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1 Introduction

IBM RPA provides a comprehensive set of Robotic Process Automation (RPA) features:

e Unattended bots
Use an RPA-driven digital workforce to automate repetitive tasks without human
intervention.

e Attended bots
Remote Desktop Automation (RDA) enables a human workforce to augment
work using bots to perform repetitive tasks on demand.

e Intelligent Virtual Agent (IVAs) chatbots
Combine chat and RPA commands to create chatbots through multiple channels
that can provide engaging client interactions.

e Optical Character Recognition (OCR)
Process documents by extracting structured data from unstructured content.

e Dashboards
Gain business insights into business operations.

By bringing RPA in-house, IBM can provide customers with additional benefits:
e Faster time to value
Speed and simplicity of purchasing and deploying through easier licensing.
e A comprehensive platform to automate all types of use cases
Tighter integrations between RPA and the rest of our platform.
e Automate business and IT processes
Expand our automation mission to IT use cases.
e Operationalize Al
Fulfill IBM’s vision of operationalizing Al in every corner of the business.

You can explore the Documentation to understand more details about IBM RPA.

2 Overview

The objective of this lab is to learn how to develop a chatbot script using IBM RPA
Studio, and then shows how to run it externally on a SaaS tenant through a chat mapping
configuration. As part of this exercise, we will also show how to create and train a
knowledge base that is then used in a chatbot script for national language understanding.

2.1 Pre-requisites

For this lab, you need to reserve IBM Robotic Process Automation environment from
IBM Technology Zone. All the pre-requisites have been pre-installed/configured in the
lab template. The information below is just for information purposes.

All the pre-requisites have been pre-installed/configured in this lab template. The
information below is just for information purposes.

IBM Products:
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e |IBM Robotic Process Automation Studio v20.12.5.
Custom Solutions/Code:

e Client Onboarding Toolkit which contains the predefined business object
definition and service flow to start the RPA bot matching the information required
by the two backend systems below.

e A Java swing application simulating the backend, third-party system for the Client
Management System.

e A web application simulating the backend, third-party Services Management
System for managing the services a client has signed up to.

2.2 References

1. IBM Robotic Process Automation Documentation
2. IBM Robotic Process Automation Command Documentation

3 Accessing the Environment

If you have already reserved lab environment from IBM Technology Zone and registered
your RPA account, please go to Chapter 4 directly.

3.1 Reserve Environment

To get started with this lab, please follow below steps to reserve an environment:

1. Click here to open IBM Technology Zone Reservation portal. You need to use your
IBMID to login to the portal.

My assets

Cloud Pak for Business Automation
(CP4BA) Onboarding - RPA

Visibility

T T VPN @) Rate thisasset g Q' D

ipants will get hands-on experience on how to use IBM Robotic Process Automation to automate business processes to improv

2. Click Environments on the left panel, then click the & icon.
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Business value
Environments
Authors

Jun 3, 2021
Environments

IBM Robotic Process Automation Hands-on Lab
Metadata
Skytap: APAC-2, US-Central, EMEA
Comments
In this lab, participants will get hands on experience on how to
use IBM Robotic Process Automation to automate business
application, how to start bot using REST API and how to develop
achatbot and configure the chat mapping.

3. Select Reserve for now, then click Submit.

Create a reservation

@ Select a reservation type

Select your reservation type. Do you need this now or later?

O Reserve for now

O Reserve for later
(O Schedule a workshop

4. On the reservation page, make the appropriate selections as below. Once done, click
Submit.

Purpose: Select Practice/Self-Education.
Purpose description: Enter something like Self Education.

End date and time: Select the end date and time that the environment will be
deleted.

Preferred Geography: Select the geography where your environment will be
created. In order to get better network connection, suggest you to select the same
geography as where you located in.
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5. Once you have reserved an environment, you will receive an email with a link to
access the management console for the environment including a password (Desktop
URL and password). It also contains a URL to access the IBM RPA Rest Service
remotely. This will be used in the Workflow and RPA integration scenario exercise.

Your environment is ready

Your environment is now available. Please use the following information to access
the environment.

For guidance and support for your environment named IBM Robotic Process
Automation Hands-on Lab, please refer to these helpful links:

Collection Name: Cloud Pak for Business Automation (CP4BA) Onboarding -
RPA [US-Central]
Collection URL:

https:/ftechzone.ibm.com/collection/60b804b14cadf000189d567d

Deskiop URL:
hitps://cloud.skytap.com/vms/h211ab2421922471099071618165¢c79b/deskiops
» [DesKIop password. s2acmiar )

« Environment ID: 121739666

* Environment name: DTE2_2051685_HOUBF_2022-03-07 02:02:38_2022-03-
08 10:02:00

L]

6. Click the desktop access link above to open your environment. When you are
prompted to enter environment password, please enter the desktop password above.
Wait a few minutes, your environment will be started as below.

VMs (1)  Containers(0)  Sharing Portals

Il W () Sonbyname j

Imm IHom O e
BVMS5-
Endpoint

RPA s
4 {rpa-poc - 10.0.0.50)

ts:
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3.2 Activate RPA license

Before you can start and log into IBM RPA Studio, you need to re-activate the RPA
license every time the RPA agent machine (or in our case the VM 5) is restarted. This is
caused by special lab infrastructure setup and configuration and only required for this lab.

1. Click VM 5 — RPA to open the Windows environment in web browser.
2. Click Service from Windows toolbar.

3. Check and ensure that the IBM Robotic Process Automation Agent service is in
running status through Windows Service Manager.

G| T o= | HEE| @ u B

Services (Local) || Name & Description  Status Startup Type  Log On As
£#3|BM Robotic Process Automation Agent |IBM Roboti... Running Automatic Local Syste...

S5 1IS Admin Service Enables this.. Running Automatic Local Syste...

4. Start Firefox, click IBM RPA license from the bookmark toolbar to open IBM RPA
license manager.

¢ @

@ IBM RPA License |<E> IBM RPA Web Client

Q Eeaﬁ:' with Google or enter address

5. You will see the message Not Licensed. Click Activate button to open the License
Activation window.

License

Tenant: SWAT Team
Computer: RPA-POC

Last Error: [94 The system ild not be identified as the one to which thi:

6. Enter the License ID and License Password and click the Activate button. You can
get the License ID and License Password from here.

License Activation X

License Id

License Password

Activate I
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When the license is activated, you should be able to see the number of licenses available
for each component.

License

Tenant: SWAT Team
Computer: REPA-POC

Edition: Enterprise
Id: 5358
Licensed to: SWAT TEAM

Runtime: 0 of 1
Studio: 0 of 1
Launcher: 0 of 0
Vault: 1 of 1
IVR: 0 of 1

Bot: 0 of 1

3.3 Register your user account

This lab requires IBM RPA account to grant you access to the IBM RPA tenant and Studio
to develop, test and publish bot scripts. If you are performing this lab as a part of an IBM
event, access the document that lists the available systems and URLs along with login
credentials. For this lab, you will need to request RPA user account, and then follow below
steps to activate your account.

1. Check your mailbox after you request your RPA account, you should receive an
email from IBM Robotic Process Automation as below. Click Confirm your
account from Step 1.

Since IBM Robotic Process Automation Studio has been installed on the lab
environment, Step 2 is not required. You could download the installer and install it
on your own machine if you like.

Welcome XYZ,

Here is the information about your Tenant:
Region: Southeast Asia (AP1)
Tenant Name: SWAT Team
Tenant Code: 5483

Step 1. Click the button below to confirm your e-mail address.

Step 2. Click the button below to download IBM Robotic Process Automation's newest version of Studio, our low-code
authoring environment.

Click here to get more information about our tool.

2. Enter new password for your account. Once done, click Reset password which will
activate your account with the password you set here.

CP4BA Demos and Labs 2022 Page 10 of 33



Reset password

Enter a new user far your IBM RPA user houbfe@ gmail.com
Mew password
@

Confirm passwaerd

Reset password

Please follow below steps to check if your account has been registered and activated
successfully:

3. Start Firefox, click IBM RPA Web Client from the bookmark toolbar.

cC @

@ IBM RPA License l # |[BM RPA Web Client p User Account Registra...

4. Enter the email address you used to register your account in the web client login
page and click the Continue button.

Loginto
IBM Robotic Process
Automation

Enter your user name

— |
[eome ]

5. Enter the password you set when activating your account, make sure to select SWAT
Team tenant. Once done, click the Login button.

Loginto

IBM Robotic Process
Automation

Choose a tenant and enter your password

Xyz@yourcompany.com edit

Tenant

SWAT Team 7

Password
@

Login

Forgot password

You should now be successfully logged into the web client. In case you can’t login,
please check if you entered the correct username and password. If so, please contact

your lab host.
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4 Build it yourself — Step-by-step instructions

This exercise will be performed on the RPA VM, VM 5 — RPA and takes about 1.5
hours.

One of the key advantages of IBM RPA is the embedded Chatbot support. It provides
rich commands for end-users to quickly develop a chatbot and provide an easy-to-user
interface for enterprises to interact with its customers, partners or employees. Combining
the chatbot and RPA commands, it can create chatbots through multiple channels that
provide engaging client interactions. Embedded knowledge base support through
machine learning technologies can make your chatbot even smarter and fulfill all kinds of
different business requirements. A typical process to develop a chatbot includes three
steps:

1. Create and train a knowledge base.
2. Develop a chatbot script using various RPA commands using IBM RPA Studio.
3. Configure a chat mapping within a tenant.

As part of the end-to-end client onboarding solution, we will develop a chatbot to enable
a client to easily manage and update its basic client information when there are any
changes. The client onboarding solution contains lots of information including primary
contact, address, financial details and the number of employees the client company has.
To illustrate the typical process on how to create and configure a chatbot, we will focus
on creating a chatbot to only update the number of employees covering below aspects:

1. How to use the Machine Learning Model Builder to create a knowledge base.

2. How to use the Knowledge Base Training tool to train and publish the knowledge
base.

3. How to develop a chatbot script using IBM RPA Studio.

4. How to configure a chat mapping for a tenant.

Due to a limitation for the number of bot integration services available in a tenant, you
are not able to actually perform the chat mapping configuration by yourselves in this lab.
Instead, we will provide instructions on how to do that to help you understand the typical
procedure.

4.1.1 Create Knowledge Base

To create a knowledge base, a knowledge base file is needed which must be an Excel
XLSX file. The knowledge base file name is not relevant, but its inner structure must
have three spreadsheets — KB, Words and Synonym. Please refer to the IBM Robotic
Process Automation Documentation to understand the details of the knowledge base file.

Perform the following steps to create a knowledge base:
1. Start the IBM RPA Studio from windows desktop.
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2.

3.

Log into the IBM RPA Studio using your IBM RPA account. Make sure to select the

SWAT Team tenant.

1BM
Robotic Process
Automation

Passward
Forgot Password

Click Tools = Machine Learning Model Builder from the IBM RPA Studio
toolbar.

Home  View [RESCM Help

# Regular Expression Builder [k Machine Learing Model Builder] ¢

< Assets Synchronization s Knowledge Base Training

Options
& Tests Explorer

General Artificial Intelligence Options

Configure the knowledge base model as below. Once done, click Save.

Name: To avoid naming conflicts when publishing the model to the tenant,
please make sure to use a unique name, for example — KB4YourShortName.

Culture: Select English.
Algorithm: Select Knowledge Base V2.
File: Click the * icon on the right, browse to C:\CP4BADemo and
select the provided knowledge base model file KB4ClientMgmt.xIsx.

‘ s Select a sdsx file x

o S
Set as production ! Videos ServicesManagement
e R v
o
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5. The knowledge base model will be created and listed in knowledge base list on the
left panel. In case you can’t see your knowledge ba°g|model, click
Tools>Knowledge Base Training, then click the ™ icon to refresh the list.

I -
* Regular Expression Builder £} Machine Learing Mode! Builder §
= Assets Synchronization Gy Knowledge Base Training
Options
@ Tests Explorer
General Artificial Intelligence Options

Knowledge Bases LB Start Page X

kbdcl E]

What would you like to automate?

Open recent

4.1.2 Train Knowledge Base

The Knowledge Base Training tool is an interface used to train Knowledge Base models,
modify words, synonyms and review changes in the knowledge base file spreadsheet and
publish it to a tenant. Please read the documentation to understand how to train a
knowledge base model.

1. Click on Knowledge Base Training, find the knowledge base model you created
above, and click the version 1 to open the Knowledge Base Training interface.

Please note it will create a new version every time you publish a new knowledge
base model to a tenant. If you see multiple versions of knowledge base model listed,
select the latest version (recommended) or any version to train the knowledge base
model.

kbdcl <

What would you like to automate?

Open recent

UserMgmtChatbot.wal
C:AWDGAuto\Jam\UserMgmtChatbot.wal

UserManagement.wal
C:\WDGAuto\Jam\UserManagement.wal

ServicesManagement.wal
CAWDGAuto\lam)\ ServicesManaaement wal

2. Familiar yourself with Knowledge Base Training tool. As mentioned above, the
Knowledge Base Training tool provides an interface to train the knowledge base
model, change Terms and Synonyms and publish the knowledge base to a tenant.
You can click the corresponding tab to take a look at each interface. You can also use
the tool to export the knowledge base model to an XLSX file.
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_

e e e Ll B 3.
T Assets Synchronaation 33 Knowledge Base Tramng o
Tt Exorr
Geners Al igurcs | Optoms
x_sunroe x [ 5
o 5 e =)
i Selected Answer: Mk Scores| 650 =
s
50
Fous
e Aee

P

2 x

3. Type in “May I change my company’s employee number” and press Enter. It will
try to get the best answer from the knowledge base model. Since the initial
knowledge base model is empty, it doesn’t have any answer. The bot will say “No
answers found, click to add a new one.”.

]
o = Export Knowledge Base  Options:

~ KBAClentMgmt
Selected Amswer: Minimum Score: 650 3 SO Qo

Add New Question:

Taier  Terms  Synonyms  Changes

"

4. You can click the bot message or click the + icon below to Add New Answer to add
a new answer. Click the + icon.

[ S Export Knowledge Base  Options:

KB4ClientMgmt P 5

Add New Question:

"

5. Configure the Add New Answer as below. Once done, click Save.
Answer Text: Enter Update the employee number.

CP4BA Demos and Labs 2022 Page 15 of 33



Tags: Tags are text triggers that guide the conversation intent between bot and user.

The “+” or the “-” sign at the beginning of a tag increments or decrements a tag,
respectively. Click the “+” icon, enter +UpdateEmployeeNumber.

Context: Click the Add New button and enter Update client onboarding
information.

Add New Answer
Answer Text:

Update the employee number.
Tags:

+UpdateEmployeeNumber

Context:

Update dient onboarding information

Update client onboarding information

Cancel Save

The bot will automatically pick up the answer and change from “No answer found,
click to add new one” to the answer added above. In the Selected Answer panel, it
will also list the score, which is between 0 and 1000. 1000 means that it is
completely certain that it found the correct answer. Click the Retrain button in the
top-right corner to train the knowledge base model with the question and answer.

Add New Answer:

Add New Question:

[3

7. Enter another question “May I update my company’s employee number?”. The bot

will get the same answer, but the score is only 108 with the Yellow triangle besides
to answer.
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& Regular Expression Buider  f) Machine Leaming Model Buider *
2 Assets Synchvonaation 43 Knowledge Base Trining

 Tests Explorer e

General Artal Intetigence Options
SurtPage X  KBAChentMgmt-vl X
Export Knowledge Base | Options:

Minimum Score: 650 5

Update the employee number

Trainer  Terms  Synonyms  Changes

8. To increase score, click select from Selected Answer panel, then click Retrain. It
will change the core to 1000 which means the correct answer.

| Reguir Expression Buider £} Machine Learning Mode! Buider o)
| © Assets Synchvonization | 88 Knowledge Base Training
| @ Tests Explorer

Genens ArticilIntefigence Options

i

~ KBAClientMgmt

Options

Selected Answer:

Seore: 1000

e
Context Update chent onbowrding formation
Other Answer:

Update the employee rumber

2 x

You can continue training the knowledge base model to make it more comprehensive and
answer more questions. Instead of continuing to train the knowledge base model with

more question which is not the focus of this lab, we will publish the trained knowledge
base and use it in chatbot.

9. Switch to the Changes tab and check the Production version checkbox. Click

Publish to publish the knowledge base model to tenant and select No in following
pop-up window.

T e e L -
on 5 Knowledge

IBM Robotic Process Automation

—
e 0
=

| I |
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4.1.3 Develop Chatbot Script

You have created and trained a knowledge base model. You can read the documention to
learn how to use the knowledge base in a chat. Any automation can use a knowledge base
model. However, the most common applications for knowledge base models are:

« Decision making based on uncontrolled text input.
e Non-linear interaction with user by text input.

IBM RPA provides two commands Answer question (answerQuestion) and Bot ask and
answer (botAnswerQuestion) to handle questions using a knowledge base model. They
will return the best answer along with tags, score, and context. These two commands also
return alternative answers. The bot then must use the returned response in its favor during
the automation, either for decision making by flow control or by returning the best
answer to the user.

Besides those two commands, IBM RPA also provides a rich set of communication
commands for general chatbot development. You can read the documentation to get
familiar with those commands.

In this exercise, we will use communication commands to develop a simple chatbot to
update the number of employees. An UpdateEmployeeNumber script has already been
developed and published to the tenant. It will start the Client Management System Java
application, query the client information based on the client name, and then update the
number of employees. Both the client name and the number of employees are defined as
Script Input Parameter.

1. Click Home to switch to the IBM RPA Studio script development perspective.
2. Click New and select Wal File.

i 3 e
D & Open + @ Attach to Schedule...
0% Attach To Runtime
New
it Shift

Wal File (At shiftew) < IR,
kbacl =

IBM Robotic Process Automation Studio

» Keaclenigmt — \What would you like to automate?

3. Enter create a in the command search toolbox to filter out the Create a Language
command. Double click it.

IBM Robotic Process Automation Studio

4. Configure the Create a Language command as below. Once done, click Save.
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Input Parameters:
Culture: Select en-US.

Speech: Leave blank as this option applies to IVR (Interactive VVoice Response)
only.

Output: Enter vCulture.
Once you click Save, a variable with this name and type Language will

be created.

‘8 Create a Language *
Input Parameters

Culture @  en-US T -

Speech ° .
Qutput

Culture @ | vCulture "

Cancel Save

5. Find and double-click the Connect to Chatbot or I'VR command from the
communication command category. Configure it as below. Once done, click Save.

Input Parameters:
Type of communication: Select Chat.
Language: Click the = icon and select variable vCulture defined above.
Timed Out: Leave it blank.

This parameter is to specify a routine to be executed if there is no
response from the user within the time specified in the Timeout
parameter.

Timeout: Enter 00:03:00 to specify that the chat will be timed out if there is
no response with 3 minutes.

Please note if Timeout is not specified, the execution uses the
context timeout defined by the Set Timeout command. If this
command is not used either, the default timeout is 5 seconds.

Output:
Chat: Enter vChat.
lvr: Leave it blank or enter vIVR. IVR is not covered in this lab.
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#..f Connect to Chatbot or IVR =3
Input Parameters
Type of communication® @ h
L © -
Timed out @ :] ~ -
Disconnected @ -l
Message @ =1
Auto answer @ [ |
Storage Adapter @ i
e B
Qutput
cu @ -
M@ -
Cai S

6. Once you click Save, it will automatically add a Disconnect Chatbot or IVR
command. Leave the Transfer field blank and click Save.

{2} Disconnect Chatbot or IVR x

Input Parameters

Transfer @ || -

Cancel Save

Next is to use communication commands to develop chatbot scripts to interact with user.
You can use the Bot Ask command to get input first, then use Answer Question to get
the answer. Or you can just use Bot Ask and Answer command to get input and answer
together. We will use the latter one in this lab.

7. First to use the Bot Ask command to request the client’s company name. Drag and
drop it to before the Disconnect Chatbot or IVR command. Configure it as below.
Once done, click Save.

Input Parameters:

Language: Click the = icon and select variable vCulture.

Text: This is the question asking for input from user. Enter Hello, may |
have your company name please?.
Output:
Value: Returns the company name, enter vClientName.

Success: Returns a Boolean value indicating if this command execution was
successful or not, enter vSuccess.
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. Bot Ask

Input Parameters

Language @ "

Text” @ IHEID may | have your company| name please? I

Retry @ .
Time out sub @
Recognition timeout @

Speech complete timeout @

No input timeout @
Speech incomplete timeout @
Confidence threshold @
Beep @ [ ]
Timeout @ 00:01:00
Qutput
Utterance @
Timed out @
suces @

History Message @

Cancel Save

8. Find the Bot Ask and Answer command. Drag and drop it to before the Disconnect
Chatbot or IVR command. Configure it as below. Once done, click Save.

Input Parameters:
Language:
Text:

Sub-rountine:

Knowledge Base:

Version:

Minimum score:

Timeout:

Click the = icon and select the variable vCulture.

This is the question to ask to the user. Enter a generic question
like Hello, what can I help you?

Leave it blank.

This specifies the subroutine that runs if there is no response
from the user within the duration specified in the Timeout
parameter.

Enter the knowledge base model name you created, trained and
published to the tenant. Please make sure the right name.

This is the knowledge base model to be used for questions and
answers.

Enter 2 or leave it blank.

This is the knowledge base model version to be used by bot. If
the version number is not specified, the bot will use the
production version by default, or will use the version you
specified here.

Enter 850.

This is to specify the minimum acceptable score indicating
whether the answer is correct in relation to the question when
trying to get an answer from knowledge base model.

Enter 00:05:00.
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Output:
Utterance: Enter vUtterance to hold the first text entered by the user.

Time Out: Enter vTimeout to hold if the execution of this command is timeout
or not.

Answer: Enter vAnswer to hold the best answer that gives the highest score to
the question asked.

Tags: Enter vTags to hold the conversation question context tags.
Context: Enter vContext to hold the conversation context.

Score: Enter vScore to hold the score for the best answer.
Success:  Enter vSuccess to hold "True" if the script executed successfully or
"False" if not.
3% Bot Ask and Answer X
Input Parameters =

Language @ [ SivCulture) =
Text* @ Hello, what can | help you?

=
Retry @ | |
Sub-routine @ ~
Knowledge base” @ ClientOnboarding ML
Version @ 2 =]
Minimum score @ 200 ]
Number of answers @ =
Options @
Recognition timeout @ c
Speech complete timeout @ =]
Start timeout @ ]
Speech incomplete timeout @ L]
Confidence @ L
Beep @ [ ]
Timeout @ 00:05:00 =
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Output
Utterance @ vUtterancee -
Timed out @ vTimeout -
Answer @ vAnswer L]
Tags @ vTags -
Context @ vContext =
Score @ vScore w
Additional answers @ -
Data @ L
Success @ vSuccess -
History message @ -
Cancel Save

After you click Save, your script should be similar as the one below. The Bot Ask and
Answer command will get the best answer to the question. Next, we will add flow
control to update the number of employees.

13 o] Create a Language
Creates o languoge varioble with th

*. Bot Ask
Ask Hello, may | have your company
: ‘0l Bot Ask and Answer

using the languoge attempting  times, assigning Utterance to
, Score to and Success to

£ Disconnect Chatbot or IVR

Disconnect t

9. Add a Log Message command. Put it before the Disconnect Chatbot or IVR
command, configure it as below to log he answer, tags, context, score and whether
chatbot is timeout or not.

R View  Tools  Help

VFile v ® -H @ o varisbies visible ’ @ Toggle Braskpoirt  @° Attach To Runtime
1 file e
—_ !

B imports visib
. tart Start .
T ™ Script Recorder ¥ Hide description. w0 Attach to Schedule.

Actions Debugging

log m w
-1 13 @ Create a Language
4 Base Creates o longuage variable with the culture en-US, assigning Cuiture to S{vCulture,
o ey -
L 14yt Connect to Chatbot or IVR
15 v Bot Ask
Ask Hello, may | have your come ease? using the language S/vCulture), assigning Value to S{ClientName] and Suecess fo §[vSuccess
16 3% Bot Ask and Answer
Ask Hello, what can | help you? using the lanoucae ShvCulturel attemating 2 times ausianing Utterance to Siiltteranceel. Timed out to SicTimecutl Agswer to S{vAnswer], Togs b
F/ 2 @R Log Message =3
———
18 {3 Disconnect Chatbot or IVR Wput Porometers
Diseonnect Message' @
L]
Type" @ rformat
Log on Windows event @ [
Cancel Save

10. Add an If command before the Disconnect Chatbot or IVR command. Configure it
as below which will add flow control if the answer tags contain
UpdateEmployeeNumber. Once done, click Save.

Note: In a real project, you will likely need to add more conditional decision logic to
control the flow.
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. ’ @ Toggle Breakpont ©° Attach To Runtime

po
= ew Sunt st g
orl % 78 Script Recorder WO Hide descripton »  ° Attach to Schedule.
. Actions Debugging
#x_suige x [T
#
= 13 ‘o Create a Language

4 Files Creates o language variable with the culture en-US, s

™ M ke Bty 14 ;7 Connect to Chatbot or IVR
4 Flow Control Connect Chat, using S(vCulture), assigning Chat to S{vChat,

* Eself 15 *. Bot Ask

T Endif Ask Hello, moy | have your company name please? using the longuoge §. igning Volue to nd S 5

»-.Gotolf 16 3% Bot Ask and Answer

sk Hello, what can | help you? using the languoge ${vCulturel, ottempting 2 times, assigning Utteronce to ${viUtterancee), Timed out to S{vTimeout, Answer to ${vAnswer), Tags to ${vTog

o ${vContentl, Score to S{vScore) apd.Suecess tn SidSucress
e to ${vContent, Score to S{¥Score P, -

@ Log Message

4 Processes
7" Check if Process Bxists

18
4 Variables Input Parameters
i Assign Value to & Variable If |
5 A et opersnd @ s
Browser

Operator* @

4 Flow Control 20 {33 Disconnect Chatbot or IVR

Disconnect

= Check If Page Contains

Natural Language Negate @ |
4 Genensl
B Classify Text Cancel Sa
Windows
4 Controls
W Verify Enabled
(OOl View  Tools
D W Open v ‘@ Neww: | VFile v & @ Variables visible » @ Toggle Breakpoint 0 Attach To Runtime
D Newn 9 Create text file [} R Imports visible
New = View  Start Start
v @Publish it Newruleset B Create workbook 2 75 Script Recorder ¥ Hide description w9 Attach to Schedule.
File £dit Actions Debugging
[ ———
== 13 © Create a Language
4 Base Creates a language variable with the culture en-US, assigning Culture to ${vCulture,
* Flow Control 14 7t Connect to Chatbot or IVR
Connct Chat,uing SiCultr to St
* Elself 15 Ask
4 Windows Asl 0, may ave yo ease? using the languoge ${vCuiture), assigning Value to ${vClientName) and Succe:
RATIE 16 %% Bot Ask and Answer
[ insert Data Table into Excel File Ask Hello, what can | heip you? using the language S{vCulture), ottempting 2 times, assigning Utterance to S{vUtterancee], Timed
B et Value in Excel to ${vContent), Score to ${vScore] and Success to ${vSuccess
7 & Log Message
Logs Answer = Sfv

21 3} Disconnect Chatbot or IVR

isconnect

12. If the user expects to update the number of employees, the chatbot needs to request
the number of employees first. Add a Bot Ask Number command and put it in the
middle of the If/Else command. Configure it as below. Once done, click Save.

Input Parameters:
Language: Select the variable vCulture using the picker.
Text: Enter Hi, how many employees does your company have?
Timeout: Set it to 00:03:00.

Output:

This command has many output parameters. To simplify the exercise, we will only
care about one of them.

First:  Enter vEmployeeNumber to hold the first number recognized by the
bot.
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Ve v & n @ @ Voriables visile @ Toggle Breskpoint @ Attach To Runtime
oo ® i P
v o Vew sat Stat
% 3 Scipt Recorder 1. gt Ack Number x
£ Actions
# X SatPge X W
v Input Parameters
alanguage =
S wre Langusge @ -
14 Text* @
' Bot Ask 5
3% B0t Ask and Answer 15 W Bot Ask
: Ask Hello, may | have vv
16 % Bot Ask and Answer Retry @ | |
Ask Hetlo, whot can 1 help you? usi bawer to S{uAnswer), Togs
Time out sub -
1o SivContent, Score o SiyScorel o | & -
17 @ Log Message Recognition timeout @ -
Logs Answer = S{vnswer). s Infol - Speech complete timeout @ -
£7% Bot Ask Quanity 1 “if o k@) -
] Bot Asks CNP) N SicTap) contéins Upiatsne
Speech incomplete timeout @
i1 Bot Asks CPF 19 -
78} Bot Asks Currency -

" Bot Asks Offering List of Options 2

75, Bot Asks Phone Number

+~{ Bot Ask Number

Ak Con
—
end

21 {3} Disconnect Chatbot or IVR

Bot Asks Time Disconnect
Timed out @ -
History Message @ -
Valves @ -
o -
ox  Knowledge Bases © Script (@ Designer | 0§ Call Graph Values mapping @ -
= Success @ -
© Okrors) I

Description

re

13. Next is to call the UpdateEmployeeNumber script to update the employee number.
Drag and drop an Execute Script command after the Bot Ask Number command.
Configure it as below. Once done, click Save.

Input Parameters:

Name:

Select UpdateEmployeeNumber.

Parameters: Map ClientName and EmployeeNumber.

D % Open v %@ New variable [f] Create report DFile v & @ Variables visible > @ Toggle Breakpoint o Attach To Runtime
I Save v D New routine 8 Create text file () B Imports visible
ew View Start tart
v @ Publish £t New rule set B Create workbook = 7% Script Recorder ¥ Hide description v @” Attach to Schedule..
File Edit Actions Debugging
i
i 13 @ Create a Language
4 Artificial Intelligence Creates a language variable with the culture| [l g acute Script x
g Decenig 14 ;74 Connect to Chatbot or IVR
&, Execute Rules Connect Chat, using ${vCulture), assigning |
4 Base 15 W Bot Ask Input Parameters
- F"’*i“'"'"" Ask Hello, may | hav ompan| Handle error @ . ]
<55 Execity Suliamines 16 %% Bot Ask and Answer Fie © il
4 General Ask Hello, what can | help you? usi swer to ${vAnswer), Tags to ${vTags), Contex
to ${vContent}, Score to S{vScore} | Name* @ lupgmgmp\om»‘umb,. ] -
4 Netand Web 17 @ Log Message Parameters @ +
% Run SSH Command Logs Answer = S{vAnswer]... as Infol
R, 18 . if [ ClientName M S{ClientName) + X
5. Run Teinet
4 Workflow If ${vTags) contains UpdateEmploy I EmployeeNumber 8  S{vEmployeeNumber) * X
5] Execute Workflow Instance 19 U+ Bot Ask Number | oOutputs @ 3

4 Browser
4 Scripts
we Run JavaScript
4 Database
4 Actions
42} Run SQL Command
111 Run SQL Reader
& Run SQL Scalar
4 Terminals
4 General

T Execute Terminal Command

Ask Hi, how many employe

-
Execute the script

2 Z Else

22 t2 End If

23 {3} Disconnect Chatbot or IVR

Disconnect

Version @

Output

Success @

Error message @
Error line number @
Error routine name @

Error @

Cancel

]

14. Drag and drop the Bot Says command after the Execute Script command. Configure
it as below. For the Text parameter, enter something like The employee number
has been updated in the backend system successfully. Once done, click Save.
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e ’ @ Toggle Breakpoint ¢ Attach To Runtime.

St
tion w @ Attach to Schedule.

Debugging

i
LRV PR RPAChatbotwal® X

bot
o 13 '8 Create a Language
4 Communica tion Creates a language variable with the culture en-US, assigning Culture to ${vCuiture;
4 General 14 37t Connect to Chatbot or IVR
15 v Bot Ask
Ask Hello, may | have your company name ple d Success to §
16 3% Bot Ask and Answer
Ask ? usina.the attemat o Timed Agswer to S{vA Tags to S{vTag
to S{vConte x

Bot Says

17 & Log Message
Logs Answer =

Input Parameters

18
Language @ ]|
19
er | Text' @ [The ‘employee number has been updated in the backend system successfully. ]

o -

20 @ Execute Script
. Bxecute the script UpdateE
21 i Bot Says
Says the text Cancel Save

= 2 Else

& 1 End If
24 {3 Disconnect Chatbot or IVR

In real project, If the bot can’t answer a user’s question, the bot needs to have more
sophisticated logic to handle the situation. In this lab, it will simply print a message and
close the chatbot. You can use other IBM RPA communication commands to further
enhance the logic.

15. Drag and drop another Bot Says command between the Else/End If commands.
Configure the command as below. For Language select the variable vCulture. For
Text, enter a message, for example Sorry, I can’t answer you, thanks. Once done,
click Save.

D % Open v ‘@ Newvariable [f] Create report DFile v &« @ Variables visible » @ Toggle Breakpoint o Attach To Runtime
B Save v D New routine 3 Create text file & imports visible
New ¢ 2 View Start St o
v @ Publish =it New rule set B Create workbook = 7% Script Recorder W6 Hide description v @” Attach to Schedule.
File Edit Actions Debugging

LR SRRV YRl  RPAChatbotwal® X

delay
A 13 v Create a Language
Base Creates a language variable with the culture en-US, assigning Culture to S{vCulturej
AN Gavie
= 14 37 Con Chatbot or IVR
Connect Chat,using S{vCulture, assgning Chat to SvChat) and Ir to S(vv
5 Ask
Ask Hello, may | have your company name please? using the language S{vCulture}, assigning Value to S{vClientName] and Success to S{vSuccess
16 3& Bot Ask and Answer
Ask what con | help you? the L SheCult 24 Litts 4 it Timed.cut to ShTien, 4 to S{vAnswer,
to S{vContent), Score to S{vScore] af '’ Bot Says x
17 & Log Message
Logs Answer = S{vAnswer)... as Infol
18 . f Input Parameters
If ${vTags} contains UpdateEmployd Language @ |S:\<u‘,u_,,) “
19 *'> Bot Ask Number | yext- @ o
Ask Hi, how ma yer
20 B Execute S -
Execute the scrip! a
2 Bot Says
Says the text The employee Cancel S:

i i Bot Says
i Says the text
& 1 End If

using the language

16. Before closing the chatbot, you may want to add a delay command. This will give
you a chance to look at the chatbot message. Drag and drop a Delay command before
the Disconnect Chatbot or IVR command. Set the Timeout to 00:00:03. Once done,
click Save.
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:

You have successfully created a simple chatbot script. Save your script as
C:\CP4AutoDemo\Chatbot4You.wal by clicking Save in the Studio menu toolbar.

Note: Please make sure to use a unique name e.g. including your initials to avoid naming
conflicts when publishing your script to the shared tenant.

4.1.4 Validation Instructions

Typically, when you develop and debug a chatbot script, you can simply run it from IBM
RPA Studio. For a production environment, additional configuration is needed in the
tenant to enable execution of chatbots without using Studio. This allows you to embed a
chatbot in any application. In this exercise, you will follow the instruction below to
validate your chatbot scrips from RPA Studio. It is similar to run and debug any other
script.

1. Click the Start icon in the Studio menu toolbar.
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2. The chatbot will start. It may take a few seconds since it needs connect to some

services running on the SWAT team tenant. Once connected, it will prompt a
message to request you enter your company name.

IBM Robotic Process Automation

=-0x
Chat

‘

Please wait while loading. Protocol JaqirbKKro17eoRUj6dqzb-n | Node DEBUG.

[ Hello, may | have your company name please? I

A | I

3. Enter Automation Elite Inc. in the input text and press enter to send the message.

IBM Robotic Process Automation

-0x
Chat

~

Please wait while loading. Protocol AKaXxP30dhp2Tj9EWQKpzG-n | Node DEBUG.

Hello, may | have your company name please?

As| Automation Elite |ncl

X

4. The bot will then prompt another message. Enter the following question May |

change my company’s employee number? into the textbox and press Enter to send
the message.

IBM Robotic Process Automation

~
Please wait while loading. Protocol AKaXxP30dhp2Tj9EWQKpzG-n | Node DEBUG.

aplwdgchat

Hello, may | have your company name please?

aplwdgchat

Automation Elite Inc.
Studio
I Hello, what can | help you?
aplwdgchat at 10:12:52 PM v
|§’ May | update my company's employee number?“ | I X =

5. The bot will try to get the best answer from the knowledge base model against your

question. You can look at the log message in the Studio log window to check the
answer, tags and context returned from the knowledge base.
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~
Automation Elite Inc.
Studio
$ivSuc
Hello, what can | help you?
aplwdgchat perto §;
May | update my company's employee number?
udio
Hi, how many employee does your company have?
apiwdgchat at 10:16:49 PM v i
o) | I
Execute the script | P ber, passing the pi G = EmployeeNumber=5]
2 Bot Says
Says the text The employee number has been updated in the backend system successfully. using the language S{vCulture}
23 2 Else
24 Bot Savs
(3 Designer
Cutpa 7 x
E %

5/30/2021 10:16:46 PM - [Info] Answer = update employee number
[Tags = +UpdateClientir -

[Context = Update Employee Number

Score = 866.734862327576

6. Once you see the chatbot message “Hi, how many employees does your company

have?”, enter something like My company has 1500 employees. Once done, press
Enter to send the message.

IBM Robotic Process Automation

~
Automation Elite Inc.

Studio
Hello, what can | help you?

aplwdgchat

may | change my company’s employee number?

| Hi, how many employee does your company have?

aplwdgchat at 10:26:17 PM v

|§’ my{ company has 1500 employees. l x

7. The bot will extract the employee number from your input first, then start the Client
Management System application, and query and update the employee number.
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Client Management System

Client Name:

Onboarding Status:

Automation Elite Inc

Primary Contact

Name: |June Marie Phone: [(517)555-0000

Email:  |jmarie@exmaple.com

Client Address

Street: 3974 Carson St Unit: 1A

City: Lansing State: MI

Zip Code: [48911 Country: |nited States of America
Company Age: 10 years
Number of Employees: 1500.0

Financial History

Annual Revenue($): 50,000,000.00

Defaulted Payment
Segment ¥

® Segment 1

Segment 2

Automation Elite Inc. has been added or updated into system with Client ID
82738058

Add/Update Client Query l Exit

8. Once the employee number has been updated in backend system, the bot will prompt
another message indicating the update and then close the chatbot session.

A
may | change my company’s employee number?

Hi, how many employee does your company have?

my company has 1500 employees.

The employee number has been updated in the backend system successfully. l

4.1.5 Configure Chat Mapping

A chatbot script can’t be simply scheduled to run from a tenant as a normal bot script. To
execute chatbots externally without using IBM RPA Studio, it is required to configure the
chat mapping in a tenant. Due to a limitation for the number of bot integration services,

you are not able to perform the chat mapping yourselves. Instead, we will provide a guide
to work through the process to help you understand the general chat mapping procedures.

Please don’t make any change to the chat mapping in the SWAT Team tenant or
create new chat mapping.

Both available bot integration services have been configured and used for other important
business objectives, any change will break them.

Perform the following steps (without Saving at the end!):
1. Publish your bot script to the tenant by clicking Publish in the IBM RPA Studio.
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e > @ Toggle Breakpoint  ©” Attach To Runtime

Start

Edit

LRI Y ChatbotSamplewal Xl
o

13 @ Create a Language
Creates a language variable with th

14 37t Connect to Chatbot or IVR
Connect Chat, using S{vCulture), assigning Chat to §

O Delay Co 9

2. Configure the Publishing window as below. Give a name to the chatbot script, make
sure to use a unique name to avoid naming conflicts and check Set as production.
Once done, click Publish to publish script to the tenant.

@ Publishing "ChatbotSample.wal” x
General
Name* @ ChatbotSample

Description * @ v1.0

Allow scheduling -] .:I

Set as production @ .

Show advanced options

Cancel Publish

3. Open the web client using Firefox, log in with your RPA account.

IBM Robotic Process Automation

Scripts

Scripts Projects Parameters

Scripts

Schedules

4. Click Chatbot icon in the left panel, then click Create Chat mapping.

1BM Robotic Process Automation English (United States) (6]

Chatbots

&5}

o Chats Mappings

o Bot Seript Created g?‘““*d -

;'\,j:T Chatbot4ClientOnboarding “bf“ 2
j;'ﬂ;;.‘mg[m* ;\/j;; UserMgmtChatbot 22 days ago

= Chatbot: Items perpage: 10 v Showing 1to 2 of 2 entries 1 ¥ oflpage

E]

5. Follow below steps to configure New Chat mapping.

1. Select appropriate bot integration service, input a chat mapping name and greeting
message. Once done, click Next.
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https://ap1app.wdgautomation.com/

Create chat mapping

® Bot Bot

O script

ne
Q styling

Next

Bot: The bot integration service needs to be configured in the IBM RPA
SaasS tenant. This can only be configured by the IBM RPA support
team. It is recommended to open a support ticket with your tenant
information to request help from support team.

Name: Chat mapping name. You can use any name, suggestion is to give a
meaningful name.

Greeting: Greeting message when the chatbot initially starts up.
2. Select the chatbot script you published to tenant and its version, then select the
computers to execute the chatbot. Once done, click Next.

Create chat mapping

© Bot Script name
@ Choose an option v
Ch opti v
Next
Script Name: Chatbot script name.

Script Version:  Chatbot script version.

Computers: A chatbot essentially is still an RPA bot. It needs a machine
with the IBM RPA agent installed to execute the chatbot.
Specify which machine or group will be used to execute the
chatbot.

Unlock machine: Specify whether to unlock the machine to execute the chatbot.
If you turn on the option, it is required to configure the RPA
agent machine’s user credentials for RPA to use to unlock the
machine.
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3. Click Add file button and upload a CSS file. As already mentioned, don’t save
your Chat mapping. Click X icon on the top-right window to exit Chat Mapping
configuration without saving.

Create chat mapping

t
.wc-message-from-bot svg.wc-message
padding-left:35px;

@ Bot

@ script

@ styling Show more v

Upload CSS file

Max file size is 500 kb. Only CSS files are
supported.

Add file

Create

CSS file: The CSS file is used to control chatbot dialog window’s user
interface. A sample avatar file is uploaded to the RPA folder.
You can take it as a sample to customize your chatbot dialog
window interface.

After you have configured the chat mapping, you can call your chatbot with an URL. The
format of URL is

https://TenantRegionbot.wdgautomation.com/integration/Bot

TenantRegion: This is the region name of your tenant. You can get it from your web
client URL. For example, if your web client URL is
https://aplapp.wdgautomation.com/, your tenant region is apl.

Bot: This is the bot integration service name that the IBM RPA SaaS support
team created for you.

Summary
In this exercise, you have learned:

The knowledge base model base file format.
How to use Machine Learning Model Builder to create a knowledge base.

How to use Knowledge Base Training tool to train and publish a knowledge base.
How to develop and test a chatbot using the knowledge base model.
How to develop chatbot scripts using the communication commands.

Congratulations, you have successfully completed IBM RPA Lab!!!
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