N

TECHNICAL

COMMUNICATORS

Creating an Al Chatbot
Workbook

By Warren Singer
November 2025




N

TECHNICAL

COMMUNICATORS

Contents

Steps in creating your own Al Chathot ... 3
YT o I BRI =L WTT o B (o Ta T I Lot oo 10T | SRR 3
Familiarise yourself with the Dashboard ... 4
SteP 2: Add QN @ZENT ...ttt trrreenereeee et reennnse st e e e e s aannnsssseeeeseaannnssrssseeeeeannnsssnaseeeerennnn 5
e T Lo [0 B Yo T Y <=1 o PP PPPPPPPPRE 5
Step 3: Add SOUICE CONEENL......ciieeeeeeiceeiiiireeieeceeeeerteennnsseeeeeereeannssssseeseseeannnsssssssesssannnsssssssesnsennnn 6
U o T (=] 0 0 =] o RO POPP PP PPRRR 6
TO @A @ SOUMCE: «..eeiiieeeiieee ettt s e e st e e s e e st e e s st et e e sanreeeesnnneeeens 6
Step 4: CoNfigUIe YOUF QBENT ... .. s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s s sssnnaas 8
GENEIAITAD ... e e s e e 8
PErSON@ TAD ..t e e 9
CONVEISATION TAD ...eiiiiiiiie e e 10
CITATIONS TAD ..eeeee e s e 11
INEEIIIGENCE TAD ..eeeetiiiiei s 12
AdVANCEA TaD.....eiieiiiie e e e 13
SECUNEY 1aD oo 14
TESt YOUN AZENT'S FESPONSES ...evvvvrrrrrrrrrrrtererrrrerrereeresrereererereeeareaeareereeerrerrereerr.r......—.—.—.———.—.———. 15
Step 5: DEPlOY YOUIr @BENT...... i iiiieiieireeeerrereerseesessessssssssssssssssssssssssssssssssssssssssssassssssssssssssssssssssas 16
Lo X e 1T ] (o3 VAN Lo U [T 4= oY PP PPPPPPPPRt 16
SNArE 1D . e 16
INEEGIAtiONS TN ..uuuuiiiiiiiiii s 17
AAVANCEA 1D ... s e 18
FY o ] « B PP PP P PR PPPPPR 19
IMICP SEIVEI £AD ..ttt e e st e e st e e s st e e e snbe e e e saanreeeenans 19
Step 6: Analyse your agent’s Usage and reSPONSES ......cccceeerierirriiiiirirsisissssssssssssssssssssssssssssssssssnns 20
TO ANAIYSE YOUI AENT: ..eiiiiiiiiiiiiiiiiiieieeeieeeeeeeeeteeeeereeearereeeeeaeeaeeaeaaresarrresasssessassssrssssessrsrsrssssnrnnns 20
OVEIVIEW 3D .ottt ettt e e st e e st e e e st e e e sabe e e e eaabaeee s 20
Customer Intelligence tab ... 22
LINKS & SOUICES TaD .....eiiiiiiiieeieieeee ettt et et e sttt e s st e e s sbneeeeeaas 25
20T o Yo T V=4 - o F 25
EVENT LOZ 1A .euuiiiiiiiiiiii e anan 26

Create your own Al Chatbot Workbook page 2 of 26



N

TECHNICAL

COMMUNICATORS

Steps in creating your own Al Chatbot

Work through the steps described below to set up and configure your own Al chatbot.

Add .
Sign Up Al source Cemtire Sl »  Analyse
Agent SEiEG Agent Agent

Figure 1: Steps in setting up your Al chatbot

We'll be using a tool called CustomGPT to demonstrate the process of Al chatbot creation,
configuration, training and deployment.

The steps may sometimes refer to other documents or websites for additional information. Please
check with your ISTC Conference coordinator or the session presenter for details of where to find
these documents.

Note: In this document we may use the terms Al chatbot, Al assistant or Agent to refer to the same
concept, depending on the context and the User Interface.
We are using UK spelling, except when we refer to elements on the user interface in US
English.

Step 1: Sign up for an account
Sign up for the 7-day trial version at https://customgpt.ai/brlp/custom-gpt-ai/

DER:

€ g (:: https://customgpt.ai/brip/custom-gpt-ai/i§

eg‘ CustomGPT.ai Over $100M saved with Al automation this year. Experience it yourself. Start free trial

Build Custom GPTs
from YOUR business info

Sync all your files and sources in minutes—and power your
business with expert Al answers.

Try Free for 7 Days

Setup in ° Best-in-class Complete
minutes accuracy data privacy

Trusted by 10,000+ organizations worldwide

= >4
v Mir == Adobe [ et B * 30

VIRGINIA Technckegy

Figure 2: CustomGPT Home page - click the 'Start free trial' button

For today’s session we’ll be exploring and configuring options available on the trial version.
Be aware that there may be some restrictions if you sign up for the Standard trial version account.

Notes:

e The 7-day trial version requires you sign up with an email address from a company domain
(i.e. not a general email domain such as gmail, Microsoft or yahoo).

e You will also need to enter credit card details. You can cancel your subscription after the
workshop, so you aren’t billed after the 7-day trial period.
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Quick Agent setup wizard
After signing up for an account, the first time you access your online account CustomGPT will guide
you through a simplified quick-step process to help you set up your first agent.

1. Pick a data source for your agent

2. Select the agent’s purpose.

3. Build your agent.
After the agent is set up, you can view the dashboard, update the agent or add additional agents.

Note: For today’s session, we won’t be using the quick agent setup wizard.

Familiarise yourself with the Dashboard
You can access your dashboard at: https://app.customgpt.ai/

See the example below (for an existing CustomGPT account). The dashboard displays summary
statistics on your agent’s usage. Use the options on the left-hand menu to navigate:

e Toview documentation and guides, click Resources.

e Toview your account and billing details, click My Profile.

v @ Dashbord-CustomGPTa X |+

« C % appcustomgptai aw &0 @ :

@} CustomGPT.al in]

) e 8
(O Your agents saved you 6 human hours this week B
1of1 20f3 1.93M of 30M
team members total agents words stored
@ Dashboard Total Guests
€ Agents Monthly Usage (resets on 25 October 2025) Conversations u Conversations n
© resources cueis [« § =
@ Slack Community =] =) © [} Queries per conversation m Queries per conversation m
& notifications 269 of 500 412 0f 2K 258.3K of 60M
queries documents added words processed
CustomGPT.ai Copilot
Location
? =]
Queries / -
Queries Conversations COUNTRY CONVERSATIONS =1
Conversation
& pited States 1
@ .
P united Kingd
& Developers & united tingdom
« & estonia 2
) © A singapore 2
My Profile

Figure 3: CustomGPT Dashboard

The Profile section provides details of your current licence plan.
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Step 2: Add an agent

An agent is an Al assistant or chatbot instance that has been trained on your source content and
personalised with rules and behaviour. You can implement multiple agents (up to the number
allowed for your licence). For example, you may want to set up separate agents for your sales
website, your client support website and your developer websites, or for internal and external facing
content. You can also set up different agents for test and production instances, or to support
different languages.

To add an agent:
1. Click New Agent.
2. Add source content to your agent. See Step 3: Add source content.
3. Select the agent’s purpose.
See the example below, showing two agents set up on an account.

Agents
{ Search Q } [ 5 All Time v } [ Newest First v ] = So
My Customer Support Agent ) (S (][]
21018
[ta 747 N 742 N S 1,235,971 @ 2

Documents Added Documents Read Words Stored Queries this Billing Cycle

@B Al Chatbot : o
Updated 5 days ago e anything ‘ o0 ‘ ‘ @ ‘ ‘ : ‘

[a 679 677 N S 697,843 o 267

Documents Added Documents Read Words Stored Queries this Billing Cycle

v

Figure 4: Add an Agent

You can use the buttons at the top right of your agent to train and configure your agent (options will
change depending on the agent’s status):

@ Ask me anything ‘QHQH ‘

Options include:

e Build — train your agent on source content
e Personalise — customise the agent’s appearance, behaviour and rules
e Deploy — deploy your agent to a website or make it accessible to users

e Analyse — analyse agent usage and view user queries and responses
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Step 3: Add source content
CustomGPT supports a wide range of source content. For example:

PDFs and documents (File upload, Google drives), Graphics (Al Vision), websites (Sitemap, URL list),
content management systems (SharePoint docs, Confluence) and multimedia (You tube videos).

For a full list of supported source content types, see: https://docs.customgpt.ai/docs/how-to-create-
a-customgptai-agent-from-any-website

Using sitemaps

If you are using a desktop publishing tool such as Madcap Flare for your content authoring, you can
point to the online sitemap(s) created by your tool. If you don’t have a sitemap, then use one of the
CustomGPT recommended tools to create a sitemap. See:

e Build sitemap for website scraping and crawling: https://customgpt.ai/sitemaps/

e Free sitemap generator tools: https://customgpt.ai/free-tools/

e How to find a sitemap: https://docs.customgpt.ai/docs/how-to-find-your-sitemap-1

e Sitemap finder tool: https://sitemap-finder.streamlit.app/

The following example shows how to use the Sitemap finder tool to find a website sitemap.

« o (= ErE Taw)e D

o SITEMAP FINDER

© Home
Instructions

Yy This free tool lets you find a sitemap of a damain. This sitemap can then be used to build a ChatGPT-4 powered custom chatbot using CustomGPT.

SITEMAP URL
hitps:/fiste.org. uk/wWp-sitemap.xmi

Showing 110 1 of 1 entries

Figure 5:Using the Sitemap Finder tool to locate a sitemap

In the example above, we entered the ISTC website, to locate the ISTC's sitemap at:
https://istc.org.uk/wp-sitemap.xml

To add a source:

1. Select your agent and click Build (on the left-hand menu). { }
2. Click Add Source.

File Upload
3. Select the type of source content to add. For details, see: 2 Al Vision
https://docs.customgpt.ai/docs/create-ai-agent-project —
W ebsite
4. Browse to or enter the location of your source.
© YouTube

See the example below.
L Google Drive

SharePoint Docs (&

T e n
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Upgrade to our Premium plan to automatically sync online content with your a

DOCUMENTS ™ CREATED N LAST SYNC
392 7 Oct 2025 7 Oct 2025
1 9 Sept 2025 9 Sept 2025

4 9 Jun 2025 9 Jun 2025

View 20+ more v

Figure 6: Displaying the Sources you added to your agent.

™ NEXT SYNC

& Unlock

Unlock

| & Unlock

5. Toview details of the documents included in the source, click Documents.

Build « Al Chatbot «

Documents
gg‘l?ct action hd Search
Source
@] URL
O https://d
O https://d
D https://d
D https://d
D https://d
D https://d
D https://d

Figure 7: View source documents

Upgrade to our Premium plan to automatically sync onlin

Q
v

L ADDED AVAILABLE

[ Ok Ok
t_Token_St.. Ok Ok
tion_to_A.. (4§ Ok Ok
zcumulator... (4 Ok Ok
Aloadhtm & Ok Ok
sload_and_... (4 Ok Ok
atement_v.. 4 Ok Ok

Added Status:

All

LAST UPDATED

7 Oct 2025

10 Sept 2025

10 Sept 2025

10 Sept 2025

10 Sept 2025

10 Sept 2025

10 Sept 2025

v

& Unlack Auto-sync

o ACTIONS

content with your agent. > o8
Availability Status:
Al v

WORDS ACTIONS

2099k Swbhss

171K Swbhss

3.06K GSwbsas

197K SwbBsas

256K SwbBsas

239 Swbhss

148K Swbhss

Note: The automating synch feature is only available on the premium version. If you are on the
standard plan, then you can manually synch. Tip: You can use the batch option to select

multiple files to synch.
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Step 4: Configure your agent
1. Select your agent and click Personalize (on the left-hand menu).

2. Follow the steps below to configure your agent, using the tabs available on the Personalize
screen.

General tab

Configure the appearance of your agent to conform to your company brand. Options to consider:
e Agentname and role
e Colours — primary and secondary colours and background colour or image

e Icons —you can add your own custom-designed Agent avatar icon to appear on the chatbot
screen and chatbot website widget.

p . Personalize + Al Chatbot 8
CustomGF
g Customt Settings here apply to all deployment options.
Thredd Docs Por o
Docs Portal Al Chatbot ]
T Build
o AgentRole © i
onalize
® actions Norole v
Q Ask % Agent Avatar
5 Depl Upload square image only. Allowed are JPG, GIF or PNG image up to
@ Deploy -
dil Analyze Ch v <
o~ This site is protected by reCAPTCHA Enterprise and the Google Privacy Policy and Terms of Service
¢* Colors
CustomGPT.ai Copilot
£0C0589 @ 7
< B )
#0C0589 @ 7

/> Developers et ‘
%* Backgroun

O @®
My Profile Powered by CustomGPT.ai

Figure 8: Personalise

Click the information @ icons to find out more about a field.
e Be aware of the size and dimension restrictions for your Avatar icon.

e You can tweak the size of the Agent icon that is displayed on your website widget. See Step 5:
Deploy your agent: Share tab.

e You can add a reCAPTCHA for improved security. See Security tab.
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Persona tab

Configure the persona, rules and behaviour of your agent. You can use the Persona Generator tool
to get started. Alternatively, use the Persona resources and Github Cookbook links to learn more
about the agent personality and rule configuration options.

https://customgpt.ai/exploring-customgptai-personas

Personalize « Al Chatbot

Settings here apply to all deployment options.

‘= Citations Al Intelligence & Advanced @ Security

% Set Up Instructions For Your Agent < G X

Customize your agent behavior to control its personality traits and role to fit your
use case. Use our handy Persona Generator tool to get started!

You are an Al chat assistant based on the provided CONTEXT below.
Always answer in the first person, ensuring that your responses are
solely derived from the CONTEXT provided, without being open-ended.

You're focused on enhancing user satisfaction by gauging the
sentiment of the user’s message (Positive, Negative, Neutral). If a user's
sentiment comes across as negative or frustrated, or if you cannot

) “

This site is protected by reCAPTCHA Enterprise and the Google Privacy Policy and Terms of Service
apply.

& &
Persona Resources GitHub Cookbook
Learn how to customize your Browse our persona recipes and
agent’s behavior with custom find inspiration to create your own
instructions
Learn More Learn More

Powered by CustomGPT.ai @

Figure 9: Configure the Chatbot persona

Examples of personas:

e Customer engagement persona

e (Customer service persona

e Knowledge research persona

Your rules should be detailed and specific enough to guide the decision-making behaviour and
responses of the agent. See the example below.

You are an Al chat assistant based on the provided CONTEXT below. Always answer in the first person, ensuring that your
responses are solely derived from the CONTEXT provided, without being open-ended.

You're focused on enhancing user satisfaction by gauging the sentiment of the user's message (Positive, Negative, Neutral). |
a user’s sentiment comes across as negative or frustrated, or if you cannot provide a satisfactory answer based on the
CONTEXT, always apologize and redirect with: “Sorry, I'm unable to answer your request. Please feel free to [book a
call](https://calendly.com/eli_customgpt_15-minute-meeting/one-on-one) with our customer success for further assistance.”

When feedback is shared, adjust your tone, depth, and response length to be more empathic and explanatory.
Rules:

Maintain a conversational tone, unlike a traditional Q&A bot.

Always answer in the 1st person.

For a user's affirmative response (e.g., "yes", "sure", "definitely"): Provide detailed information on the topic you just discussed.
The follow-up should be directly tied to the previous subject, refraining from introducing unrelated topics.

For a user's disagreement or "no" response: Acknowledge their answer and then pose a new question or topic from the
CONTEXT to continue the conversation. For instance, if they decline information on API integration, ask if they'd like to know
about another feature or aspect.

The initial answer should embed 1 additional question derived from the CONTEXT.

Subsequent replies should contain 1 follow-up topic or question based on the provided response, ensuring the conversation
remains engaging.

If a user is hesitant or puzzled about the follow-up, recognize their sentiment and propose 1 additional question or topic from
the CONTEXT.

Ensure replies and questions originate from the CONTEXT. Avoid external knowledge and do not give open-ended replies.

Leverage both sentiment analysis and explicit feedback to enhance the conversation. Always aim to keep the dialogue moving,
especially when faced with straightforward "yes" or "no" answers.

Create your own Al Chatbot Workbook page 9 of 26
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Conversation tab
Configure the rules around conversations and how users interact with the agent.

Personalize « Al Chatbot

Settings here apply to all deployment options.

$& General ® Persona = (itations Al Intelligence &, Advanced @) Security

%> Starter Questions Header O %

{ Try asking these questions... }

%® Starter Questions Expand

[ View more‘ ]

%2 Starter Questions Collapse

{ View less }

% Agent Language © <
This site is protected by reCAPTCHA Enterprise and the Google Privacy Policy and Terms of Service
{ English - Worldwide(English) v } apply.
% Placeholder Prompt ®
{ Please enter your question here. }

¢ Loading Indicator ®

® oo
Powered by CustomGPT.ai

M

Figure 10: Customise conversation options

Click @ to find out more about a field.
The following is a summary of some of the options:
e Agent language — if your website supports users with content in multiple languages,
consider creating separate agent instances for each language.
A feature of CustomGPT is that users can ask the agent questions in any language. The agent
will automatically find the answers, translate and respond in the language of the question.

e Conversations —the user-agent conversations can be continued (retained in the cached
memory) for 24 hours (default) or configured for a custom period (premium version only).
This means the user can ask related follow-up questions and the agent will remember the
previous questions and answers during that conversation.

e Markdown in Responses — enables the agent to provide responses with formatting using
advanced markdown, such as bold, lists and HTML links. If disabled, responses are in
displayed in plain text only.

Create your own Al Chatbot Workbook page 10 of 26
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Citations tab
Configure how the agent references source content (citations) used in its answers.

Personalize « Al Chatbot

Settings here apply to all deployment options.

8 General ® Persona [® Conversation Al Intelligence €\ Advanced @) Security

%% 1 don't know message ® S X
[ Can't find what you are looking for? Try revising your question to make i }
%% Show Citations (©
[ After agent's response v }
Customize citations that go after agent's response
Citation header
[ Where did this answer come from? ]
What do you wa nt to cal your citati ons?
This site is protected by reCAPTCHA Enterprise and the Google Privacy Policy and Terms of Service
[ Sources ] apply.-
How to d splay i tations for every new ESP(‘I]EE"
[ Initially collapsed, but user choice is saved v }

& Unlock Feature
o i ?
«® Should the agent mention source names? @
@ Powered by CustomGPT.ai

~

Figure 11: Customise Citations Options

Click @ to find out more about a field.

e The citations can be listed next to the response (as a numbered item) or shown after the

response

Create your own Al Chatbot Workbook
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Intelligence tab

Configure which Al model is used by the agent and which data is used to generate responses from.

Personalize » Al Chatbot

Settings here apply to all deployment options.

$8 General ® Persona [® Conversation = Citations Al Intelligence & Advanced @ Security

s Agent's Capability a

N a
Kot i
Fastest Optimal Highest Complex

Responses Choice Relevance Reasoning

2
°° Generate Responses From G)

My Data + LLM

Enabling general LLM k

<

This site is protected by reCAPTCHA Enterprise and the Google Privacy Policy and Terms of Service
apply.

% Al Model

EZ 3

‘ Save Settings

Powered by CustomGPT.ai @

Figure 12: Customise Intelligence Options
The following is a summary of the options:

e Agent’s Capability — by default, this is set to the Optimal Choice. On the premium licences
you can select other options (e.g., fastest response, highest relevance or complex
reasoning).

e Generate Responses From — responses can be generated using your data only, or you can
enable responses that include both your data + information available in Large Language
Models (LLMs).

TIP: Including LLM content is useful if you want the agent to provide answers when information
is missing from your own content. However, be aware that this may also increase the
incidents of agent hallucination.

e Al Model — refers to the Al model and version to use for the agent. Defaults to the latest
model (GPT-5). The model selection can be customised on premium licences. For more
information on Al models, see the Al Model Comparisons Worksheet.
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Advanced tab
Configure how the user can provide feedback, and conversation sharing and exporting options.

Personalize « Al Chatbot
Settings here apply to all deployment options.
2 General ® Persona (3 Conversation .= Citations Al Intelligence
% User Feedback @ @ O X
@®
@)

% Conversation Sharing @

% Conversation Exporting ® | & Unlock Feature
@ This site is protected by reCAPTCHA Enterprise and the Google Privacy Policy and Terms of Service

apply.

% Branding

Remove Branding @

Powered by CustomGPT.ai Remove

%° Agent Title

[ W Powered by CustomGPT.ai @

Figure 13: Customise Advanced Options

The following is a summary of some of the options:
o User Feedback —displays icons to allow users to rate the agent’s answer (thumbs up or
thumbs down).
e Conversation Sharing —allows users to copy a link to the agent’s answer.
e Conversation Exporting —allows users to export the agent’s answers. (Disabled by default,

however, as an Admin user you are able to export conversations to a CSV file, which will be
sent to your email address. See Step 6. Analyse your agent's usage and responses.

e Agent Title, Colour and Avatar — allows configuration of the response window where the
agent provides its answers.

Create your own Al Chatbot Workbook page 13 of 26
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Security tab
Configure how the agent data is protected.

Personalize « Al Chatbot

Settings here apply to all deployment options.

$2 General ® Persona (® Conversation = (itations Al Intelligence & Advanced @ Security
s% Anti-Hallucination S O X
O

%% Agent Visibility ©

O
@®

¢ Data Protection

CustomGPT.ai is SOC 2 Type |l certified and fully GDPR compliant. ﬂ

Your data and your users' data are safe with us.

This site is protected by reCAPTCHA Enterprise and the Google Privacy Policy and Terms of Service
apply.

More details available at our Trust Center.

%° Recaptcha @

@
O

9,
P

Whitelisted Domains ()
[ Powered by CustomGPT.ai @

Figure 14: Security Advanced Options

The following is a summary of some of the options:

e Anti-Hallucination —reduces the incidents of agent hallucination (where the agent provides
incorrect content).

o Agent Visibility — determines whether the agent is publically visible or private.

e Recaptcha —security feature that protects the agent from automated bots and brute-force
spam attempts by requiring the user to enter a Recaptcha.

o  Whitelisted Domains — you can restrict access to embedding your agent only on allowed
domains (prevents copying and embedding the agent on unauthorised websites).

e Conversation Retention Period — conversations are retained for a period of 12 months.
Premium licences enable you to customise this period.

Create your own Al Chatbot Workbook page 14 of 26
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You should spend some time testing your agent before deploying. Ask questions and view your
agent’s answers. Does the agent accurately answer the questions?

Ask « Al Chatbot

All Users v

(® New conversation

Anonymous -
For each major component (TSP..

Anonymous

Anonymous

Anonymous

Anonymous

Anonymous

0339 11 Oct 2025

0228 11 Oct 2025

14:211 10 Oct 2025

12:37] 10 Oct 2025

12:01 10 Oct 2025

‘ (-7 Export all conversations

‘ £’ Deploy on a website

Figure 15: Asking Questions

For each major component (TSP Gateway, Token Vault, Wallet API,
Lifecycle Manager):

« Critical functions to replicate for MVP

- Dependencies on schemes or certification

+ Engineering complexity (1-5)

* Key compliance scope areas
- Suggested data model structure (entities & fields)

That's a great and detailed question — it sounds like you're planning a minimum viable product
(MVP) for a tokenisation or digital wallet platform. Based an my knowledge base, which includes
Thredd’s documentation on Token Service Provider (TSP), Wallet Provider, and Tokenisation
Service Guide, here's a structured breakdown for each major component you mentioned
1. TSP Gateway
Critical functions to replicate for MVP:

» Interface with the scheme's Token Service Provider (e.g., Visa or Mastercard).

* Handle token provisioning requests and responses.

* Manage token lifecycle events (activation, suspension, deactivation).

* Map between PAN and token (DPAN) securely.
Dependencies on schemes or certification:

* Requires certification with the scheme’s tokenisation service (e.g., Visa Token Service (VTS)
or Mastercard Digital Enablement Service (MDES)).

* Must comply with EMVCo tokenisation standards.

Powered by CustomGPT.ai

You can provide other users in your team or organisation with a link to your agent, to enable them
to test it. See Step 5. Deploy your Agent: Share tab.

Create your own Al Chatbot Workbook
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Step 5: Deploy your agent

After completing your agent training, configuration and testing, you are ready to deploy.

To deploy your agent:

1. Select your agent and click Deploy (on the left-hand menu).
2. Follow the steps below to deploy your agent, using the tabs available on the Deploy screen.
Share tab

This tab provides you with the code you’ll need to share the agent with other users or to embed the
agent on your website.

Deploy « Al Chatbot

Y. Integrations 92 Advanced 1 Ap fif MCP Server - BETA

o,
00

Lo

%

Share link

Send this URL for quick access to the agent.

Add a live chat to your website @ o

To add a chat widget in the bottom right corner, copy the following code and paste it anywhere inside
the <body> section of your webpage.

Embed an agent into your website @ &

To add the agent anywhere on a page, copy the following code and paste it into the <bedy> section of
the webpage.

Figure 16: Deploy Agent — Share

The following are options for deploying the agent:

Share link — can be used for sharing the agent with other users

Chat widget — copy the code and paste inside the body section of your website pages. (If you
are using a tool such as Madcap Flare, you should do this within the page layout Master

pages.)

Embedded on a page — copy the code and paste inside the body section of the page.
Button or search bar option — enables the agent to be linked or embedded into a button or

a search bar. For details of how to set this up, see the Advanced tab.

o} . . . . .
Use the {3 icon to adjust the live chat settings of your agent. For example, you can increase or

decrease the size of the agent icon and configure how it is displayed on a webpage.

Create your own Al Chatbot Workbook
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Live Chat Settings

Agent icon position
®
@)

Agent icon size

@) @® @)

Chat window position @
@®
@)

Mobile font size @
O]
O

Agent behavior

& Unlock Feature

@

Figure 17: Deploy Agent — Live Chat Settings

Integrations tab

This tab provides options for integrating your chatbot with your company apps, such as Slack,
SharePoint, WordPress and Readme.

Deploy - Al Chatbot

o9 Share Y Integrations 86 Advanced W AP %} MCP Server - BETA

iﬁ‘[ WordPress ® &

Use the official CustomGPT.ai plugin for
WordPress to add the chat widget to your
website.

¢ Connect Docs F

& sharePoint <>

Embed the agent directly into your
SharePoint site to maximize your team's
productivity.

3k Slack
Connect the agent with your Slack

workspace, add it to channels, and choose
who can access it and where.

& Connect Docs

[ Notion <>

Embed the agent directly into your Notion
page to integrate it seamlessly into your
workflows.

Docs

8 ReadMe <[>

Embed the agent directly into your ReadMe
knowledge base to provide lightning-fast
issue resolution for your customers,

’ Pendo S &

Deploy the agent inside the Pendo Rescurce
Center widget to provide guick access for
your customers and team members,

Docs

Docs (4

Figure 18: Deploy Agent — Integrations

Shopify

Add the chat widget to your Shopify store
to respond to product queries and
customer requests.

Docs

wix  \WIX

Add the agent to your WiX website to boost
user engagement and deflect up to 33% of
support tickets.

Docs

[} iFrame <>

Quickly embed the agent on any website or
platform as a simple iframe.

Docs 4

Note: We will not be exploring these options during this session. For further details, refer to the

CustomGPT documentation.
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This tab provides additional deployment options.

Deploy « Al Chatbot

°<€ Share Y Integrations ¥ apl MCP Server - BETA

7\ Website Copilot

Add the agent to any button or element on
your webpage, such as a search box.

Learn How

Search Generative
% Experience

Embed the agent on the search results page

of your website to provide an instant Al
overview of the results.

Extend the agent with a PDF viewer, where
the segments used to generate responses
are automatically highlighted.

Learn How [

Figure 19: Deploy Agent — Advanced

The Website Copilot option enables you to add your agent to a button or element on your webpage,

such as a search box.
o C(Click the three dots for more configuration options and then click Settings.

Default Button Text (3

{ Ask Al

Default Button color (3

{ @ #736710

Mobile font size &
®
O

Agent behavior

Custom Context
Pre-Prompt

CRM Integration

& Unlock Feature

Learn More [

Learn More & (@

Learn More 0 (@ )

Save Settings

Note: Figure 20: Website Copilot Settings

We will not be exploring these options during this session. For further details, refer to the

CustomGPT documentation.
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APl tab

This tab provides options to enable you to integrate your agent with your apps, using API. This
section may of interest to the developers in your organisation who want to leverage the capability of
your agent in their apps.

Deploy * Al Chatbot _-
API Keys

+ Create your first APl Key

Create an Al Agent

our approach to get started.

& Starter Kits

@ CustomGPT.ai AP Starter Kit 5% slack Al Agent Telegram Al Agent
1

deploy Telegram bot us

2GPT r Kit, includin Ready to deploy St

& hood with multiple depl

bec

tandalone

1) Discord Al Agent 5 WhatsApp Al Agent T Rocket Chat Al Agent

Ready to deph
hoo

Figure 21: Deploy Agent — API

Note: We will not be exploring these options during this session. For further details, refer to the
CustomGPT documentation.

MCP Server tab

A Model Context Protocol (MCP) server is a standardised interface that enables Al models to
securely access external data sources, tools, and systems in real time.

You can set up an MCP client to enable your favourite Al tool (e.g., ChatGPT) to access your agent.
Follow the instructions provided on screen.

Deploy « Al Chatbot

oS Share Y. Integrations 9% Advanced B® Apl fif MCP Server - BETA

3

¢ MCP Client Setup Instructions

Follow these steps to set up MCP in your preferred client. This enables your Al assistant to access CustomGPT.ai RAG knowledge.

Claude Web Claude Desktop ‘ ChatGPT | Cursor ‘ Windsurf | ‘ Trae | Other |
1. Open Settings — Navigate to Connectors

2. Click on Create

3. Paste the configuration in MCP Server URL field

4. Click on Create

MCP Server URL ® O

https://mcp.customgpt .ai/projects/ ‘openai/sseitokenssesssrsssssasrrraras

Figure 22: Deploy Agent — MCP Server

Note: We will not be exploring this option during this session. For further details, refer to the
CustomGPT documentation.
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Step 6: Analyse your agent’s usage and responses

This step is an essential part of the monitoring and maintenance of your agent and your source
content. After deploying, allow a period for users to become familiar with the agent. Then use the
Chatbot analytics to make improvements: the data around users, their queries and the agent
responses will offer invaluable insights to your team and business, to help you tweak your agent and
improve your content.

To analyse your agent:
1. Select your agent and click Analyze (on the left-hand menu).
2. Follow the steps below to analyse your agent, using the tabs available on the Analyze screen.

Overview tab
This tab provides an overview of the latest queries and responses, together with other useful
statistics.

Analyze ¢ Al Chatbot
Agent Knowledge

Latest Prompts ® Latest Missing Content ® Content Source ®

For each major component (TSP Gateway, T What HSM interfaces or PCI-PIN controls p.

yes What HSM interfaces or PCI-PIN controls p.

Token Lifecycle Management + Describe all. What HSM interfaces or PCI-PIN controls p.

yes Provide a flow for device provisioning to a

Provide a step-by-step technical flow for d Provide a step-by-step flow for device pro.

yes Provide a step-by-step technical flow for d

yes Describe exactly how the auth switch proce

@ Found: 80% @ Not found: 20% (@ Not used: 0%

 More Details More Details Last 7 days Y More Details

User Insights
Activity Feedback Popular Days
(O Youragent saved you 2 human hours this week 8
Total Guests
Conversations Conversations
Queries Queries
Queries per conversation Queries per conversation o Py TR R e i
Sositve: | @) Negative: 0 o Ty we a

Last 7 doys

Figure 23: Analyze Overview

Scroll down to view additional details.
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© Top Languages ®

Location

COUNTRY CONVERSATIONS =)
& ynited States

& united Kingdom

@ Japan

= Latvia

& Estonia

Figure 24: Analyze Overview — scroll down to see these additional details

e Click More Details to explore each area. This opens up the Customer Intelligence tab

showing the requested details.
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Customer Intelligence tab

This tab provides more detailed information on user queries and the chatbot’s responses. It also
provides information on user intent (e.g., navigation, instruction) and their emotion (e.g. neutral or
confused).

Customer Intelligence + Al Chatbot &]

£~ Overview {’0 Customer Intelligence [3» Links & Sources - BETA E?B Reporting T Event Log

140 @ 18 @ Focus Date

Content Source ‘ ‘ Last 7 days v Search prompt or response O\

4 Add Filter

DATE C&"S;&T USER QUERY Al RESPONSE ng_rg'\"c
17 Cct 2025, 13:22 fast funds Visa Original Credit Transactions Visa **Fast Funds™ and **Criginal Credit Transactions (OCTs)** are both types of fund transfer transactions s...

17 Oct 2025, 12:23 there is no authorisation request from this merch...  You're absolutely right — and what you're describing is a **classic offline transaction scenario™. In this case,

17 Oct 2025, 12:17 Found would just like to confirm that direct clearing tra That's an excellent and very thoughtful question — and you're absolutely right to think about both the tech

17 Oct 2025, 11:19 agency banmking It sounds like you're asking sbout **Agency Banking™. Agency Banking th Tows you to pr.

B e

Figure 25: Customer Intelligence

e Select a focus area from the Focus drop-down (e.g. Content Source, User Intent, User
Emotion, Language, Fidelity and Risk).
e Click arow in the table to view further details of a conversation.

A
Conversation with TechnicalTeam
08 Oct 2025, 10:45

Insights Links Meta Data o 1
We are noticing high declines for Amaron with 1
IAVV. How to handle?

| Agent Deployment Live Chat
| Usertocation B ited States ﬂ It sounds like you're seeing a high number of |
= declines where the AVS (Address Verification
Browser Microsoft edge Service) result is V, which means both the street
address and postal code match. I this case. the
Actions AVS result itself indicates a successful match, so

the declines are likely not due to AVS failure. |
Here's what I'd suggest checking: |

* Confirm whether your programme has |
auto-decline rules enabled for AVS i
mismatches. If so, ensure that the rule isn't
incorrectly configured to decline even when
AVS = V (which should normally be accepted).

* Review your authorisation response lagic. |
In processing modes like EHI Gateway i
Processing or Cooperative Processing, if your
system is returning a decline despite a valid
AVS match, that decline will be final.

* Check for other decline reasons.
Sometimes, even with AVS = V, the i
transaction may fail due to CVV mismatches,
soft declines (authentication required), or
issuer risk rules.

If you're unsure whether the declines are being
triggered by your configuration or by the issuer, |
recommend reviewing your 1| logs and AVS
configuration in the

Figure 26: Conversation details — Metadata tab

Tip: We recommend you review both user queries and the agent’s responses, to check that the
agent’s responses are correct.

e Select the Insights, Links and Metadata tabs to view further details.
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Insights Links Meta Data
Content Source Found
docs
. . Classic
User Emotion Confusion
User Intent Informational docs!
Language English Classe
Fidelity Disciplined
docs]
Jailbreak No event flosse
Prompt Leakage No event
docs|
Classic
Profanity No event

Insights -H- Meta Data

des.htm
4
Citation
uides.htm
- = ) @
Citation
~ pdes.htm
4
Citation
=port__guide.htm
Citation

Figure 27: Conversation details — Insights and Links tabs

User Intent and Emotion

This data provide useful insights into the type of support users are seeking (e.g. instructional,
informational or troubleshooting) and their emotion or reaction to the content (e.g. confusion,

positive, negative or neutral).

7~ Overview CQ Customer Intelligence [5* Links & Sources - BETA E‘s Reporting T Eventlog

Focus

420 7@

Date

User Intent

Last 7 days

v

+ Add Filter

ATE USER INTENT USER QUERY

22 Oct 2025, 06:51 Instructional What is the preferred way to manage Load EHI n...
22 Oct 2025, 04:00 Informational yes

22 Oct 2025, 03:58 Informational it looks like masked pan is only available in globa..
22 Oct 2025, 03:50 Informational is masked pan option available in legacy xml rep...

21 Oct 2025, 21:50 Informational decipher the GPS_POS_DATA 0170000000000Nx0...
21 0ct 2025, 19:53 Informational but the position-1 value 9 is unknown, where did ...
21 Oct 2025, 19:47 Informational In an authorisation request, the content of GPS_P...
21 Oct 2025, 17:46 Informational is it included in Transaction XMLs?

21 0ct 2025, 17:43 Informational Is customer reference included or passed in trans...
21 Oct 2025, 16:24 Informational does customer reference appear in any of the tra...
21 Oct 2025, 16:24 Troubleshooting Are you sure, because i cant find the customer re...
21 Oct 2025, 16:00 Informational Are you sure, because i cant find the customer re...
21 Oct 2025, 15:59 Navigational «can you take me to this section

Figure 28: User Intent

Al RESPONSE

The preferred way to manage a **Load EHI notification™* is to process it through your **External Host Inte...

Great! Here's how the **MaskedPAN™" differs between the **Global™ and **Legacy (Cardholder)™ XML re
I understand why that might seem confusing — the **MaskedPAN™"* field was indeed added across multip...
Yes, the **MaskedPAN** element is available in the **legacy Cardholder XML Report™. In fact, according t...
Sure — let's break down your **GPS_POS_Data** value step by step: Your value is: ™ 0170000000000Nx00...

You're absolutely right — good catch. | misspoke there, and | appreciate you pointing that out. In the **G

Absolutely — let's break down your ‘GPS_POS_Data’ value step by step. Your field is: ~* 9968000800000N ...
No, a **customer reference*” field isn't included in the standard **Transaction XMLs™, From my knowledg...
In the *“Balance XML"", based on my knowledge base, there isn't a specific field for a “customer reference..,
Sorry, I'm unable to answer your request. Try and rephrase your question. If you still can't find an answer, .,

Sorry, I'm unable to answer your request. Try and rephrase your question. If you still can't find an answer, .,

Sure — you can view the full details directly in the **EHI Guide™, under the *"GPS_POS_Data field** sectio...

2~ Overview [RCEGECHIEINEINENCN [ Links & Sources - BETA (53 Reporting [ Eventlog

Focus

24

Date

User Emotion

AGENTIC
ACTION

v ] Last 7 days

+ Add Filter

N »
DATE USER EMOTION USER QUERY
22 Oct 2025, 06:51 What is the preferred way to manage Load EHI n...
22 Oct 2025. 04:00 yes
22 Oct 2025, 03:58 Co it looks like masked pan is only available in globa.

22 Oct 2025, 03:50 is masked pan option available in legacy xml report

21 Oct 2025, 21:50 decipher the GPS_POS_DATA 0170000000000Nx0...
21 Oct 2025, 19:53 Confusio but the position-1 value 9 is unknown, where did ...
21 Oct 2025, 19:47 tra In an authorisation request, the content of GPS_P.
21 Oct 2025, 17:46 Confusio is it included in Transaction XMLs?

Figure 29: User Emotion

Create your own Al Chatbot Workbook

Al RESPONSE
The preferred way to manage a **Load EHI nofification™ is to progess it through your “*External Host Interf...
Great! Here's how the *MaskedPAN** differs between the **Global** and **Legacy (Cardholder)*™ XML rep...
I understand why that might seem confusing — the **MaskedPAN** field was indeed added across multiple...
Ves, the **MaskedPAN** element is available in the **legacy Cardholder XML Report™. In fact, according to ..
Sure — let's break down your “GPS_POS_Data™ value step by step: Your value is: ™ 0170000000000Nx002...
You're absolutely right — good catch. | misspoke there, and | appreciate you pointing that out. In the **GP..
Absolutely — let's break down your "GPS_PQOS_Data’ value step by step. Your field is: ™" 9968000800000Nx0...

No, a **customer reference™* field isn't included in the standard **Transaction XMLs**. From my knowledge...

AGENTIC
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You should review both queries where the agent found information and queries where the agent
could not find relevant source content. Review of both answered and unanswered queries can help
you and your team to improve the information provided to users. See the following example of
content not found (On the Overview tab, click Latest Missing Content):

£2 Overview

DATE

17 Qet 2025, 10:09
16 Qet 2025, 10:11
16 Oct 2025, 10:07
16 Oct 2025, 10:07
16 Oct 2025, 10:05
16 Oct 2025, 04:59
15 Oct 2025, 15:43
15 Oct 2025, 14:45
15 Oct 2025, 14:44
15 Oct 2025, 11:57
15 Oct 2025, 10:19

15 Oct 2025, 09:39

@1 Customer Intelligence

180

CONTENT
SOURCE

[3* Links & Sources - BETA

E% Reporting

T Eventlog

Focus

Date

Content Source

| | uast7days v Q

Content Source: Not fou

USER QUERY

Has been here just over 2 months. provided excel..

Here is the structure.. Quick Roundtable Updates ...

do thredd your firm provide lifestyle and concier

Finally, does your firm provide lifestyle and conci...

1 want to create a summary of a credit daily stand..

do you have sample EHI message carries this feild

using the following structure please create a Desi..

what is Send_Asynchronously in EHI message seft..

what is Send_Asynchronously in EHI
Ok clear the history

what is the transaction complete

Where can | find a link to Dynamic_Client_Registr..

nd X Add Filter

AGENTIC

Al RESPONSE ACTION

Here's a palished and canstructive version of your feedback for ““Ben Kelly™, structured to highlight both ...
Perfect — I've got the structure noted and will use it exactly as you've outlined: -- #£¥ **Credit Daily Stan...
Sorry, I'm unable to answer your request. Try and rephrase your question. If you still can't find an answer, c.
Sorry, I'm unable to answer your request. Try and rephrase your question. If you still can't find an answer, c.
Of course — | can definitely help with that! @ Please share the **structure™* you'd like to use for your cre..
Sorry, I'm unable to answer your request. Try and rephrase your question. If you still can't find an answer, c..

Sure! Please go ahead and share the **jumbled words™ you'd like me to use — once you provide them, I'll..

Sorry, I'm unable to answer your request. Try and rephrase your question. If you still ean't find an answer, c.
Sorry, I'm unable to answer your request. Try and rephrase your question. If you still can't find an answer, c.
Sorry, I'm unable to clear the conversation history. Try and rephrase your question. If you still can't find an -
Sorry, I'm unable to answer your request. Try and rephrase your question. If you still can't find an answer, c..

Figure 30: Customer Intelligence — not found content

Fixing Agent and Content Issues
If the agent is not responding correctly or not finding content, this is what you can do:
e Update the agent’s rules in the Persona section, to provide specific guidance to the agent on
how to handle these queries. See Persona tab.
e Revise your source content, to ensure that there is relevant content that the agent is able to
find. Also ensure that any new content is refreshed within the agent.
e You can ignore spurious queries or queries unrelated to the source content.
e Review your agent’s configuration and settings to optimise for your service. For example,
you may want to restrict the agent to your content only, to reduce the occurrence of
hallucinations.
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Links & Sources tab

This tab provides details of the source content which the agent found and used to answer queries,
together with information on the number of users who opened the source content from the links in
the answers. This data can offer invaluable insight into your content and how it is being used.

Links & Sources / Al Chatbot

£ Over @ u G+ Links & Sources - BETA  [IIEEY i & Ever

cLicK

DESTINATION TYPE DISPLAYED CLUCKED & po

Figure 31: Links & Sources

Reporting tab

This tab enables you to set up periodic (weekly or monthly) analytics reports, and specify the email
addresses for sending the reports.

Reporting « Al Chatbot

22 QOverview {G* Customer Intelligence [5» Links & Sources - BETA E& Reporting T Eventl

o Add UTM Tags To In-Chat Links ()

®
O

o Email Reports

O
@®
O

Lo

%

Send Reports To ()

docs@t.com

Save Settings

Figure 32: Reporting

e Add UTM tags To In-Chat Links — The UTM (Urchin Tracking Module) tag is a short string of
text that CustomGPT adds to the end of the source URLs referenced in the agent’s responses,
which can be used by your website tracking and analytics apps (e.g. Google analytics) to
identify that users are coming from the chatbot when they visit a page on your website.
Example:

| https://example.com/?utm_content=customgpt.ai
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Event Log tab

This tab provides details of events. An event could be a conversation or a change in project settings.

Event Log + Al Chatbot

~ Overview £ CustomerInteligence  [3» Links & Sources - BETA (54 Reporting [IRGEGIqEY)

DESCRIPTION

Settings for project with D) was updated

Settings for project with ID |1 was updated

Conversation with name "what is Declined due to ASI TPE Check” in agent created

Conversation with name "How to pair Card Load with EHI message?" in agent | was created

Conversation with name “What is EHI" in agent " was created

‘Conversation with name "I received a email and text about a Mastercard id theft breach which accursed oct 2025 and should log on to for ...

Conversation with name “Mastercard Status Response Codes” in agent was created

‘Conversation with name "How is residency fee calculated?” in agent was created

Figure 33: Event Log

DATE

21 Oct 2025

21 0ct 2025

21 Oct 2025

21 0ct 2025

20 Oct 2025

20 Oct 2025

20 Oct 2025

20 Oct 2025

TYPE

®

®

Updated

Updated

Created

Created

Created

Created

Created

Created

[«

You can click an item in the Event Log table to view further details of the event. See the following

example:

Log item

D

410426457

Agent

Al Chatbot
! Date

2025-10-20T15:29:58.000000Z

Description

Conversation with name "Mastercard Status Response Codes”

in agent " Al Chatbot” with ID  was created

Subject
App\Models\Conversation
Event
created
Properties
1

"attributes”: {

"name": "Mastercard Status Response Codes"”

Figure 34: Log item
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