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Sadrzaj

Uvod u chatbot tehnologiju
Primjeri nekoliko komercijalno dostupnih chatbot tehnologija
Priprema vlastitih rjeSenja koristenjem Tidio tehnologije

1) prilagodba postojecih predlozaka za vlastite potrebe
2) primjer razvoja novog chatbota rjeSenja ispocCetka
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Uvod

Chatbotovi su specijalizirani softverski moduli za
komunikaciju s korisnikom pomoc¢u posebnog chat sucelja.
Tijekom koriStenja korisniku se Cini da komunicira s pravim
(ljudskim) agentom sustava.

Omogucavaju povecanje koliCine obradenih korisniCkih
zahtjeva posebno kod jednostavnijin i ponavljajucih zahtjeva.

Na taj nacin se smanjuje potreba za ljudskim agentima,
odnosno mogu se preusmijeriti na obradu slozenijih zahtjeva.
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Uvod

Osim poboljsanja usluge pruzene korisnicima uz smanjenje
troSkova djelovanja cjelokupnog sustava, chatbotovi mogu
takoder omoguciti prikupljanje podataka o korisnicima.

Takvi podaci se kasnije mogu iskoristiti za razliCite namjene.

Chatbot sustavi se mogu izradivati:
* ispocCetka vlastitim programskim kodom

 ili se moze upotrijebiti ve€ unaprijed pripremljeno rjesenje koje
se samo poveze s vlastitim sustavom
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Primjeri chatbot tehnologija

Korisnicima je danas na raspolaganju veliki broj gotovih chatbot
sustava koji se medusobno razlikuju po mogucnostima,
jednostavnosti koristenja, cijeni koristenja i ostalim faktorima.

« usporedba veceg broja trenutno dostupnih chatbot tehnologija
dostupna je na web adresi:
https://www.ometrics.com/blog/chatbot-platform-comparison-
reviews/

- primjer koristenja chatbot tehnologije u ovom predavanju
odnosi se na: https://www.tidio.com/
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https://www.ometrics.com/blog/chatbot-platform-comparison-reviews/
https://www.tidio.com/

Tidio chatbot tehnologija

koristi je preko 300 000 web adresa Sirom svijeta
omogucava jednostavnu integraciju u postojeca web rjeSenja

sadrzi veliki broj standardnih chatbot konfiguracija, ali
omogucava i razvoj vlastitog rjeSenja ispoCetka

na temelju ugradene Al tehnologije moze razumjeti upite
korisnika te na temelju toga prilagodavati odgovore
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Registracija i prijava

< C (1 4 tidiocom/panel/register Do ®t @0»TQ:

Registracija se izvodi
na adresi:

https://www.tidio.com/
panel/reqister

Create a Free Account

Register using your email address:

Nagini: N
 e-mall

* Facebook
«  Shopify c
Wix
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https://www.tidio.com/panel/register

Osnovne postavke 1
e korisniCko ime
* raspored boja

« jezik za
komunikaciju

@ Tidio/ Panel x e

ra

c 0

@ tidio.com/panel/tour/configure-live-chat
@ TIDIO st e
Configure your live chat

Your name

crnkon

Chat with
crnkon

‘We reply immediately

Colour scheme & avatar

Select chat language

English (English)

I've been looking for this model for
ages!

Let me check that for you real
quick! We've just had a big delivery
in the morning. All the products will
be back in stock tomorrow but |
can send a pair to you today! ¢

That's great! %)

Thank you very much!

TIDIO °
Continue




Osnovne postavke 2

povezana web
adresa

zemlja

podrucje (industrija)

@ Tidio / Panel x N

&« C {Y @& tidio.com/panel/tour/account-information

@ TIDIO  stepz/e oo

Account information

Website address Country

osticket.srce.hr Croatia

Select industry

"
- [ ! N
Beauty & Restaurants &
Online Store Wellness Real Estate Food Services

1

Other

o
o
&

Goback

n % @O 8@

o
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Osnovne postavke 3

Srce

oshovne
karakteristike
chatbota

definiranje
pocetne poruke

@ Tidio / Panel

&

x e

C ( @ tidio.com/panel/tour/engage-visitors-when-they-enter-your-site-for-the-very-first-time

@ TIDIO

Step3/4 eee

Set up your first chatbot

How would you like to engage your visitors when they enter your site for the very first time?

O Ask them if they'd like to geta Preview:
closer look at your offer

O Ask them if they'd like to order a

N | Hi there If you need any
phone call.

assistance, I'm always here.

© Just greet them warmly

Customize this messsage

You can change it |ater in the Chatbots menu.

o ®

%

a0 8Q :




Osnovne postavke 4

nacCin povezivanja

programski kod za
povezivanje

@ Tidio / Panel

& C {} @& tidiocom/panelftour/code-install e & f @ ON o H

@ 1DI0

a-_______________________° -

Step4/4 eses

Install the code on your website

Choose how you'd like to add your Tidio code to your website

<

I'll do it myself. Send instructions to my

You must have access to your developer.
page template source.

Developer's mail

e.g. CEVE‘ODE“@CD mpany.com

Show me the code! ‘ Send

(o back
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Programski kod

mogucnost
odabira
tehnologije
koriStene za
pripremu Web
rjeSenja

C Y & tidi

@ 1DIO

Step4/4 eeee

Install the code on your website

ose how you'd like to add your Tidio code to your website

<> JavaScript

l Shopify
@ WordPress
g PrestaShop
A BigCommerce

2.’

o.com/panel/tour/code-install

e~ a#u @ 08




Primjer povezivanja

@ Tidio / Panel

pnmjer Javascrlpt ¢ G (Y @ tidic.com/panel/tour/code-install e n % @0 »Q :

@ TIDIO  sepasa sese

primjer Wordpress N R
Place this code just before the closing </body> tag
° Login to your WordPress admin panel <script src="code.tidio.co/zwihdifgxqlavéshrrawtfzo6sgvspocs”
async></script>
» Go to Appearance > Theme Editor o
i i Copy Exner\éuciﬂgnr’o.b\emﬂ

* Under Theme Files (far right), find the Chatwitns

Theme Footer (footer.php) and select it )

Shopify

+ Paste your Tidio code before the </body>

tag at the bottom (W WordPress
° C“Ck Upda‘te Flle to Save Changes 1. Login to your WordPress admin panel

. 2. Go to Appearance > Theme Editor

< scri pt . . . 3.Ur|der_Theme Files (far right), find the Theme Footer (footer.php) and
src="//code.tidio.co/zwfhdjfgxqlav65s selectt o 2
hrrawtfzo6sgvszxx.js" Goback
async></script>

O
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Tidio Dashboard

» srediSnje mjesto za
upravljanje
sustavom nakon
pocCetne instalacije

<

@ Tidio / Panel Ll +

C (Y @& tidio.com/panel/dashboard

Dashboard

Squeeze the
most value out
of Tidio.

Here’s a simple check-list we highly
recommend going over before you start
having conversations and getting the
most value from Tidio.

Current Tidio Insights

Install Tidio Chat widget

Set your Operating Hours

Get the Mobile App

Get the Desktop App

Integrate with Messenger

Import your Contacts

® -r
There is no Email

Chatbots t
o monthly limit /& Maketingsetlipyet. -h Visitors on your
(Visitors rea . i
Tota[lgads > (Visitors reached) Safid your HrstEampaign. > page right now
acquired Install Tidio
widget to see this o
Your insights will be available soon
s




Chatbhots

M Tidio / Panel

&«

2. -

> C {* & tidiocom/panel/bots

- a % @0 8@

* upravljanje
postojeCim
chatbotovima

e priprema novih na
temelju
predlozaka

e priprema novih
ispoCetka

Chatbots

My added chatbots

+o) Lead generation bot
&% Options»

Ready to use templates

~ GenerateLeads - Collapse

Lead Magnet / Subscribe
Form

Invite your visitors to s
Add this bot »

¥ Already added

&

Or create your bot from scratch + Addfrom scratch

Lead generation for Real
Estate

Capture qualified leads
Add this bot »

Order a phone call bot

Upon a guest's first visit (or
another condition that

Add this bot »

50 [m=] 1 -

4
& ChatbotUniversity
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Primjeri predlozaka

(@ srce

Za najcesce
operacije postoje
predlosci koje
samo treba
prilagoditi

predlosci se osim
jednostavnog
prilagodavanja
mogu i detaljno
Izmijeniti

@
&

~ o x
Tidia /penel *

C {y @& tidio.com/panel/bots

~wr @0 @ :

Chatbots »

g

Ready to use templates

v Generate Leads - Expand

~ Enhance Communication - Collapse

Measure Customer
Satisfaction

Automatically collect
Add this bot »

Al Responder

Automate answers for
frequently asked quest

Add this bot »

Visitor leaves form

Message a visitor who fills in
aformand then leaves

Add this bot »

Or create your bot from scratch + Add from scratch

FAQ bot for Restaurant

Abot with sample FAQs
tailored to the restau

Add this bot »

Visitor leaves page

Message a visitor who
leaves your site windo

Add thisbot »

Operator doesn't
respond during the
conversation

Add this bot »

&0 [we] 8 e

4
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Vizualno uredivanje

@ Tidio / Panel x S

< G ( @ tidiocom/panel/bots/edit/1525227 - n #w @ Oo8Q

o Lead generation bot O

* oObuhvaca sve — | .
dijelove chatbota:

X
(O Action: Decision (Quick Replies) » @
.
. e Hello §) Would you like to take a
. w s closer look at our offer?
1. OkidacCi
- P
\ Yes, please!
2. Akcije =S
#1."E.mai < number
. . _ o
3. Uyvijeti ! ;
Transfer to operator message
«

adjust the message here

create and edit chatho

70% 3% Re-center B3 Need some help? Watch our tutorial on how
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Primjeri okidaca, akcija i uvjeta

a f:e':i: (ehat . Ask a question
Visitor clicks the Visi e
isitor says
bots button Based on
(O Decision (Quick Decision Contact Browser
B Replies) (Buttons) Property
First visit on site V|5|t9r returns to
the site
Decision (Card ~ Send il .
u Messages) endanemat Operating Returning visitor
5 ; system
louse leaves N aviait
window
Delay . Notify Operator:
The visitor hasn't Day Current URL
Form abandoned contacted you
for some time a Set Contact ° Add atag
Property
- Mailing
Visitor opens a " Language :
e specific page @ o ° Remove a tag e Send to Zapier Subscriber
o ; Operator doesn't
o Visitor Clicks on o tazee the Chatwith bot Subscribe for Chat status
Chat lcon conversation ended Mailing
Operator doesn't Check Order Product
respond during Operator starts Status Awvailability
the conversation the chatbot
a Shipping Zones



Primjer uredivanja

akcija s porukom
korisniku i
donosenjem
odluke o nastavku
ovisno o0 odgovoru
korisnika

odgovor korisnika
se izvodi preko
klika na jedan od
dostupnih gumba

o ® *» 0
&
cccccc
Q Replies) @ X
Hel\o@Wou\dvouIiketotakea
closer look at our offer?
= O
\ 5, plea
“’,
o
rm
e «




Primjer uredivanja

primjer posebne
vrste akcije
pomocu koje se od
korisnika trazi unos
telefonskog broja
za naknadni
kontakt

na slican nacin
mogu se prikupljati
| adrese
elektroniCke poste

<

@ Tidio/ Panel

Cc O & tidio.com/pai

o &

x

2080 :

’ Lead gene

nel/bots/edit/1
ration bot

CCCCCC

Validation

Phone Number

Qops... this doesn't look like a phone number

1

phone

Q@




Primjer testiranja 1

* testiranje rada
chatbota se moze
napraviti izravno u
razvojnoj okolini
bez potrebe da se
prvo poveze s
pravom web
stranicom

& Tidio - Google Chrome

f tidio.com/panel/sandbox?projectPublickey=zwfhdjfgxq1av6Shrrawtfzo6sgvszxxautomationld=20122603 LN

= (0] X

Refresh the page to

. Hi there ‘

We reply immediately

Hello Would you like to take a
closer look at our offer?

Ve 7 N
| Yes,please! )( No,thanks. )
& 0 NG =




Primjer testiranja 2

& Tidio - Google Chrome

@ tidio.com/panel/sandbox?projectPublickey=zwfhdjfgxq1av6Shrrawtfzo6sgvszxx&automationld=20119424 LN

e primjer testiranja P r
1 Hi there
unosa dodatnih
pOdataka Od We reply immediately

wrean i uaL cuse, could you

M M provide your phone number or e-
S ran e O rIS n I a mail address so that we can getin

touch with you?

Phone number

® u OVO m SI U éaj u je Sure! What's your phone number?
to te | efo n S kl b rOJ +385993397707

All right! We'll contact you as soon
as we can.

Enter your message
® : @ Tipio e




Dodatne mogucnosti

@ Tidio / Panel x N
<« C (Y @ tidio.com/panel/bots o nnw @O @

Chatbots »

- od
O n O S e S e n a' Or create your bot from scratch
My added chatbots

upravljanje
chatbotom nakon
uredivanja

L]
T it on site.

rig:
| [

Active o
Ready touse tt Starts evenwhen
[] A4 - - operators are offlin: 0
* ukljuCeno je |
~ Generate L Start: na
. .

operator (or another
bot} is handling the
conversation.

kloniranje

postojeceg = - gy
chatbota za brzu o

pripremu slicnog
rfjeSenja

Order aphone call bot A
p Upon a guest's first visit (or & Chatbot University
another condition that

+ Already added Add this bot »

O
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Pregled koristenja

za svaki chatboot
mogu se dobiti
detaljni podaci o
njegovom
koriStenju

to ukljuCuje i
pregled toCno
odredene
konverzacije s
korisnikom




Detaljno o konverzaciji

Srce

M Tidic / Panel x

< C (Y @ tidio.com/panel/conversations/540b38aSecc24c16a2f2055f8bbea

u ovom slucaju to
su detaljni podaci o

ranije provedenoj

konverzaciji tijekom
testiranja chatbota

#540b3 JOIN

Nov 02, 2020

Automatic message 11:35
Hello £ Would you like to take a closer look at our offer?

#540b3 1135
Yes, please!
Automatic message 11:35

Great! In that case, could you provide your phone number or e-mail address so
that we can get in touch with you?

This conversation is not assigned
toyou. In order to write a message, 3 JoiNco
click "Join".

#540b3

Phone...

Chrome 86, Windows

161.53.254.28

Add a cont:

Addatas

Chat Rating
Askvisitor for an opinion »

Notes v

Viewed Pages

ToDAY

/panel/sandbox?project PublicKey=zwfhdifgx
ol £




Pregled kontakata

ako korisnici
tiiekom koristenja
chatbota ostave
podatke o telefonu
il emailu, oni se
kasnije mogu
pregledati i koristiti

x
io.com/panel/contacts o nr @0 »0Q:
0[] 1o
aaaaaaaaaaaaaaaaaaa + A ® Save assegment
Ac,m',',s, [~ Customize
Name Email Email consent Conversation rating Cor
o Nenad (HR)
Q #d17. (HR)
2
& Get free email quota




Priprema ispocetka 1

@ Tigio / Panel

& C (Y @ tidio.com/panel/bots/create

o Chathotlspocetka\ /7

chatbot se moze
pripremiti | bez
koriStenja predloska
iIspoCetka

Chooseatrigger

Triggers

Chaose how your visitorswill be engaged by the chatbot.

® By action they made onyour page ® By clicking or typing

u prvom koraku se

p First visit on site. Visitor returns to Visitor clicks the

ipak nudi pomoc¢ kod

p p Mouse leaves Newevent 9 Visitor says
window

The visitor hasn't
contacted you for
some time

Form abandoned

odabira pocCetne
akcije

. On certain days
specific page

@000

Visitor Clicks on
Chat lcon

0000600

[ - U

Cancel

® When you start it

0000

Operator doesnit
respond during the
conversation

Operator startsthe
chatbot

Operator doesn't
take the
conversation

Operator leaves a
conversation




Priprema ispocetka 2

tijekom takvog oblika
pripreme na
raspolaganju je
pregled svih
dostupnih elemenata
s kratkim
objasnjenjem
svakog pojedinog
elementa

@ Tidio / Panel X +

& C {Y @& tidio.com/panel/bots/create

- o

«wfx @O0NnQ

’ Chatbotlspocetka #

B Need some help? Watch our tutorial on how to create and edit chatbots

© O

Conditions  Actions X

Send achat
messaze

« Decision (Quick Decision
Replies) (Buttons)

Decision (Card —
Messages) @ Send anemail

Send out rich messages with texts, images, and buttens.
The visitor will be asked to select the answer fromone of '
the buttons. Note that the buttons won't disappear after
they were clicked o the visitor can return to them at any

Aska question

000

moment during the conversation.

° Remove tss
Chatwith bot Subscribe for
. ended 2°) i

® Shopify -

Send to Zapier




Podesavanje parametara

M Tidio / Panel
& C {Y @& tidio.com/panel/settings/live-chat/appearance
. . Settings
- dio globalnih A
EHOTE 7 Widget Settings

parametara moze -

Chat with
crnkon
.. P v Q@@ @ -
Color:
S e p O d e S I tl I R Sidebar We reply immediately

@ Integration ° Online Status: We reply immediately
naknadno nakon - — —
ages!
Widget Position: Left @ Right e
1 H H - Email L I
rl rel I Ie I eS Iral l a Let me check that for you real

Chat Visibility: Both on desk: d mobile devi quick! We've just had a big delivery

© Messenger atVisibility: oth on desktop and moblle devices in the morning. All the products will

be back in stock tomorrow but |
‘ a O a Display the Chat D can send a pair to you today!
PERSONAL

‘When You're
Offline
O Account That's great! )
Offline Status: n e .
We typically reply within a few minutes.
- (adjust online hours) ypicsly ey Thank you very much!
A Notifications
Offline Message: We're currently unavailable. We'll get back to you
@®© Operating Hours when one of our operators is able to respond. Please

provide your email address so we can get in touch r'your mess: .
with you.
GENERAL ® oo MTDIo

¥ Quick Responses

Button Label [ @)
&% Operators Label Text Chat withus € Preview: Online o

Sa Email Marketing Enablewidzet @)

"
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Primjer demonstracije uzivo
Komentari i pitanja

S r C e Ovo djelo je dano na koristenje pod licencom Creative Srce politikom otvorenog pristupa Siroj javnosti
Commons Imenovanje-Nekomercijalno 4.0 osigurava dostupnost i koriStenje svih rezultata rada
Sveudiliste u Zagrebu medunarodna. Srca, a prvenstveno obrazovnih i stru¢nih informacija

Sveucilisniracunskd centar i sadrzaja nastalih djelovanjem i radom Srca.

www.srce.unizg.hr creativecommons.org/licenses/by-nc/4.0/deed.hr Www.srce.unizg.hr/otvoreni-pristup

CRIER Srce
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http://www.srce.unizg.hr/
http://creativecommons.org/licenses/by-nc/4.0/deed.hr
http://www.srce.unizg.hr/otvoreni-pristup
http://creativecommons.org/licenses/by-nc/4.0/deed.hr

Sazetak predavanja

« Uvod u chatbot tehnologiju
« Primjeri nekoliko komercijalno dostupnih chatbot tehnologija
* Priprema vlastitih rjesenja koristenjem Tidio tehnologije

1) prilagodba postojecih predlozaka za vlastite potrebe
2) primjer razvoja novog chatbota rjeSenja ispocCetka



