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1 AI Bot Overview

Ascendo predictive service can be used as a backend to any Chatbot. Essentially the Al bot can use the
learned responses to help with its own automatic responses to end customer queries.

2 Purpose
This document details how to integrate Al bot into the customer environment. Also, provides details on
how to provide entitlement information to Ascendo on invoking Al bot.

Prerequisites:

Sign up as a customer on Ascendo Application

Go through the Admin process in Ascendo to create Business Unit
Set up Data Connection or upload data for Ascendo Self Learning
Set up Al Bot Support Channel

Create the Al Bot key

kW=

3 Implementation Details

3.1 Integrating AI Bot

In order to use the Al bot in a different website as a widget, create an iframe with the given url.

3.1.2 Code Snippet

The following code has been implemented in angular and can be easily converted to any other language.
(<org_name> represents your organization name in the following code. For example, if your organization
name is acme, replace all the <org_name> in the code with acme)

<div id="chatbot-div-active" *nglf="is_ chatbot_active===true">
<iframe src="https://<org_name>.devaibot.ascendo.in/<email>"
class="chat-iframe" title="chatbot"></iframe>
</div>

<div id="chatbot-div-not-active">
<div *ngIf="is_chatbot_active===false">
<button mat-fab (click)="is_chatbot_active=true;"

style="color:#ffffff; background-color:#1a73e8;">
</button>
</div>
<div *ngIf="is_chatbot_active===true">
<button mat-fab (click)="is_ chatbot_active=false;"
style="color:#ffffff;background-color:#1a73e8;">
</button>
</div>
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<style type="text/css">
#chatbot-div-active{
box-sizing: border-box;
position: fixed;
right: 5
bottom:
z-index: 5;
width:
max-width:
height: 5
}.chat-iframe {
box-sizing: border-box;
width: ;
height: 5
background: transparent;
border:none;
}
#chatbot-div-not-active{
box-sizing: border-box;
position: fixed;
right: 5
bottom:
z-index: 5;
}
</style>

Note: should be the end customer email if your organization knows the person that has logged
in. If it is not available, they need to enter null.
iframe src="https://<org_name>.devaibot.ascendo.in/null"
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3.2 Entitlement Integration

Customers can optionally provide the entitlement details for a given user. This section provides the
details of the API.

3.2.1 API overview

Go to https://ascdev.apis.ascendo.in/docs and under the “User” label you will find a POST API . This API
provides the information on the user information for the current chat session. Prior to that, we are
required to provide the specific Ascendo customer info and the corresponding API key.

For example, Ascendo customer “Acme” will have its own unique uuid and API key. These will be

available under the Admin Portal. The API then will provide the information on the customer email and
the name.

3.2.2 Getting the UUID and API Key

Log into Ascendo and go to the Admin settings. Within the settings, click on the API key info.
Step 1: Click on the settings - this is available for the Admin users on the top right corner of the page.

o

[f © Available ~ ] A

° Insights
Settings

A ) TOP PREDICTIONS o
«®, Administration
- 2 ‘ ® ‘ A oo grour, oles and manage acess roquess

& Users. Predictions
= No data to display No data to display

a
=
= 0

Seal Unigue Searches
~
8 PREDICTION OVER TIME TOP PRODUCTS TRIBAL KNOWLEDGE @
L]
n
No data to display No data to display No data to display

3 TOP USERS TOP USERS WITH UPVOTES TOP USERS WITH DOWNVOTES

Step 2: Under Integration Settings, on the menu on the left, click on API keys. Get the customer
uuid(organization identifier).For getting the api key-

Type ‘ai_bot’ in API KeyLabel fields to generate API Key and click on Generate.

This customer uuid and API key will be required in the POST APL
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https://ascdev.apis.ascendo.in/docs

° Ascendoaitesting  AP| Keys

ascendoaitesting o L ) . .
Generate API key and use it in your applications or website for Integrating Ascendo.ai

2§ Leaderboard
o caderboar Generate API Key

2 Manage Directory
APl Key Label

T Access Control

B  DataSource i
Support Channel
Organization Identifier 876b65f4-ac66-4a72-b8de-be79a27bc5as 0
X Application Settings
€  Integration Settings
L APiKeys
8  security
& Log out
3.2.3 Post API
Use the POST method to update the user details.
API Link-
Identity Management 2 @
Jopenapi.json
User ~
/api/vl/user/{customer_uuid}/update_subscription Update User Details /\‘

Parameters Try it out

Name Description

customer_uuid * 94
string
(path)

customer_uuid

api_key * reduired
string($uuid)
(query)

api_key

Request body "¢ application/json v

Example Value | Schema

https://ascdev.apis.ascendo.in/api/v1/user/{customer uuid}/update subscription?api_key={ai_bot api ke
¥}

Parameters-
e customer_uuid - from the admin portal

Ascendo Confidential and Proprietary Information Page 5



e api_key - from the admin portal
[ J
Request body(Contains the information about the end customer)
e email - the email of your end customer
e is_subscribed-
o true if the end customer has subscribed to your enterprise services to give them priority
while handling their issues.
o false otherwise.
e username-represents the end customer that is initiating the chat(eg-John Doe)

Response:
® status : successful

Ascendo Confidential and Proprietary Information Page 6



4 Al Search Overview

Ascendo ai search can be used to power any search. Essentially Al search can use Ascendo's predictive
services to give relevant responses to the queries asked.

5 Purpose

This document details how to use the Al search through an APIL.
6 Implementation Details

6.1 AI Search API

6.1.1 API overview

Go to https://ascdev.apis.ascendo.in/docs#.Under “Prediction” label you will find a POST API
This API takes the query to be searched through Ascendo’s predictive services and returns
possible solutions. To use this API you are required to create an API key with the label
“ai_search” on your Ascendo web application’s admin portal.

6.1.2 Making the API key for Al Search

Log into Ascendo and go to the Admin settings. Within the settings, click on the API key info.
Step 1: Click on the settings - this is available for the Admin users on the top right corner of the page.

= Ascendo LI
° Leaderboard
Settings
TOF Admin Settings
B [ = 2
+8, Usermar me
0 0 0 | users,
Savings ($) Interactions. Auto Solved
0 0
Chatb Ly Tickets
nnnnnnnnnnnnnnnn
SAVINGS INTERACTION TREND

& RESOLVED INTERACTIONS INTERACTION STATUS

Step 2: Type ‘ai_search’ in API KeyLabel fields to generate API Key and click on Generate button
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https://ascdev.apis.ascendo.in/docs#/Prediction/OpenApiForPrediction_api_v1_prediction_predictionapi__api_key__post

Testing101 API Keys
orgo

B Generate APl Key
B People
API Key Label
O Region
. Generate
T RBAC
B Integration Organization Identifier 7a06a988-b2ea-494c-ab9a-0c1247245943 D

2L Zendesk

L Slack Integration

Or  APIKeys

@  AlEngine

@ Application Settings

8  security

> Logout

Testing101 API Keys
orgo

[~ Generate AP| Key
B People
API Key Label

O Region
. Generate
T RBAC
a Integration Organization Identifier 7a06a988-b2ea-494c-a69a-0c1247245943 0

2L Zendesk

ai_search 4324f4a6-2412-4718-bc03-ee79e4d66056 0

5% SlackIntegration

Or  APIKeys

@ AlEngine

@ Application Settings

8  security

> Logout

The API key will be required in the POST API.

6.1.3 Post API
Use the POST method to get results for your queries.
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Prediction ~

‘ POST /api/vl/prediction/predictionapi/{customer_name} Openapiforprediction /\‘

Parameters —
Name Description

customer_name * "94"¢

string customer_name

(path)

api_key * reauired

string api_key

(query)

Request body 9“4 application/json v

Example Value | Schema

API link-

https://ascdev.apis.ascendo.in/api/v1/prediction/predictionapi/{customer name}?api_key={ai search api
_key}

Parameters-
e customer_name- the name of your organisation registered with Ascendo
e api_key-the ai_search API key generated on the admin portal

Request body:

customer_email- the email of the person using this API

business_unit_name-the business unit corresponding to the product for which ascendo’s
predictive service is required

product_group name-The product family for which Ascendo’s predictive services are required
query-The query for which solutions will be provided by Ascendo’s predictive services

Response body:
The response body of this API is a list containing the solutions provided by Ascendo based upon the
parameters in the request body.

7 Zendesk Webhook Overview

A webhook sends an HTTP request to a specified URL in response to an event, such as a trigger or
automation firing in Zendesk Support

8 Purpose

This document gives an overview about how to set up a webhook to be used by Ascendo .
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9 Implementation Details

9.1 Creating a target

Go to Settings>>Extensions.

Q. search x  +ad

Channel Integrations N

BUSINESS RULES

Routing
Triggers

Automations

Service Level Agreements
Rule Analysis

Answer Bot

SETTINGS

Account
Subscription (2
Security
Schedules

Tickets

Agents
Customers
Benchmark Survey
Extensions

Sunshine new (2

Extensions

88

Targets let you notify external systems about a new ticket or an important state change to a ticket. You can use this to be notified through SMS or Twitter

when a specific trigger executes. Learn more

Active targets (3)

Ticket creation

Ticket is created directly on zendesk(not
through AP)

2ap

Inactive targets (2)

Click on add target button on the top right corner.Select HTTP target.

+ Add

Q  search x

Channel Integrations

BUSINESS RULES

Routing

Triggers

Automations

Service Level Agreements
Rule Analysis

Answer Bot

SETTINGS

Account
Subscription (2
Security
Schedules

Tickets

Agents

Customers
Benchmark Survey
Extensions

Sunshine new (2

You will be provided with the URL from Ascendo which has to be put in the Url section.The method will

Select target to add

«(s Campfire

©Clickatell

Yammer<

PIVOTAL TRACKER

151 j()rcc

Campfire target >

Push updates to your Campfire account.

Clickatell target >
Send SMS messages using a Clickatell account.

HTTP target >
Compose custom JSON, XML, and form-
encoded HTTP requests to 3rd party services.

Yammer target >

Push updates to your Yammer account.

Email target >

Send emails to specific addresses.

Pivotal target >
Post updates as stories in a Pivotal Tracker
project.

Salesforce target >

Push ticket data to a Salesforce case.

@

.* ®+. ATLASSIAN

[ o= I
SATISFAGTION
S p—

&f  Basecamp

() twitio

¥ SUGARCRM.

add target
edit

edit

edit

edit

edit

Q oo
A 88

Twitter target >

Push updates to your Twitter account.

URL target >
Invoke a custom URL via HTTP GET or POST.

JIRA target >
Push updates to JIRA.

Get Satisfaction target >

Post replies to your Get Satisfaction account.

Basecamp target >
Post updates as messages in a Basecamp
project.

Twilio target >
Send SMS messages to a mobile phone using
your Twilio account

SugarCRM target >
Push ticket data to a SugarCRM case.

be POST.Content type is JSON.No authentication is required.The title can be anything that you
want.Select Create target option below the Submit button and click on Submit button.
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Q_  search x + Add Q 83
Channel Integrations -

HTTP target

BUSINESS RULES

Routing Title
Triggers
Automations url
Service Level Agreements The target URL, including protocol (https or http is OK) and path
Rule Analysis
Valid examples:

Answer Bot
« http://somedomain/a/path

SETTINGS
Method POST v

Account

Subscription (2
Security Content type JSON .
Schedules
Tickets Basic Authentication O Enabled
Agents

Add credentials if the target needs username/password authentication
Customers

Benchmark Survey
. Create target . bmit
Extensions

Sunshine new [2

9.2 Creating trigger for Ticket Creation

Under Admin settings go to BUSINESS RULES>>Triggers

Q. search x  +add a g8
Chat (2 -
Facebook

Talk

Text

Web Widget (Classic)

APl Edit order [ Add trigger | ~
Mobile SDK

Channel Integrations Filter

Name - Q

BUSINESS RULES
Showing 14 triggers

Routing
Triggers Active nactive

Automations

Service Level Agreements Name & Description Triggered (7d) &
Rule Analysis

Answer Bot i
Answer Bot ~ Notifications 14

SETTINGS Notify assignee of comment update 1
Notify assignee of assignment 7
Account
Subscription (2 Notify assignee of reopened ticket 0
Security
Notify group of assignment 0
Schedules
Tickets zap zap 1

Grart _

Click on Add trigger and create a trigger for ticket creation.Select the category as Notifications.Add the
conditions to “Ticket Is Created”.Name the trigger as per your convenience
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Q_  search x + Add Q 28

@) igitns N
Trigger name
BUSINESS RULES ticket creation
Routing Description
Trages

Enter an optional description
Automations

Service Level Agreements

Category

Rule Analysis
Notifications v
Answer Bot
SETTINGS

Conditions
Account
Subscription (2
Security Meet ALL of the following conditions
Schedules
Tickets

Ticket v Is v Created v

Agents
Customers
Benchmark Survey Add condition
Extensions
Sunshine new (2

Meet ANY of the following conditions

‘ Add condition ‘

Under Actions select “Notify target” and the name of the target you created in the Extensions section
above.

Put the json body as-

{
"status": "{{ticket.status}}",
"ticket id": "{{ticket.id}}",
"agent email": "{{ticket.assignee.email}}",
"agent username": "{{ticket.assignee.name}}",
"sender": "{{current_user.email}}",
"title": " { {ticket.title} } ",
"requester_email": "{ {ticket.requester.email} }",
"description": "{{ticket.description} }"
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Q_  search x + Add Q 88

Channel Integrations

Actions
BUSINESS RULES
x
Routing Notify target v Ticket creation v
Triggers
JSON body
Automations
{
Service Level Agreements B "y "{{ticket.status}}",
Rule Analysis "ticket_i {{ticket.id}}",
PN " 2 {ticket.assignee.enail}}”,
agent_username”: "{{ticket.assignee.name}}",
": "{{current_user.email}}",
serTINGs : "{{ticket.title}}",
“requester_email”: "{{ticket.requester.email}}",
“description”: "{{ticket.description}}"
Account 1

Subscription (2
Security
Schedules
Tickets
View available placeholders
Agents
Customers
Benchmark Survey Add action

Extensions

9.3 Creating trigger for Ticket Update

Creating a trigger for ticket update similar to how you created the trigger to create tickets.Under Admin
settings go to BUSINESS RULES>>Triggers
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+ Add

Q search

x

Chat 2

Facebook

Talk

fext

Web Widget (Classic)
API

Mobile SDK

Channel Integrations

BUSINESS RULES

Routing

Triggers

Automations

Service Level Agreements
Rule Analysis

Answer Bot

SETTINGS

Account
Subscription (2
Security
Schedules

Tickets

Click on Add trigger

Triggers

d rules that run every time a ticket is c

Jlar triggers include notifying customers when a new

 ticket or an out-of-off

Edit order

Add trigger | ~

Filter

Name

Showing 14 triggers

Active Inactive
Name ¢ Description Triggered (7d) &
~ Notifications 14

Notify assignee of comment update 1

Notify assignee of assignment 7

Notify assignee of reopened ticket 0

Notify group of assignment 0

zap zap 1

and create a trigger for ticket creation.Select the category as Notifications.Add the

conditions to “Ticket Is Updated”.Name the trigger as per your convenience.

+ Add

Q_  search

Channel Integrations

x

BUSINESS RULES

Routing
Triggers

Automations

Service Level Agreements
Rule Analysis

Answer Bot

SETTINGS

Account
Subscription (2
Security
Schedules

Tickets

Agents

Customers
Benchmark Survey
Extensions

Sunshine new (2

oo

Trigger name

ticket update

Description

Enter an optional description

Category

Notifications

Conditions

Meet ALL of the following conditions

Ticket

Updated v

Add condition

Meet ANY of the following conditions

Add condition

Under Actions select “Notify target” and the name of the target you created in the Extensions section

above.
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Put the json body as-

"status": "{{ticket.status}}",

"ticket id": "{{ticket.id}}",

"agent email": "{{ticket.assignee.email}}",
"agent username": "{{ticket.assignee.name}}",
"sender": "{{current_user.email}}",

"title": "{ {ticket.title}}",

"requester email": " { {ticket.requester.email} }",
"description": " {{ticket.description} }",
"update": "true"

Q_  search x + Add Q g8
Channel Integrations - -
BUSINESS RULES Actions
Routing
Triggers
Automations Notify target v Ticket creation v
Service Level Agreements JSON body
Rule Analysis (
Answer Bot "status"” ticket.status}}",
“ticket_: "{{ticket.id}}",
“agent_emai {{ticket.assignee.email}}",
SETTINGS "agent_username": "{{ticket.assignee.name}}",
“sender”: "{{current_user.email}}",
U “title"s “{{ticket.titlel}”, .
requester_email™: "{{ticket.requester.email}}",
Subscription (2 “description”: "{{ticket.description}}",
Sy “update”: “true”
}
Schedules
Tickets
Agents
Customers

View available placeholders
Benchmark Survey

Extensions

Sunshine new [2 Add action
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10 Adding Zendesk API Token

1)Login to your Zendesk Agent workspace.Click on the on settings icon on the left sidebar.

+ Add Q 83
ADMIN HOME -
Ascendo d3v-ascendo.zendesk.com

. Your Zendesk is hosted in Pod 13 (view status)
Overview

Settings now in Admin Center ew

() Support settings now in Admin Center

APPS You can now access settings in Support and Admin Center. Go to Admin Center. [2
Marketplace 2
Manage SYSTEM UPDATES

MANAGE

Release Notes Through 2021-12-03
Megan Covens - Friday 23:55
People

User Fields “ Service Incident - December 3rd, 2021
Organization Fields - Diogo Maciel - Friday 10:09
Brands Release Notes Through 2021-11-26
Views Piotr Planeta - Thursday 21:20
Macros
Tags > ‘
Ticket Fields
Ticket Forms
FEATURE USAGES
Context Panel
Contextual Workspaces
Dynamic Content Macros Details ¥ Triggers Details ¥

. 27/ 14

2)Go to Channels section and click on API

+ Add a @@=
Tags a
Ticket Fields Zendesk API
Ticket Forms
Context Panel
Contextual Workspaces Settings OAuth Clients Activity Target Failures
Dynamic Content -

Password access @
CHANNELS Enable API authentication using an agent's email address and password Enabled @D

Email Token access ©

lv»m:z We recormmend that you use APl tokens to keep your agents' passwords safe. When authenticating with tokens, add /token to the end of your username. Enabled (@)
ha

Facebook

Talk Active API tokens (3)
Text

Web Widget (Classic) Token to create and fetch ticket details Last used 3 minutes ago

API

Mobile SDK

Token Test  Never used
Channel Integrations

BUSINESS RULES Token test2  Last used 18 days ago

Routing
Triggers

Automations
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3)Click on the Add API Token button.

+ Add Q @
Tags 2
Ticket Field: q q
cet el Token to create and fetch ticket details  Last used 3 minutes ago
Ticket Forms
Context Panel
Contextual Workspaces Token Test  Never used
Dynamic Content
Tokentest 2 Last used 18 days ago
CHANNELS

Email Create a new token  Never used Delete
Twitter

Chat (2

Facebook API token description (optional)

Talk

Text

Web Widget (Classic)

API AP token

Mobile SDK

Channel Integrations Copy

BUSINESS RULES

Routing

Triggers

Automations

4)Give the API Token description if needed.Copy and store the API Token shown( It won't be shown
ever again).Click on the Save button.Once saved you can see the API token details in your workspace.

+ Add Qa @
Tags - Active API tokens (4) Add AP tok
Ticket Fields

Ticket Forms i :

Token to create and fetch ticket details  Last used 3 minutes ago
Context Panel
Contextual Workspaces

Dynamic Content Token Test  Never used

CHANNELS
token test 3 Never used

Email
Twitter Token test2  Last used 12 days ago Delete
Chat (2
Facebook
Talk API token description (optional)
Text
Token test 2
Web Widget (Classic)
API
Mobile SDK API token
Channel Integrations

BUSINESS RULES

Routing

Triggers

Automations
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11 Enabling Zendesk Help Articles

1)Using the owner account login to your zendesk agent workspace.

+ Add Q Conversations (0 & & 8

ADMIN HOME -

Overview

Settings now in Admin Center new

O L} n
APPS a
(]
2 L]
Marketplace (2 =
Manage =
@ = [
=
MANAGE "
People
User Fields

Organization Fields A better way to manage settings

Brands Support settings are moving to Admin Center to help you save time and stay on top of
your customer service. You can access settings in both places until the change rolls out

Views later this year.

Macros

- Current restrictions on access to specific settings won't change with the move.
Ticket Fields

Ticket Forms Try settings in Admin Center (2
Context Panel

Contextual Workspaces

Dynamic Content Here's what to expect

« The new search feature and a list of your recently viewed pages help you find

2)Go to Zendesk Product Icon just beside the Profile icon on the top right corner of the page.Click on
Guide.

+ Add Q Conversations (0 O & L ==
ADMIN HOME -
e Support
Overview
Settings now in Admin Center new A Guide
- » Help center
—
]
APPS — Y - Gather
L -
Marketplace (2 x: . o Chat
Manage &
@ =
2 > Tk
MANAGE "
> Explore
People A P
User Fields
Organization Fields A better way to manage settings N Sell
Brands Support settings are moving to Admin Center to help you save time and stay on tc
your customer service. You can access settings in both places until the change rolls
Vists later this year. Admin Center
Macros
Tam Current restrictions on access to specific settings won't change with the move.
Ticket Fields

Ticket Forms Try settings in Admin Center (2
Context Panel

Contextual Workspaces

Dynamic Content Here’s what to expect

+ The new search feature and a list of your recently viewed pages help you find
https://d3v-ascendo.zendesk.com/hc/start - <ottinnc fact in Admin Contar
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3)You will be redirected to the below page.

oo
oa

A Add-v Guide admin

ove Ascendo Community Kay Narayanan

CEI

|4/

FAQ ‘ ‘ Announcements

Community

Join the conversation

4)Click on Guide Admin on the top right corner of the page and go to Settings>>Guide Settings.Activate
your help center by clicking on the Activate button shown for Activate Help Center section

Add v Settings - Guide settings 2% Help Center 28

Guide settings

©® Activate Help Center
Article verification This will make your Help Center available to end users. We recommend that you finalize your customizations and add basic
content before activating your Help Center.

Language settings

Search settings

Content management

Gather settings

Settings User badges

Manage and moderate your public content, control spam, and configure notifications.

Anonymous voting on articles
Allow anonymous users to vote on articles.

Content moderation

Enable moderation by word filter or moderation of all content.

© Moderate words
End-user contributed content containing specific words must be approved before being published. Learn more (2.
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5)You will get a confirmation on successful activation

Add v Settings

Guide settings

Article verification

Language settings

Search settings

Gather settings

User badges

Guide settings

@ General settings were successfully updated.

Guide settings

Content management

Manage and moderate your public content, control spam, and configure no

Anonymous voting on articles
Allow anonymous users to vote on articles.

Content moderation
Enable moderation by word filter or moderation of all content.

© Moderate words

oo
o

24 Help Center

Cancel ‘ Update

End-user contributed content containing specific words must be approved before being published. Learn more (2.

Separate words with commas. Here is a sample list of restricted words.

15000
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