
giosg AI Assistant
guide

Helping you get started with managing and monitoring your AI 
assistants
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Accessing the Chatbot app

● Head to Settings → Apps → AI Chatbot → Setup or 
go directly to https://chatbot.giosg.app/bots 

● In the Chatbot app, you will find all the settings, 
instructions and knowledge that has been assigned to your 
AI Assistant(s). You can also monitor its performance and 
improve it with time.   

1 Getting started

Can be accessed by users 
with “AI Chatbot Admin” 
permissions. Permissions 
can be granted from User 
management. 
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https://chatbot.giosg.app/bots


AI Assistants and their personas
AI Personas overview
AI Persona settings
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AI Personas overview
AI personas are individual AI Assistants with their defined service 
roles, instructions and sets of Knowledge bases. You can see them 
as your AI powered colleagues - with their own personalities, ways 
of working and knowledge! 

Create new and manage existing AI Personas

● Get an overview of your different AI Personas 
○ Which ones are live?
○ What kind of assistants are they working as?
○ Which rooms are they working in?
○ Which Knowledge bases do they use?

● Having many AI Personas allow you to have AI Assistants 
that work differently in different environments. 

 

2 AI Personas
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AI Persona settings

Open the settings for an AI persona by clicking on the        next to it.

● Name the AI Assistant
○ The Alias is it’s external name, shown to your website 

visitors
○ The profile picture for the AI Assistant can be changed 

from User management

● Select Service type
○ Choose what kind of services your AI Assistant should 

provide. Should it have direct conversations with your 
website visitors (Chatbot service) or should it work 
behind the scenes, suggesting replies for your Agents 
(Copilot)? 

 

2 AI Personas
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https://support.giosg.com/knowledge/managing-users-teams


AI Persona settings

Knowledge bases

Determine which Knowledge bases the AI Assistant should use when 
it is answering questions (see slide 13).

● The AI Assistant only has access to information that can be 
found in the Knowledge bases that have been assigned to it. 

● The same Knowledge bases can be used by many AI 
Assistants or they can have their own individual ones. 

AI Assistants are always powered by ChatGPT .

 

2 AI Personas
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AI Persona settings

Fallback behavior

● The fallback behavior defines how your AI assistant acts when 
it can’t find an answer to the visitor’s question using the 
information in its knowledge bases.

 

2 AI Personas

Fallback instructions depend 
heavily on the type of AI 
assistant you have and its 
configuration, and can look 
very different to these 
examples.
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AI Persona settings

Room(s) the AI Assistant will work in

● Choose which room(s) the AI Assistant will work in and add 
them to Selected rooms. 

● When the Service type (see slide 7) has been selected and 
rooms have been defined, your AI Assistant starts joining new 
conversations and working in them.

 

2 AI Personas
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If you want your AI Assistant 
to serve as an external 
chatbot also when humans 
are available, also add it to 
the Router of the room. 
Read more here.

https://support.giosg.com/knowledge/routers
https://support.giosg.com/knowledge/launching-ai-assistants


AI Persona settings

Instructions for the AI Assistant

● The instructions are the description of your AI Assistant and of 
the role it plays in the conversations it is having. They create 
the context that it uses to decide what to answer, and can be 
given in any ChatGPT supported language.

● The instructions typically describe at least:
○ Why the AI Assistant is there and what is it striving for
○ Basic useful knowledge about the organization it 

represents
○ The kind of language and tone to use in its replies
○ Specific procedures or restrictions to follow

 

2 AI Personas
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Knowledge bases with relevant data
Knowledge bases overview
Types of Knowledge bases
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Knowledge bases overview

Knowledge bases (KBs) make up the pool of information that the 
AI Assistants use when serving visitors. KBs include information 
that is specific to your organization and its products and services.

● KBs can consist of Q&A pairs but also information from 
your website or uploaded text documents.

● KBs can be specific to one AI Assistant or they can be used 
by several Assistants if they all need access to the same 
information. 

● giosg AI Assistants are always powered by ChatGPT .

3 Knowledge bases 
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KBs go live only when you 
assign them to an AI 
persona, allowing you to 
build a more extensive KB 
and launch it only when it’s 
ready enough.



Knowledge base types

3 Knowledge bases 
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Q&A Knowledge bases

● Q&A KBs give you the chance to enter precise knowledge 
and instructions, giving you more exact control of how the 
AI works with particular inquiries.

● With manual Q&As you list variations of questions for a 
specific topic and instruct your AI Assistant on answering 
them. 
○ If you want it to always use an exact answer, you can 

provide an exact textual answer.

● Remember to name the KB clearly for easier maintenance. 
You can assign the KB to your AI Assistant(s) directly from 
the “Used by” field in the KB or from the AI Persona settings 
(see slide 8).

 



Knowledge base types

3 Knowledge bases 
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Unstructured Knowledge bases with imported data

● KBs can be built with data that is available on your website 
and in separate documents. 
○ Create text files or directly upload your own files
○ Give the AI Assistant access to web page content by 

importing selected URLs

● Unstructured KBs can be assigned to the AI Assistant directly 
with necessary instructions, and/or be instructed in Q&A 
instructions. 
 The ability to utilize certain 

external information 
depends largely on the 
structure of the data.



Monitoring with Chat logs
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Chat log monitoring

4 Chat log
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The Chat logs:

● Allow you to read the conversations that your AI Assistant 
has been having. For each conversation AI also:
○ Summarises the conversation
○ Analyses the sentiment (positive, neutral or 

negative) and the outcome (resolved or not) 

● Help you understand why the AI Assistant replied the way 
it did, when you click on the        icon. 
○ You’ll see if the answer was generated by a certain 

Q&A, from the fallback 

 



Track AI Assistant performance 
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Performance reporting 

5 Reporting
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The reporting gives you insights in your AI Assistant’s 
performance, on average during a selected time period and on a 
daily basis.

● Track automation rate and see how well your AI Assistant 
has been able to help the customers on it’s own, without 
having to transferring conversations to a human.

● Get an understanding of how often your agents have 
needed to step in.

 



Got questions?
Reach out to us in our chat or by emailing 

support@giosg.com

For more guides and articles, please visit our Help center at support.giosg.com/knowledge 20

mailto:support@giosg.com
https://support.giosg.com/knowledge

