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Zia, powered by OpenAl

By integrating with generative Al, organizations can easily access the power of artificial
intelligence without having to invest in expensive hardware or software. With this integration of
Zoho Assist and Zia, technicians can harness and utilize the power of generative Al during their
remote sessions to provide support to their customers effectively.

Remote support with Zia, powered by OpenAl - Zoho Assist

How to Integrate Zia, powered by OpenAl with Zoho Assist:

1. Go to the OpenAl Platform and create a free account.
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2. Click on your profile picture in the top-right corner, then click View APl Keys.

@ Overview Documentation  APIreference  Examples  Playground 4 Upgrade (3 Help

Personal

Get started X Playground Load a preset Save

Personal
Enter an instruction or select a preset,

and watch the API respond with a Manage account
completion that attempts to match the ;

View API keys
context or pattern you provided.

Invite team

e

You can control which model completes
your request by changing the model Help
Pricing

KEEP IN MIND
Terms & policies

<7 Use good judgment when sharing Log out
outputs, and attribute them to your
name or company. Learn more. Maximum length 256

A+ Requests submitted to our APT will
not be used to train or improve future
Stop sequences
E an

models. Learn more.

3 Our default models' training data
cuts off in 2021, so they may not have
knowledge of current events.

TopP 1
Frequency penalty 0
Presence penalty 0
Best of 1

Inject start text
Inject restart text

(o} 0 show probabilities

@ Looking for ChatGPT?  Tryitnow & X

3. In the next page, click + Create new secret key and copy it.

@ Overview Documentation  APIreference  Examples  Playground 4 Upgrade (3 Help :ﬂpersonal

ORGANIZATION API kevs

@ Personal ®

Settings Your secret API keys are listed below. Please note that we do not display your secret API keys again

\sage after you generate them.

Members Do not share your APTI key with others, or expose it in the browser or other client-side code. In order to

Billing protect the security of your account, OpenAI may also automatically rotate any API key that we've
found has leaked publicly.

USER NAME KEY CREATED LAST USED ©

APT keys test sk-...pDsz 24 Apr 2023 28 Apr 2023 ’

Default organization

If you belong to multiple organizations, this setting controls which organization is used by default
when making requests with the APT keys above.

Personal

Note: You can also specify which organization to use for each API request. See Authentication to learn more.

A You can't come back and copy the secret key later. Make sure that you copy and
paste it someplace safe for future reference.
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4. Log in to https://assist.zoho.com , then navigate to Settings -> Integrations -> Apps ->
OpenAl.

Apps
Search
APl
2 Mobile SDK freshdesk i : _
= fobile SDK @freshoes Resolve tickets faster by initiating an instant or scheduled remote support session from your Freshdesk tickets. Learn more CONFIGURE
nnnnnnnn fon
Webhooks
Py
L
General
QUJITO bt antonpic e oy g o b i s
Remote
support
a
Inattended
s .." slack Start or schedule remote support and screen sharing sessions instantly from your Slacks chat room. Learn more m
Security &
Zompliance
@ j freshservice Start an instant or scheduled remote support session to solve the issues from your Freshservice tickets. Learn more
tegr
() invercom Stastainstark pumote support ssslon omyour lsrcon comversaifon Lesmipore
.
Zgﬂ Integrate Zoho Assist with Zia, powered by OpenAl, to revolutionize your remote sessions with the capabllities of Generative Al. Learn more
B

5. Copy and paste the API key that was generated in Step 3 and click Validate.

é:) Assist  Remote Support Unattended Access Meeting
Apps
Search Apps
APl i
Mobile SDK
rrrrr > Zia
Webhooks
Remote
support Integrate Zoho Assist with Zia, powered by OpenAl, to revolutionize your remote sessions with the capabilities of Generative Al
Acees: i F :
Validate your AP! key to complete the integration How tofind your AP key.
Security & A
Compiznce Api Key
()
Integrations
B

Once the API key is successfully validated, your OpenAl account will be successfully integrated
with Zoho Assist.

[ Note: Please do not share or publicly display the API Key, as it's a secret key to access
your account.
How to use Zia for Automatic Chat Suggestions

After integrating Zoho Assist with Zia, you will be able to automatically generate chat suggestions
that you can use for analyzing and responding to customers during the remote session.

1. Start a remote support session by clicking Start now in the Remote Support module of
Zoho Assist.
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2. Once the customer has joined the remote session, you can initiate a chat with them.

3. To help Zia analyze the requirement and generate automatic responses, initiate a
conversation with the customer via the Chat option.

4, When Zia learns about the session purposes and chat responses, it will be available to
generate responses to be sent to the customers.

5. Click the Generate Response option. Zia will automatically generate responses to be

shared in the chat.

Jonathan (7 = (=)

Jonathan

| am having trouble with installing Anti
Virus software in my computer

Malcolm

May | know what is the Anti Virus
software that you are trying to install?

Jonathan

&> Zoho Assist x

AT

Kaspersky Anti Virus
Malcolm

Okay. Can you please let me know what
is the error message that you are getting

while installing the Kaspersky Anti
Virus software?

Jonathan

Program File gets corrupted

I

() Stop Generating

=

Jonathan 7 2 B o

Okay. | understand that you are facing
anissue with the installation of
Kaspersky Anti Virus software and the

program file is getting corrupted. Could
you confirm whether you have obtained
the Kaspersky Anti Virus software from
the authorized website?

Jonathan

No | downloaded the software from
another website

Malcolm

It appears that the problem lies in the
fact that you may have mistakenly

downloaded an incorrect version of the
Anti Virus software.

Let me download the official version.

follow the below steps to install the software: 1.
Double-click on the downloaded file to start the
installation process. 2. Follow the on-screen
instructions to complete the installation process.
3.Once the installation is complete, restart your
computer. 4. After the restart, open the Kaspersky
Anti Virus software and activate it using

(®) Stop Generating *4 Rephrase

How to rephrase the chat suggestions from Zia
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After Zia generates a chat response you can either choose to rephrase the entire response or a
specific part of the response.

1. To rephrase the entire chat suggestion, click the Rephrase option from the bottom of the
chat.

Jonathan (7 1 2 o

Raspersky ANt virus

Malcolm

Okay. Can you please let me know what
is the error message that you are getting

while installing the Kaspersky Anti
Virus software?

|
Jonathan

Program File gets corrupted

Malcolm

&> Zoho Assist x
Okay. | understand that you are facing
v chat a an issue with the installation of

Kaspersky Anti Virus software and the

Okay. | understand that you are
facing an issue with the
installation of Kaspersky Anti

program file is getting corrupted. Could

Virus software and the program you confirm whether you have obtained
file is getting corrupted. Could \/s
You confirm whether you have the Kaspersky Anti Virus software from
obtained the Kaspersky Anti ) )
Virus software from the the authorized website?
authorized website?

No downloaded the software Jonathan

from another website

- No | downloaded the software from
| another website

® Malcolm

| see the issue. You might have downloaded a
wrong version of the Anti Virus software

[Z] Generate Response & Rephrasing Rk

2. To rephrase a specific part of the response, drag and choose the part that you want to
rephrase, then click on Rephrase.

Jonathan (7 . B2 o

Jonathan

| am having trouble with installing Anti
Virus software in my computer

Malcolm

May | know what is the Anti Virus
software that you are trying to install?

Jonathan

 Zoho Assist

G =R N Kaspersky Anti Virus
v chat

install? Malcolm

Kaspersky Anti Virus.

Okay. Can you please let me know what
is the error message that you are getting

Malcolm

Okay. Can you please let me

know whatis the error message while installing the Kaspersky Anti
that you are getting while .
.m\ys.ng lhesi(npjlsky Anti Virus software?

Virus software?

J Okay. | understand that you are facing an issue
@ Malcolm with the installation of Kaspersky Anti Virus

software and the program file is getting corrupted
May | know if you have downloaded the Kaspersky

Anti Virus software from the official website?

[Z) Regenerate response & Regtgasing

This will rephrase the chat suggestion based on your requirement.
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How to use Zia for Sentence Completion

You can also use Zia to auto complete your sentences.
To complete sentences, type in your initial response to the customer. Halfway into the sentence,

you can click Generate response, which will auto complete the sentence that you created. You
will also be able to rephrase the content for these responses.

=
Jonathan (7 B o
Jonathan

Program File gets corrupted

Malcolm

Okay. | understand that you are facing
an issue with the installation of
Kaspersky Anti Virus software and the

‘ program file is getting corrupted. Could
| you confirm whether you have obtained
the Kaspersky Anti Virus software from

&> Zoho Assist x the authorized website?
HAE v E

v Cchat & | Jonathan
Virus software from the
uthorized website?
red et No | downloaded the software from

No | downloaded the software another website
from another website

S Malcolm

It appears that the problem lies in the
fact that you may have mistakenly

downloaded an incorrect version of the
Anti Virus software.

Let me download the official version. [ Tab Jor [ —

[Z] Generate Response  *& Rephrase

How to use Zia to generate Session Summary

Zia can help you with generating a session summary for your sessions based on the session
audit logs and chat responses available during the remote session. At the end of your remote
session, you can click the Session Summary by Zia option, which will automatically generate
the Session summary for you. The session summary will include the purpose of the session, a
timeline of the actions performed during the remote session, and the resolution provided to the
customer.
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©

Your session with
Jonathan has ended.

Session Duration 06 mins 43 secs
Session Notes
Chat Transcript

Session Summary by Zia

CLOSE

Session Summary generated by Zia X

On Demand Remote Support #198418221

Date:May2,2023 |  Duration: 6 minutes, 38 seconds &, Download Summary

Participants
Customer : Jonathan, TAMILNADU, INDIA
Primary Technician : Malcolm, TAMIL NADU INDIA
Summary

The remote support session was conducted with Jonathan from India, who was facing issues with installing Kaspersky Anti Virus
software. The technician, Malcolm, identified that the issue was due to downloading the software from an unauthorized website

and provided instructions to install the official version. The session lasted for 6 minutes and 38 seconds.
Event Logs

Jonathan joined the session at 01:02:03 PM
Jonathan started screen sharing at 01:02:07 PM
Malcolm left the session at 01:08:47 PM
Jonathan left the session at 01:08:47 PM

Important Takeaways

The issue with installing Kaspersky Anti Virus software was due to downloading it from an unauthorized website.

The technician provided instructions to install the official version of the software.
The session lasted for 6 minutes and 38 seconds.

https://help.zoho.com/portal/en/kb/assist/user-guide/integrations/articles/zoho-assist-integration-with-
zia-powered-by-openai#How_to_Integrate_Zia_powered_by_OpenAlwith_Zoho_Assist
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