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Bot Building in ActionBot Console

Brief Overview

This article is a comprehensive guide to building a WalkMe ActionBot, a chat interface that
improves user engagement and simplifies the customer service experience on your web
application. By following this article, you can create the bot in the WalkMe Console and place it on
any web application using a Launcher.

The WalkMe ActionBot serves as a container that holds and selects the appropriate conversation for
the user based on their intent. You can easily create a container for all your bot conversations and
tailor the chat interface to meet your users’ needs.

Use Cases

¢ Customer service: Use the WalkMe ActionBot to quickly respond to customer questions and
improve satisfaction

e Onboarding: Use the WalkMe ActionBot to help new users navigate your service and improve
retention

e Technical support: Create a bot to troubleshoot issues and reduce support tickets

e Branding: Customize the WalkMe ActionBot to fit your brand and provide a personalized
experience for your customers

Access

Bots are created in the WalkMe Console > ActionBot tab > Bots tab
1. Navigate direction through URL:
o US Data Center: WalkMe Console
o EU Data Center: WalkMe Console

2. On the bots page, click the Create Bot button to open the bot building process
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ActionBot Bots List on Console

The Bot Building Process

Getting started

WalkMe Console now offers a user-friendly bot building process. After clicking the Create Bot
button in the console and a side panel will open with five customizable tabs to create and perfect
your bot.

To get started, you’ll need to fill out the mandatory fields located on the General tab. These
fields are required for your bot to function properly, so you must complete them before proceeding
to other customization.

This section covers all the tabs in bot building. It aims to equip you with the knowledge and insights
needed to navigate the process with confidence, regardless of your experience level.
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Untitled Bot Drafts be

General Conversations Messaging Settings Design

Welcome to the bot building process! Please fill out all the mandatory fields on this page,
including naming your bot at the top. Once completed, you can proceed with building your bot.
Learn about creating an ActionBot and its features.

5 Greeting Messages ©
B I U [B]
Hi! How can | help you today? Please remember, I'm a bot.

+ Add message

[ Assigned conversations ©

Select conversations for your bot to gather information and provide assistance

Select conversation v

Save 2 Play Bot

General tab

The initial step in building a bot leads users to the General tab, which consists of mandatory fields
that need to be filled out before proceeding with further customization and settings.
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Untitled Bot Draft X

General Conversations Messaging Settings Design

Welcome to the bot building process! Please fill out all the mandatory fields on this page,
including naming your bot at the top. Once completed, you can proceed with building your bot.
Learn about creating an ActionBot and its features.

§§ Greeting messages ©
B U I 2 [g

Hit How can | he

+ Add message

& Assign conversations @

Select conversations for your bot to gather information and provide assistance.

Play Survey x ® Open Menu x v

[# Add launchers

Select launchers to trigger your bot. WalkMe can create a default launcher for your Editor’s list.

Play Launcher = Open Launcher x w

End conversation messages ©
B U I ¢ [g
Ok, we are done! Thank you. Anything else?

+ Add new message

Name

Enter a name for your bot at the top of the page in the Untitled Bot field.

¢ This serves as an identifier for you, end-users will not see this name
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Greeting messages

This will be the first message to the user when the bot is initiated. Once the greeting message is
displayed, the bot tries to match a conversation to the end-user’s input.

e You can use the default message that’s already in the field or create your own custom message
¢ Click Add message to create multiple greeting messages

o If more than one greeting message is entered, the bot will choose a greeting message
randomly

Tip

¢ Call-to-action: The message should also have a call-to-action like “How can I help you today?”
to encourage the end-users to write what are they looking to do using the bot
e Character limit: Greeting messages are limited to 255 characters

Assign conversations

Select conversations that are relevant to the Bot. The bot will search these conversations and try to
match one of its assigned conversations to the end-user’s input.

e On publish, a validation will occur to ensure that at least 1 conversation is assigned to the bot

e Make sure that the bot and its assigned conversations are published to the same environment
in order to see them in the bot

e Tags within the Bot Settings tab are now color-coded and reflect the Conversation’s publish
status

Tip
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Tip: If only 1 conversation was assigned to the bot, the bot will start directly from its assigned
conversation skipping the stage of showing the greeting message and searching the right
conversation

ActionBot Conversation List on Console

Add launchers

Select launchers to trigger the ActionBot.

e A launcher can only trigger one bot

e You can create a default launcher from the Add launchers selection or customize one from the
WalkMe Editor. Once created, assign the action to open ActionBot and choose your desired
bot. Optional: select your desired conversation

Launchers: Getting Started Guide

End conversation messages

This message appears when the conversation has ended successfully and the Bot has performed an
action, or presented the final conversation node.

¢ You can use the default message that’s already in the field or create your own custom message

¢ Click Add message to create multiple end conversation messages

o If more than one message is entered, the bot will choose a message randomly

Conversations tab

Once you’'ve completed the General tab’s required fields, you can begin customizing your bot and
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adding additional features from the additional tabs.

Untitled Bot Draft X

General  Conversations  Messaging  Settings Design

Consider adding suggested conversations boxes into your bot container as they can help users
quickly select the conversations they need.

Add guick-start box ©
Suggested conversations “required

Select conversation v i}

+ Add conversation

Add failed search box ©

Failed search suggestions “required

Select conversation v i}

+ Add conversation

Display failed search box after 3 ~  failed search attempts

The Conversations tab allows you to configure a suggested conversations box, which is displayed to
end-users in your bot. The box corresponds to the assigned conversations and is designed to guide
users towards the appropriate conversation.
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There are two use cases for a suggested conversations box:
Assign conversations for quick-start selection
Provides users with pre-assigned conversation options upon opening the bot, eliminating the need to
type a message.
¢ Select a conversation from Select conversation dropdown
e Click Add conversation to add as many conversations as you'd like to the box

e Up to 4 suggestions will be visible at a given moment to the end-users

e The end-users can either start typing to filter the suggested conversations or scroll to see
more

Tip

Most end-users tend to choose suggestion rather than write to the bot, so we strongly suggest using
this feature

Assign conversations for failed user searches

Provides users with pre-assigned conversation options after unsuccessful user searches. These
conversations will appear to end-users after a defined number of failed search attempts to help the
user find what they may be looking for.

¢ Select a conversation from Select conversation dropdown

e Click Add conversation to add as many conversations as you’d like to the box

e Up to 4 suggestions will be visible at a given moment to the end-users
¢ Define how many search failures will prompt the failed search box (default is 3 attempts)

Messaging tab

The Messaging tab allows you to customize your bot’s messages, buttons, headings, and input field
texts, giving you the power to create a unique and personalized brand experience.
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Type your custom text in the fields to override the default texts. If a default text is not replaced with
custom text, the bot will display the default text.

Tip

If your ActionBot has conversations in languages other than English, it is highly recommended to
customize the bot messaging to avoid confusion for non-English speaking users, as default messages
will appear in English otherwise.
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Untitled Bot Draft X

General Conversations Messaging Settings Design

Customize ot messages, buttons, and meore to match your communication style
and keep users engaged.

Suggestion Box Heading (@

Suggestions

Placeholder text for user input field (D

Type a message...

Search responses
Message when search not matched (D

B U T F [B]

I'm sorry, | didn't get your answer. Try to be more specific.

+ Add message

Multiple conversation matches found (D)

| found several options for you, please choose one

P

Cnly ona WalkMe lem match found (1)

One match found. Please select it or try searching for something else.

No Suggestions Match User's Filter (1)

Mo suggestions found

Buttons

Send button text (1

Send

Start Owver button text (D)

Start Over
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Suggested conversations box customization

e Suggested conversations box heading: This is a heading that appears when suggestions
are presented to the end-user

¢ Placeholder text for user input field: This is placeholder text prompting the user to input
their query

o This only appears when the input field is not disabled (see Settings tab below for more
information)

Search responses

e Message when search not matched: If the bot cannot find a relevant WalkMe item based on
the user’s response, this message will be displayed

o Click Add message to create multiple greeting messages

» If more than one message is entered, the bot will choose a message randomly

e Multiple conversation matches found: This message appears when the bot found several
conversations that meet the user’s search
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o In this case all matched conversations will appear as suggestions to encourage the end-
user to pick from the conversations list

¢ Only one WalkMe Item match found: When only one matching WalkMe Item is found,
this custom message will appear along with the selectable WalkMe Item

¢ No suggestions match user’s filter: This appears when a user has typed to filter through a
list of suggested conversations and no suggested conversations match

Buttons

¢ Send button text: This button allows the end-user to submit their answer to the bot

¢ Start Over button text: This button allows the end-user to start a new conversation

Messaging tab advanced settings

For more advanced messaging options and customization, click the Advanced messaging settings
toggle.
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Advanced messaging settings
Search input placeholders

Placeholder taxt for select suggestion input field (D

Type your selection...

Placaholder taxt for select suggestion when input field disatled o

Please select one of the suggestions above,

Separators

The bot displays a separator to indicate the end of a successful conversation, a user-initiated
restart, or a significant time gap between messages.

Separator text for new conversation (1)

MNew

Separatar text for successiul ended conversation (D

Completed

Separator text for today (1)

Today

Separator text for yesterday (1)

Yesterday

Error handling
Start over due ta Conversation update (1)

The dialog has been restarted automatically due to Conversation updates.

Start over due to Unpublished Conversation (3)

The dialog has been restarted automatically due to Conversation updates.

Search input placeholders

¢ Placeholder text for select suggestion input field: This text instructs the user to type
which suggested conversation they’d like to select to filter through the conversations list

e Placeholder text for select suggestion when input field disabled: This text instructs the
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user to choose from the available suggestions

o This message is appears when the typing field for filtering conversations is disabled

Separators

The bot displays a separator to indicate the end of a successful conversation, a user-initiated restart,
or a significant time gap between messages.

Separators are useful because it can bring clarity for users returning to their bot conversations and
gives your bot a more polished look.
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ended convarsation
Saparator text for todoy Separator text for yesterday

Error handling

Start over due to conversation update: This text that appears when changes are made to the
conversation version while the end-user is interacting with the bot

Start over due to unpublished conversation: This text that appears when a conversation has
been unpublished while the end-user is interacting with the bot
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Settings tab

The Settings tab allows you to customize your bot’s functionality by enabling or disabling features,
obtaining permalink access, and adding live chat capabilities.
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Untitled Bot Draft %

General Conversations Messaging Settings Design

General settings

Select responses from suggestions list only @
Disable interaction with dialog history @©
Integrate WalkMe Menu in bot content search @

Suggest WalkMe Menu items (@

Enhanced Options

Permalink initiator

By adding this text to any URL within this system, the bot will open when the URL's page loads.

Select the bot or a specific conversation in it w

?walkme=29-22786 & Copy link

Live chat
Create a seamless flow of conversation between the bot and your chat provider.

To enable this feature, connect your live chat vendor from the Editor. Learn more.

Live Chat Suggestion Text (1)

Meed help? Start a live chat now.

Text for Live Chat Button (D)

Open Live Chat

Always show the Live Chat button @

Suggest Live Chat when search fails @

Suggest Live Chat after 3 ~  failed search attempts
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General settings

¢ Select responses from suggestions list only: If you prefer your end-user to avoid making
mistakes or input answers you can’t expect, you can disable the users’ ability to type to the bot
and force them to choose one of the suggested conversations by turning on this toggle

e Disable interaction with dialog history: Toggle on to disable the end-user’s ability to
continue a conversation after closing the ActionBot window

¢ Integrate WalkMe Menu in bot content search: Toggle on to allow the bot to search for
more WalkMe content from the WalkMe Menu in addition to assigned conversations

e Suggest WalkMe Menu items: Toggle on to allow the bot to suggest WalkMe Menu items
that were added to the End-User panel in the Menu Organizer
Permalink initiator

Using a permalink enables the ActionBot to open automatically when a webpage loads, making your
ActionBot even more likely to reach your end-users.

How to use:

1. Select the bot or a specific conversation within the ActionBot for the selection

2. A permalink text will appear

3. Click Copy link to copy the text

4. Add this text to any URL within your ActionBot’s system and the bot will open when the URL’s
page loads

Live chat

Adding a live chat feature to your ActionBot creates a natural conversation flow, provides immediate
support, and may boosts customer satisfaction. To enable this feature, connect your live chat vendor
from the WalkMe Editor.
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How To Connect ActionBot to a Live Chat Inteqgration

e Live chat suggestion text: Customize the text that appears in a suggested conversations box
to prompt users to initiate a live chat

e Text for Live chat button: Customize the button text that appears to launch a live chat with
your provider

e Always show the Live chat button: Toggle on to always display the Live Chat
button in the bot container

¢ Suggest Live chat when search fails: Toggle on to prompt the end-user to initiate a Live
Chat session after an unsuccessful attempt to start a conversation

o Define how many search failures will prompt the Live chat (default is 3 attempts)

Design tab

The Design tab allows you to enhance the overall look and feel of your bot. It gives you the flexibility
to customize the layout and theme to align with your brand image, making your bot uniquely your
own.
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Untitled Bot Draft X

Genera Conversations Messaging Settings Design

Personalize your bot's appearance and experience to match your brand's identity
and user preferences.

Customize suggestions layout

Single column Tweo columns Three columns Four columns
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Customize theme

Classic ¥ Modern A%

usk@@ W ek u

Hit How can | help you tocay? Please
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I'want 1o book a hote m

0 Inwehich city?
a I which city?
Moan m

Type a message...
e s ] pe s message. q
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Customize suggestions layout

If you are using a suggested conversation box, you can choose the layout for how the conversations
will be displayed within the box.

Customize theme

Select a theme, Classic or Modern, that matches your preference to ensure that the look and feel of
your bot matches your desired aesthetic.
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Save/Play/Publish Your Bot

At the bottom of the tabs pages you’ll find action buttons where you can save, play, and publish your
bot.

Save ,, Play Bot m

e Save: Click save to save a draft of your bot at point during the process, ensuring that you
don’t lose any progress you've made
o Any changes you make will only apply to your end-users once you publish the bot
e Play Bot: Click Play Bot to preview and test what your bot will look like. This feature enables
you to make any necessary adjustments or improvements before publishing
o Play Bot is not accessible until all of the mandatory fields on the General tab are
completed
e Publish: Make your bot accessible to your end-users

1. Click Publish
2. A new window will appear

3. Select the environment you would like to publish your bot to
4. Click Publish

o After the first save, you are able to publish the bot
o Publishing also saves your recent changes and validates that all mandatory fields are
completed

Publish bot X

Publish the following bot:
New Bot

Publish to environment

Production v
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