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LOGIN

The mechanism for using Omni Channel SRM 3Dolphins v4.8.2 is as follows :

1 Open the Web Browser on the computer.

1 Enter the URL address in the web browser and login"asamer

T Type your 'Username' and 'Password in the column provided.
Note : Password is a combination of capital letters, lowercase letters, numbers,
and symbols ,

T Press the'Sign I button or press the'Forgot Passwortbutton if customer

forgot password,

3DOLPHINS SRM
Version 4.8.2

Well, @ Hello there!

Extension
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Il. FAQKNOWLEDGE
FAQ Knowledge is a library that includes information about a product, service, or
topic to answer frequently asked questions (FAQs) submitted by the customer. FAQ
knowledge page allows your team to create FAQ Knowledge that will help your bot
or agents answer customers more quickly and provide seamless customers support.
1 Go toBot Settingsand click theFAQ Knowledgemenus, then you will see a FAQ

knowledge page such as images below.

SDOLPHINS SRM o e e
0 v L WS Bl )
H o« n 2 »
Title (@) Question Modute 17
®3Dolphins SRM e
W About Bella oe 2
Knowlodge: 4 | Knowledge
® About InMotion L] a3 u

W Active Dictionary e —z -~ =) message 11

X
W Chit Chat Vector o - “ u
W Client Show Case e

1 Component explanation of FAQ Knowledge :

Icon Name of Description

Component

# | Knowledge Uploaq Knowledge upload templates that enable trainer

Template provide a common structure for create FAQ Knowle
use .xIsx file
) | Clone Module The trainer can cloning of module knowledge.

/@ | Remove Module | Process to remove knowledge module. If there
knowledge in a module, it means you will remove

knowledge in that module

# | Rebuild Knowledge Process to rebuild knowledge from existing knowled
For example if there is a knowledge crash, such as

bot not responding Wwen the knowledge is executed
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[

Edit Knowledge Processes for updating the knowledge

» | Remove Knowledg{ The trainer can remove of FAQ Knowledge.

u View Bot List Toview Bot list.

2.1 Create NewFAQ Knowledge
The FAQ Knowledge feature makes it easy for you to create knowledge base that you
cancreate manuallyor throughfile uploads

2.1.1 Create Manual Knowledge
In the upper right corner, click th&léew Knowledgébutton. Then, system will direct

you to page of new FAQ Knowledge, such as images below.

IDOLPHINS SRM ° D Agustariea M€
e &8 LB 8 2
FAQKnowledge () Uphad A Show Falback | # New Knowledge
H < n 2 » .
“
s Module 17
W 3Dolphins SRM o Tots Avatasis Modue
jumber of Knowledge: Knowiedge Title
W About Bella De T
i Conketon's ] Knowiedge
8 About InMotion im) |} Total Knowiecge Set 631
@ Active Dictiona o il
; c wt, ‘u ‘trn!ly it Message 1
W Chit Chat L
WChit Chat - EN o Peiower Set

W Chit Chat Bella oe

@
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1 Field component explanation :

Field Name

Description

Knowledge title

Title of knowledge that you are currently create on.

Knowledge Frequently asked questior(&AQs) about a product, service, ather
question topic.
Answer set A list of answers that will be added as an answer pattern. Here

can sort answers or delete answers

User answer

I f you’re going to add the bo

message @re.

Attach your text

Button to attach text that you have entered in the user answer fielg

Attach digital asse|

Button to attach digital asset on the digital library. Digital Library
module that can make your Bot conversations more varied f
standard text messages by adding cardgjmys, images, documen

audio and video with text in one message

Attach survey

This button allows the customer to choose an answer or respons
the message sent. For example, you can use this feature to make
if a customer wants to cancel a complaint or to fimat how satisfied
the customer is with your service

Field component explanation

1. Message : Question message that will be sent in survey

2. Li ke Label : “Li ke’ l.abel
3. Di sli ke Label . ‘guestienisurvieye ’

Attach quick reply

Quick replies provide a way to show a set of buttons ir
conversation. When a quick reply is tapped, the buttons
dismissed, and the title of the tapped button is posted to f{
conversation as a message

Field component explanation

1. Message : Text message that will be sent with the quick re
button

2. Title : The text to display on the quick reply button

3. Payload : Custom data that will trigger sending a message
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Type the question of knowledge and preatert. Then, 3Dolphins will automatically
mapping words into primary terms and secondary terms. Chizls' button to add
the question pattern.

0 D Loyl

’7 Modute 17

@ 3Dolphins SRM L] Total Avsiiable Mocuse

Number of Knovdedge: 36 Knowledge Tith

W About Bella ]} Carousel .

Nurmber of Knowledge: E Knowledge
3Dolphins product Tees Knowiecge Set

8 About InMotion Ll 831

Mumber of Knowcge: B

[ It e {07 message 11

e 3c0lphin  product +

W Chit Chat L

WChit Chat - EN D8 Answer Set

Number of Knoviedge. 1

@ Chit Chat Bella e

W Chit Chat Vector De

W Client Show Case e

Write your answer in théuser answer field. You can add enjian text messages, or
to make your Bot conversations more varied than standard text messages, you can

attach digital assets, surveys or quick replies

: PR o
| <8 n >
€

&) module 486
Tota! Avaiiaiie Vioduie

. (] A—
Number of Knowiedge: 2 Knowledge Title T Quetlion P 1 i
iphins Product i

™ 8 Carouse! [3oiphins  rocuct] i
e e s e 8 knowieage

.  que o
mchat o . 15135
@ Chatinmotion Oe
Numbe ' {L~ Message
@ Chit Chat 08 s Faieg
Number of Knowedge: 24 . 16.133
@ Digital Media be Answer Set
WENGLISH - TEST De

3Dolphins is the applied Al (A Intelligence)

. 18 solution for companies and

improve ss
channels, W rou re products
() | Social CRM
Management), NLP (Natural Language
Processing)-based Chatbot and Mobile Workforce
e Management. @

&

B Save Knowledge
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In the answer set section you can adjust the order of answers by clicking ¢ ¥ he *

or' ™ icon, and you can also delete answers by clicking on * 2 icon. To add

answerpattern, click Add' button.

% FAQKnowledge [ A Show Fallback | + New Knowledge

n<-1>n
«

] a] ]
Knowledge Tille x
- e Carousel =
e R X (U] knowiedge

" Type your user question here. Tots:
. | woonaies 19.135
™ e
S Message
™ s
e o 16.133
- te Answer Set

+ x

™ 8
v Hallo kak {irst_name), @

oe
. ? +x

) 3Dolphins is the applied Al (Artificial Inteligence)
- soluton for companies and organisations to
Nure improve their cuslomer's experience across

channels. We do this through our core products:

@ ) | Social CRM (Customer Relabonship
Management), NLP (Natural Language
Processing)-based Chatbot and Mobde Worklorce
Management

+ Add

When FAQ Knowledge pattern isady, at the bottom side, clickave knowledge
button.
Q Do~ LR g e

R © I

fﬂ Modute 486

B e - . . R e : B e
Number of Knowledge: 2 Knowdedge Title .;Oue tion Patier 1 =

phins Product
™ " Carousel H ot = »
Mumber of Knowledge: 1 3 e . () knowieage
|Chat 8 2w | s 15435

W Chatinm oe
Nomber of Kn 1
= ore

WChit Chat o Social CRM (Customer Relationship
Number of Knowledos: 249 Management), NLP (Natural Language
oS e Processing)-based Chatbot and Mobie
W Digitsl Media o Answer Set Workforoe Management. @
WENGLISH - TEST =]}
L] .l -}
@ Form Tanggal o
Number of Knowledge: 1
@ Form password o8 +
Number of Knowledge: 1

| - gital Asset

A

B Save Knowledge
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Then, you will see apop up of knowledge setting such as images bel&nter

module name and click save button.

Knowledge Setting

Knowledge Context
Language indonesia -
Module Type your module tag here
Context _

Effective berralad

Expire

1 Field component expteation :

Field Function

Name

Language | To choose language to be use.

Module To save knowledge on an existing module or to save knowledge

new module.

Context To limiting FAQ (Only user with the same context can access)

Effective | To set effectivalate of the knowledge used,

Expire To set expire date of the knowledge used,

If the knowledge has been saved, you will see a successful notification. To make sure
FAQ knowledge isuccess added, you can search the FAQ knowledge based on

guestion or title
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2.1.2 Use File Upload
This feature allow make it easy for you to add multiple knowledge at one time using
file uploads. First, you need ttownload the template filein the upper left corner.
This template that you will use to enter knowledge information, to uploaded in the

3Dolphins application.

SDOLPHINS SRM o °
0 #¥ AR & e )
" FAQKnowledge [ A Show Falback | # New Knowledge
o« n 2 > M
%) Modul
Title (®) Question odute 17
W 3Dolphins SRM 8 S
W About Bella ] =
Number of Knowledge: 4 l_’\ Knowledge
@ About inMotion L] Tesoowscin s @ g
W Active Dictionary De = — ~ i) message 11
WChit Chat e
SERE L 5. S
W Chit Chat - EN De <
N e Knowledge 1. .

. N= 4
) « 1 ) B

W Client Show Case e

Open the downloade#nowledge templatdile. Then, enter the knowledge

information required like module, titlequestion, context, language, answer, etc.

125 = e ~
A 1 c D 3 £ G H S
MODULE TITLE QUESTION CONTEXT LANGUAGE  PERIODSTART  PERIOD END ANSWER
3 RESCHEDULE  Reschedule Wrong Booking Cara ubah tanggal salah booking indonesia BOT_RESCHEDULE
s
5
6
7
8
9
10
11
12
13
14
15
16
17
18
18
20
21
22
23
24
25 |
26
27
2R N - ud
M 4+ ¥| Sheet1 /¥ 4 v
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If the knowledge is already, click thiploadbutton to upload the file, then you will
see popup to upload knowledge and cli€khoosebutton. Then, you will be directed

to find files in local storage. Select the file and click@penbutton.

3DOLPHINS SRM 1] o
e # oS0 0
) FAQKnowledge [3) A Show Falback | + New Knowledge
H < - 2 » M
P
Moduls
Title @) Question odue 17
@ 3Dolphins SRM L
W About Bella nl | E
Nurmber of Knawiedge 4 Upload Knowledge x l\ Knowledge
@ About inMotion L | e pocwesge e @A g
Numbes of Knowledge: 10 rap u
8 Active Dictionary De == ~ Tl message 17
@ Chit Chat L)
-
N
e <

@ Chit Chat - EN

8 Chit Chat Bella ] g
= "
W Chit Chat Vector [ . “

If the template knowledge is successfully uploaded, you will see a successful
notification, and to make sure FAQ knowledge is success upload, you can search the

FAQ knowledge based on question or title.

3DOLPHINS SRM ® . e
i 2 e =)
% FAQKnowledge [3) A Show Fallback | + New Knowledge
Mo« n 2 p W | Caraubahtanggal salah booking
" o) Module 18
Title (®) Question N
®3Dolphins SRM e e Mo
W About Bella e FZx
e ot 7 ] knowleage
@ About inMotion 8 KnouaaSe. @) u
W Active Dictionary De i~ message 18
W Chit Chat °
Number of X & 0 0
WChit Chat - EN nl
N ber of Knowledoe Agustn M -
@ mira agustina@nmobon co id 28F
@ Chit Chat Bella ]
W Chit Chat Vector oe
beh tiket bioskop
W Client Show Case e . o SRS an “

To implement the knowledge you have created into the bot, attach the FAQ to the
bot by going to théBot Managermpage, then selecting the bot and clicking
the FAQbutton. After that, find the knowledge module you have created and click
on the Attach button.
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2.2  FAQKnowledge Contextual
FAQ Knowledge contextual is used to display knowledge according to context or
conditions. To activate the FAQ knowledge contextual function, when cgeatin

knowledge and save it, entepntextin the knowledge setting

Knowledge Setting X

Knowledge Context
Language indonesia -

Module Type your module tag here..

Context Type your context here..

Effective Knowledge effective date...

Expire Knowledge expire date. ..
Save

At the Bot Managet page, select bot and activate contextual bot by clicking @ '

toggle.

- A E
Assaas | OF Conectn | OFF ——] Coessal | OF assstant | OF Cortmrtn Asssare | OF Corterias | OF
LOKO Mita Bella Bina
¥ > Q
Confident 76 0% Confident 65.0% Confident 89.0% Confident 80.0%
o @ L ] ®
Mixed (@) User (@) Mixed User @) Mixed User (®) Mixed User
® raq ) (M Dusiog | [T % FaQ | (9 Disiog | (¥ A ) (9 Dislog | (T » raQ | [ Disiog | (T
De02% &Tx D09 w &ux i WOl (=R -WoR=R A A 1
........ off Off Off off off ce off | Off off
Kevin Bunga Loko Syed
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Make sure that the FAQ Knowledge that will be used is already attached in Bot. Click

="
emulator button " button and 3Dolphins will redirect you to pop up of emulator

bot. Enter what user might says and clic.. :’ "icon. If the context field is

empty, 3Dolphins wlildisplayunrecognized messadi&e the image below.

-

Conversation

D Reset Bot

KNOWLEDGEINTENT

Enter what user might says... E

Module Context
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However, if the context is filled in, the bot will display the answer to the question

that was enteredlike the image below.

Conversation

"D Reset Bot

Zdolphins produlk

ADwlphins is the appled Al (Astificial Intedli
gence) solution for companies and organis.

ations to improve their customer's experien
o aoross channels. We do this through o
r core products: Social CRM (Customer Re
lationship Management), MLP {MNatural Lan
guage Processing Hhased Chathot and Mo
bile Workforce Management

PROMPT

Enter what user might says... E

Chit Chat Product

2.3  How to Show Fallback
The function of show fallback is to unknown response from 3Dolphins chatbot can be
showed at fallback list, so user can easily to train that knowledge.
In the upper right corner, click th&how Fallbackbutton. Then, you will see a pop

up of list fallbak, and you can view fallback based on range date.

Please select date range here 027262020

Channel Faliback Intent
o Live Chat tatheis SUGGESTION
@ Live chat atheis request
o Live Chat anus SUGGESTION

o Live Chat arius Has SUGGESTION

o Live Chat inqury

@ LiveChat ht SUGGESTION
@ Live Crat defaut

o Live Chat SUGGESTION
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Component explanation :

Component Function
Include fixed fallback To display list fallback include fixed fallback
Exclude fixed fallback To display list fallback exclude fixed fallback.

include emulator in fallback lisi To display list fallback include emulator in fallbé

list

Exclude suggestion in fallbaj To display list fallback exclude suggestion

list fallback list.

Include suggestion in fallba¢ To display list fallbackitent include suggestion i

list fallback list.

2.4  RemoveFAQKnowledge
Sometimes you need to remove the knowl ed
needed. In the FAQ Knowledge feature, you oamove knowledge manuallyne
by one orremove all knowledge basedn modules
For example, when you need to delete some knowledge contained in theludit
module, you need to select the knowledge that you will delete by searching for the
knowledge based on the title or question knowledge, then clickingréneoveicon.
Then, you will prompts to confirm the remove request, clié&$to proceed remove

knowledge, or you can click¢ to return to the list FAQ Knowledge page.

Remove Knowledge  *

Are you sure to remove 7

v Yes x No
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However, if you want to delete all the knowledge contained in the-chédt module,

you can click the remove icon on the module. Then, you will prompts to confirm the
remove request, click 'Yes' to proceed remove module, or you can click 'No' to return
to the FAQ Knowledge page.

Or you can also rsave some of the knowledge you still needatmother knowledge

module before you actually delete that module.

Remove Module

/0u sure to remove TVLK-

Are ys
RESCHEDULE

2.5 Macro First Name and Last Name
3Dol phins have macr o c ocastnercamé f,fiot rfame’p,e c i al
“last nameé ,  &ab hme

makro first name
{first_name}

Primary Term Detected: [first name, makro]

Noun Term Detected: [first name]

Gabriel Rusfian

gabriel.rusfian@inmotion.co.id

makro last name
makro last name

{last_name}

Primary Term Detected: [last name, makro]

Noun Term Detected: [last name] kro first
makro Tirst name

Gabriel Rusfian

gabriel.rusfian@inmotion.co.id @ Gabriel
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