the corresponding permission enabled
in Service Desk.
Notifications tab

The bot has a Notifications tab from which you can view notifications sent to the user’s bot. This functionality is only available in one-on-one chat with the bot.

@ Aranda Virtual Agent Chat Notificaciones Acerca de (&
Notificacién Se ha registrado el caso RF-30383-1-3042. 4/13/2021 6:32:58 PM :
Proceso de votacion Para ver el proceso dlick aqui. 4/13/2021 6:23:56 PM
Notificacion Se ha registrado el caso RF-30382-1-3041. 4/13/2021 6:12:26 PM
Encuesta Para ver la encuesta click aqui. 4/13/2021 4:54:15 PM
Proceso de votacion Para ver el proceso click aqui. 4/13/2021 4:49:27 PM
Notificacion Se creo la solicitud TICKET-30355-1-301. 4/9/2021 11:20:18 PM
Notificacion Caso RF-30354-1-3029 registrado (ver caso). 4/9/2021 9:44:45 PM

Registro: Abr 9 2021 4:39PM.
Archivos:

* pmephg
+ SAP.png
Notificacién Caso RF-30339-1-3025 registrado (ver caso). 4/9/2021 8:58:20 PM

Registro: Abr 7 2021 11:29AM.
Archivos:

The following types of notifications can be viewed there:

e Voting process. Notifications of voting processes. It requires having previously checked the checkbox (Enable sending voting process to MS Teams)in BASDK.
e Survey. Survey notifications. Requires pre-checking the checkbox (Enable survey submission to MS Teams)in BASDK.
e Notification. Notifications generated by rules that trigger the SEND MS TEAMS NOTIFICATION action.

Health status report notifications are not displayed in the notifications tab.

Dashboards Tab

The Dashboards tab is enabled only for ASMS version 9 specialists. When entering with version 8 of ASDK, the following message is displayed:



Aranda Virtual Agent Chat Notificaciones Tableros 1 méas ~ G

Esta funcionalidad requiere tener instalada la version 9 de ASMS, para mas informacion contacta al administrador.

Important considerations

Important Considerations

The email of the user who is authenticated in Microsoft Teams must not be assigned to more than one user in the Aranda Service Desk environment.

The Service Desk user associated with the mail used in Microsoft Teams must be active and have at least one project and service associated with it in Service Desk.

If the connection to the bot is not successful, the error “l could not communicate with the server. Please contact the administrator of Aranda.”

The operation of Aranda Virtual Agent requires the correct configuration of Microsoft Teams and Aranda Service Desk.

The tclient user makes use of a Service Desk license, when making requests to the Database from Teams. The expiration of the license depends on the configuration
made in BASDK (Options / Summary / License Life Time section).

When Aranda Virtual Agent works on customer premises, it is the customer’s responsibility to ensure the correct configuration of Aranda Sevice Desk.

The massive use of this integration with Microsoft Teams can demand more resources (networks, communications, servers) on the infrastructure and servers running
Aranda Service Desk. When operating on 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 demand for the service desk at Aranda Service Desk.

Access to USDKV8 from Teams with Single Sign On enabled can be done from Teams web or Teams desktop, Teams mobile does not support Windows authentication.
In Teams mobile, there’s no way to detect the back gesture to close the task module, which is where the app loads. In the following link you can find the documentation
of the bot (task module):

https://docs.microsoft.com/en-us/microsoftteams/platform/task-modules-and-cards/what-are-task-modules



