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CHAPTER 1

Introduction

Spire Bot is a workspace for designing, publishing, and operating conversational bots for
web chat and WhatsApp, with a live inbox for the people who take over when a customer
needs a human.

Who this manual is for

» Bot Designers who design flows, test the bot, and publish it to channels.
« API Integrators who set up connections and the APlIs a bot calls.

« Agents and supervisors who answer customers in the Agent inbox.

» Security Admins who create users and assign their roles.

« Administrators who manage departments, service health, and everything else.

How a bot is built
Treat a bot as a versioned product. Every release moves through the same six stages.
Stage What you do

1. Plan Define the audience, the tasks, the boundaries, the success signals, and when to
hand over to a person.

2. Design Turn each customer goal into a small, connected flow with a clear outcome.

3. Configure Declare variables, content, languages, knowledge, scripts, and approved
connections.

4. Test Validate the structure, run conversations in the playground, and exercise failure
paths.

5. Publish Create a versioned release, deploy it to a channel, and test the live path.

6. Improve Review conversations, analytics, and untrained queries, then fix gaps in the draft

and release again.

NOTE

Your edits are saved to a draft. Customers keep talking to the last published version until you
publish again.
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Key terms
Term

Workspace

Bot
Flow
Step
Draft
Release

Deployment

Handover
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Meaning

Your organisation’s area. It holds the bots, users, departments, and API
connections.

One assistant with its own flows, content, settings, deployments, and history.
A canvas of connected steps that handles one customer goal.

One action in a flow, such as sending text, asking a question, or calling an API.
The editable copy of a bot. Changes stay here until you publish.

A numbered, unchangeable published version of a bot.

A channel, such as web chat or a WhatsApp number, that serves the published
version.

Passing a conversation from the bot to a department of live agents.



CHAPTER 2

Getting started

Sign in, find your way around, and set up your own profile.

Signin
1. Open your Spire Bot address in a browser.
2. Enter your email address and password.
3. Select Sign in.

Accounts are created by an Administrator or Security Admin. If you cannot sign in, ask them to check your

account.

spirebot & Darkmose

SPIRE BOT STUDIO

Welcome back

Enter your workspace credentials to continue.

Email address

& you@company.com

Password

& Your password

© Protected workspace access

Figure 1. The sign-in page.

The dashboard

The dashboard opens after you sign in if your roles include the Studio. Otherwise you land on Users &
agents (Security Admin) or the Agent inbox. Shortcut cards take you to the most common tasks: Create
a bot, Design in the flow studio, open the Support inbox, review Insights, and manage the Team. Below
them you see how many chatbots exist, how many are published, and your most recent bots.
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spirebot

MENU <
€3 Studio v
€3 Global settings v
69 Agentinbox
A Administration v

® Help&docs

B Alex Morgan
a
D N Admin

SPIRE BOT STUDIO S

Good to see you, Alex.
What would you like to build?

Design, publish, and operate every customer conversation from one calm workspace.

+ Create A Design 63 Support i Insights A Team
Start anew bot Open flow studio Open agent inbox Review performance Manage access
Total chatbots Published In draft
& 4 © 4 (€] 0

Figure 2. The dashboard with the main menu on the left.

The main menu
Menu item
Dashboard

Studio

Global settings
Agent inbox
Administration

Help & docs

What it opens
The overview page.

All bots, and for the bot you have open: Design, APIs, Translations, Scripts,
Knowledge, Untrained queries, Deploy, Conversations, Analytics, Releases, Bot
settings, and Audit log.

API connections shared by every bot in the workspace.
Live conversations handed over to your departments.
Users & agents, Departments, Chat tags, Canned responses, and Observability.

The online guide.

NOTE
The menu shows only what your roles allow. For example, Global settings appears for API Integrators

and Administrators, and Administration appears for Security Admins and Administrators. See Roles
in the Live support chapter.

» Use the arrow at the top of the menu to collapse it to icons and gain working space.
» Your name at the bottom of the menu opens your profile. The icon beside it signs you out.

e The moon button switches between light and dark mode. In the studio, the A button changes the text
size.

You only see the menu items your role allows.
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Your profile

Open your profile from your name at the bottom of the menu. Customers never see your account name or
email. They see the nickname and avatar you set here when you reply in live chat.

1. Select Upload avatar and choose a PNG, JPG, or WebP image. It is cropped to a square.

2. Enter a Nickname of up to 40 characters. Leave it blank to show your account name.

3. Check the Customer preview, then select Save profile.

The Account panel shows your name, email, workspace roles, concurrent chat limit, and departments.
These are managed by your workspace administrator.

spirebot ACCOUNT
Profile settings

Choose the nickname and avatar customers see when you reply in live chat

MENU

88 Dashboard

€3 Studio v Customer-facing identity Account
Your account name and email stay private. Only the nickname and avatar are Managed by your workspace administrator.
@ Global settings v shown to customers.
R Name Alex Morgan
69 Agentinbox Avatar
A PNG, JPG or WebP. It is cropped to a square. Email guide.capture@example.com
A Administration v
@ Upload avatar Workspace role admin
® Help&docs
Nickname Optional - up to 40 characters £3 Concurrent chats  Upto5atonce
Alex Morgan
Departments B2C Team (supervisor)

Leave blank to show your account name, Alex Morgan.

CUSTOMER PREVIEW
A AlexMorgan

Hil Thanks for waiting. How can | help you today?

@ Alex Morgan [
guide.capture@example....

Figure 3. Profile settings with the customer preview.
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CHAPTER 3

Working with bots

Every bot in the workspace is listed under Studio — All bots.

Each card shows the bot’s name, its published version, its ID, and when it was created. Search by name,

or change the sort order with the Created control. Select a card to open the bot in the designer.

spirebot WORKSPACE

Allbots

Browse your bots by creation date and give each one a persona.

MENU <

85 Dashboard

_ [Q - . J e (et *
€3 Studio N

All bots

8 Global settings v o Published vi6

63 Agent inbox

Luma Market — Ecommerce C...

A Administration M bot_9daclbeae7a747699e55

@ Help & docs Created Nov 1, 2026, 9:12 PM

Figure 4. All bots, filtered with the search box.

Create a bot

1. Select New bot on the All bots page, or Create on the dashboard.
2. Give the bot a name that describes its job.

3. Open the bot and start with its first flow.

Move a bot between workspaces

Use Export bot and Import bot in the designer to copy a bot from one workspace to another.

Plan before you build

A strong bot is explicit about who it serves, what it can do, and when it should stop or transfer the
conversation. Write a short brief first.

» Audience: who is speaking, in which channels and languages?

o Top tasks: the three to seven outcomes that matter most.

« Boundaries: requests the bot must refuse, redirect, or hand off.

» Success: how you will measure completion, handover, and failure.

« Ownership: who owns the content, who publishes, and which team answers live chats.
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For every customer goal, sketch the shortest happy path, the likely wrong inputs, the path when a service
is unavailable, and the route to a person. Keep one responsibility per flow.
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CHAPTER 4

Designing flows

The flow designer is where you build the conversation: a canvas of steps joined by

connections.

The designer at a glance

spirebot

MENU

88 Dashboard

€3 Studio ~

All bots
CURRENT BOT
Design

APIs
Translations
Scripts
Knowledge
Untrained queries
Deploy
Conversations
Analytics
Releases

Bot settings

Audit log

Alex Morgan

guide.capture@example....

& Workspace |/ LumaMarket — Ecommerce Concierge

FLOW DESIGNER e

Welcome & routing

- 100% +

> start

Conversation start

New storefront conversation

Figure 5. The flow designer for a sample bot.

Area

Top bar

Flow toolbar

Canvas

Left edge

Right edge

Status bar
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What it does

e Saved  Published v16

Auto layout

[E Textresponse
Welcome to Luma Market

Hil I'm Lumi, your Al shoppin:

assistant. '+ \nTell me wi

want to see in natural ge—
for example, “I want to see
iPhones.”

© Validate

& Intents {} Variables Fullscreen

@© Pause

Natural typing pause

What can | find for you today?

[ RCSSE <7 Publish RENERC)

Shows the bot name, the save status (Saved), and the published version. Validate

checks the draft, Test opens the playground, and Publish releases the draft.

Undo and redo, Auto layout to arrange the steps, Intents, Variables, Fullscreen,

and more flow options.

Scroll to zoom and drag to pan. The zoom controls at the top left include Fit all

steps in view.

Opens the Flows panel.

Opens the Spire Bot Assistant, the Components panel, and the Outline panel.

Shows the number of steps and connections in the flow.
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IMPORTANT

Publish acts immediately. There is no confirmation step: the saved draft becomes the live version as
soon as you select it. Validate and test first.

Flows

A bot is made of several flows, each handling one goal. Open the Flows panel to search flows, switch
between them, or create a new one. The flow marked START is where every conversation begins.

. & Workspace | LumaMarket — Ecommerce Concierge e Saved Publishedvie @ Validate » Test < Publish JNSEEC)
spirebot
BOT STRUCTURE FLOW DESIGNER o
MENU < Flows X Autolayout @ Intents  {} Variables  Fullscreen

Welcome &routing

88 Dashboard

Luma Market — Ecom... + — 100% +
€ Studio ~ e

Allbots Q
CURRENT BOT _ > start
desian EE Welcome & routing START Conversation start
E= Continuous Al shopping assistant Newstorefront conversation B Textresponse
APIS 5 Welcome to Luma Market
Transiations E= Orders & returns §i ' Lumi, your Al shopping © paus
Scripts E= Policies & knowledge Natural typingpause &
What can | find for you todz
Knowledge

Untrained queries

Deploy &
Conversations

Analytics

Releases

Bot settings

Auditlog

@ Global settings v

A Alex Morgan
guide capture@example.

£

Figure 6. The Flows panel lists every flow in the bot.

Add and connect steps

1. Open the Components panel from the right edge of the canvas.

2. Find the step you need. Use the search box if the list is long.

3. Drag the step onto the canvas.

4. Drag from the connector on one step to another step to connect them.

5. Select the step and complete its properties.
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spirebot & Workspace | LumaMarket — Ecommerce Concierge e Saved  Published v16 @ Validate » Test AT G
FLOW DESIGNER e DESIGNER
MENU < Welcome&routing : : Autolayout ¢ Intents {} Variables Fullscreen Components X
88 Dashboard T —— ?uildyourﬂow
Q 8K
Allbots
CURRENT BOT O start = MESSAGES
Design Conversation start [E Textresponse
New storefront conversation [E Textresponse .
APIs 5 Welcome to Luma Market [E Userinput
Translations Hil I'm Lumi, your Al s| w(:p;m\g‘ @ Pause 23 Menu/ choice
Scripts Natural ty g M V¥ Buttons
What can 0
Knowledge = oo { 88 Carousel
Untrained queries - -
WHATSAPP
Deploy Il
B Media
Conversations
@ Location
Analytics
(D Contactcard
Releases
<> Message template
Bot settings
Audit log E=  WhatsApp Flow
B Product
8 Global settings v
88 Catalog
- % Reaction
A Alex Morgan
guide.capture@example. 1 to Zoom raq the canvast teps r s LOGIC
Figure 7. The Components panel.
Group Steps Use them to
Conversation Text response, User input, Menu / Send messages and collect answers.
choice, Buttons, Carousel, Pause
WhatsApp Media, Location, Contact card, Use formats specific to WhatsApp.
Message template, WhatsApp Flow,
Product, Catalog, Reaction
Logic Condition, Al Router, Set Variable, Branch on rules, classify natural
Jump language, store values, and reuse
another flow.
Actions API Call, Knowledge, Run Script, Live Call external systems, answer from your
Agent documents, transform data, and hand

over to a person.

Edit a step

Select a step to open Step properties. Give the step a name that describes its outcome, then fill in its
content. Insert variable adds a placeholder such as {{customer_id}} atthe cursor. Flow connections
shows where the step leads next. Duplicate step and Delete step are at the bottom of the panel.
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spirebot

FLOW DESIGNER
MENU < . ‘ N Auto layout & Intents {} Variables Fullscreen
Welcome & routing

88 Dashboard

All bots

- 100% +

CURRENT BOT O start
0 Conversation start
Design
New storefront conversation B Text esponse
APIS o Welcome to Luma Market
Translations Hil 'm Lumi, your Al shopping © Pause

Scripts Naturalty @ au

p What can yo
Knowledge iPhones.

= oo

= oo

Untrained queries
Deploy &
Conversations
Analytics
Releases

Bot settings

Audit log

8 Global settings v

Alex Morgan
guide.capture@example.

Figure 8. Step properties for a Text response step.

& Workspace | LumaMarket — Ecommerce Concierge e Saved  Published v16 @ Validate » Test < Publish ENEEC)

DESIGNER
Step properties

Text response
B

Step propertl
Step name
Welcome to Luma Market

Text message Insertvariable ¢
Hi! I'm Lumi, your AI shopping
assistant. \nTell me what you want

to see in natural language—for
example, “I want to see iPhones.”

{{apiResult.products[0].title}}

Repeat records from an array

Read an array saved by a previous API Call.

O Printrecords as alist

FLOW CONNECTIONS

— Nextstep Natural typingpause > X

Duplicate step Delete step

The Outline panel lists the steps of the current flow in order, which is a quick way to move around a large

flow.

Variables

Variables carry values between steps. Declare each one before a step uses it.

1. Select Variables in the flow toolbar.

2. Select New Variable.

3. Enter a unique name, choose a type such as Text, Number, or JSON, and choose a scope.

4. Select Done.

Use conversation scope for values that must last for the whole session, and turn scope for short-lived

values. Use readable names such as customer_id , order_total, and needs_handoff .

Spire Bot User Manual
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BOT DATA

Conversation variables

Declare typed values to share state between steps in this bot.

Q Search variables + New Variable

NAME SCOPE

search_query Text Conversation
last_intent Text Conversation
catalog JSON Conversation
selected_product JSON Conversation
selected_price Number Conversation
order_id Number Conversation

order_data JSON Conversation

user_question Text Conversation

1-8 of 11 variables & Pagelof2 >

Figure 9. Conversation variables.

Intents
An intent lets a customer reach a flow by typing what they want instead of choosing a menu option.

1. Open the flow and select Intents in the flow toolbar.

. Select Add intent.
. Enter a short name, and describe what belongs in the intent and what does not.

. Add at least two example messages with different wording, one per line. You can add up to twenty.

o A ODN

. Under Details to collect, add anything the flow needs, such as an order number. The bot takes it from
the message or asks for it.

6. Select Done.

» Mark a detail as sensitive to keep its value out of traces and transcripts.
» When two intents fit equally well, the bot asks the customer which one they meant.

» A flow can have up to 20 intents. Collected details become conversation variables automatically.
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CONVERSATION UNDERSTANDING

Intents for Transfer to B2B Team

Teach the bot what customers mean

Add real example messages and the details this flow needs. When a customer types naturally, Spire Bot detects the intent, collects
anything missing, and makes each detail available to APl calls.

Transfer to B2B team
Ready - no details required
Intent name Intent ID
Transfer to B2B team intent-transfer-b2b
A short action-oriented name customers will recognize. Stable identifier used in traces and menu bindings.
What belongs in this intent?

Customer asks to be transferred to the B2B team or wants support from B2B.

Include boundaries that distinguish this from similar intents.

Example customer messages

transfer me to B2B team
I need to speak with the B2B team

One message per line. Use at least two natural variations, including different wording

10f 20 intents - Parameters become conversation variables automatically

Figure 10. An intent with its description and example messages.

Spire Bot Assistant

The assistant drafts changes for you. Open it from the right edge of the canvas and describe what you
want: a new flow, a change to a step, or an API to add. You can also paste a cURL command.
» Start from one of the suggested prompts, or type your own.

» Attach up to 5 Markdown or text files (.md, .txt) with the paperclip, or drop them on the prompt box, to
give longer requirements. Files stay attached until you remove them.

» Attached files are context only. Paste a cURL command into the prompt itself to create an API, and
keep passwords and keys out of attached files.

» Use Assistant options to limit what it may change.
» Review each proposal before you apply it. Proposals change the draft only; publishing stays with you.

» Validate and test the result as you would any flow built by hand.
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spirebot

FLOW DESIGNER
MENU < . : * Autolayout ¢ Intents  {} Variables
Welcome & routing

88 Dashboard

Allbots

- 100% + {3 88

Start

CURRENT BOT 4

" Conversation start
Desian

New storefront conversation [E Textresponse

APIs 5 ‘Welcome to Luma Market

Translations ' Hil 'm Lumi, your Al shopping
a nt. '+ \nTell me what you
Scripts wantto see in natural language
for example, *l want to see
Knowledge iPhones.

Untrained queries
Deploy
Conversations
Analytics
Releases

Bot settings

Audit log

8 Global settings v

Alex Morgan
guide.capture@example.

Figure 11. The Spire Bot Assistant beside the canvas.

Design guidelines
Do Avoid

Name flows and steps by  Hiding business rules in message text.
outcome.

Ask one question at a Loops without a retry limit.
time.

Confirm important writes  Assuming an API always succeeds.
or transactions.

Give every branch an Collecting data that is not required.
Else or fallback path.

End with a result and the Leaving steps disconnected from the entry.

next available action.
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& Workspace / LumaMarket — Ecommerce Concierge e Saved

© validate P Test < Publish ENEEC)

s FLOW COPILOT

Spire Bot Assistant s

£ Workingin Welcome & routing
o New assistant session < +
CONVERSATION ~ Memory saved

@ Tell me what customers should accomplish,

paste one or more cURL requests, attach
Markdown or text files for extra context, or ask
me to update several flows. I'll remember this
session and prepare a proposal for review.

TRY A STARTER

Create acustomer support flow with self-
service and agent handoff

Ed

& Paste a cURLrequest and create an API-
: backed order flow

4 Update the welcome and support flows witha
" shared confirmation step

Describe flows, APIs, paste cURL, or attach .md / .txt



CHAPTER 5

Content and data

Connect the bot to your systems and documents, and prepare its content for every language
you serve.

API connections

A connection stores the base URL and credentials for one external service. Connections belong to the
workspace, so every bot can use them, and credentials are never copied into a bot.
1. Open Global settings — API connections.

2. Select Add connection.

3. Enter the name, base URL, and authentication details, then save.

» Use the narrowest base URL and the minimum permissions the bot needs.
« Authentication and custom headers are encrypted when stored.

» Select Edit to change a connection.

NOTE
Connections are managed by API Integrators and Administrators. Other roles do not see Global

settings.
splrebot GLOBAL SETTINGS

API connections
MENU <

Manage shared endpoints and credentials for the entire workspace. Every bot can use these connections from

P i & Refresh
99 Dashboard its APl library. ~
€ Studio v i

Workspace-wide
© ’ Vel

Connections are not copied into bots. Bots store only the selected connection ID.

&3 Global settings

I

(A EETEEE Workspace connections ac

connection

Create a connection once, then select it from the APl library in any bot. Authentication and custom headers are encrypted at

69 Agentinbox rest

\ Administration v Dummy API
A Administrati o y SHARED 2 Edit

https:#/dummyjson.com/ - No authentication

® Help&docs
DummyJSON Commerce (sample)
SHARED Z Edit

sdldummicon camlNa authantication

Figure 12. Workspace API connections.

API library

Define each request once in the bot’s APIs section, then pick it in any API Call step. Changing a saved API
updates every step that uses it.

1. Open APIs in the bot menu and select New API.

2. Enter a name, choose a folder, and choose the connection.
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3. Set the method, the path and query, the timeout, and, if needed, the request body and headers. Use
Insert variable to add conversation values.
4. Test the API with sample values. Check the status and the shape of the response.

5. In the flow, add an API Call step, select the saved API, and connect both its Success and Failure

branches.

» New folder groups related requests.
e Import from cURL: paste a cURL command to fill in a request. Credentials and secret headers are left
out on purpose; add them to the workspace connection.

» Map only the response fields the conversation needs.

NOTE

Creating, changing, and testing saved APIs needs the API Integrator or Administrator role. Bot
Designers can open the library and use any saved API in an API Call step, but cannot change it. An
assistant proposal that adds or changes an APl is also refused for a Bot Designer.

& Workspace / LumaMarket — Ecommerce Concierge e Saved  Published v16 © Validate P Test <7 Publish AT G

spirebot
BOT INTEGRATIONS
MENU <
APl library
oo
ao Dashboard Organize APIs in folders, update them once, and jump to every canvas usage. New folder w7 e

€3 Studio ~
i (1]

Search AP Find all matching products
Q Searc ° GET 9P I'ed </s X Delete

Allbots canvas use - changes sync automatically
FOLDERS
CURRENT BOT
. 88 AllAPIs 5 APl name Folder Connection
Design
IS o O Unfiled : Find all matching products Unfiled < DummyJSON Commerce (samp..
Translations SAVED APIS sofs ~ Description
Scripts . Find all matching p... Migrated from an existing canvas API step.
it 1use
Knowledge products/search?q={..
%

Untrained queries ceT Fetch matchingmo... .

products/search?q={... Method Path and query Insertvariable ¢ = Timeout (ms)
Deploy

Fetch laptop comp... GET s 2a=({ai imit=2
Conversations = X products/search?q={{ai_route.searchTerm} } &limit: 6000

products/category!/la...

) tior

Analytics \der]

Fetch complete pr... !

GET 1

Releases L

products/category/ { Request body Insert variable ¢
Bot settings Get DummyJSONc...

(E=1 carts/{{order_id]} 1t {"order_id":"{{order_id}}"}
Audit log -
Alex Morgan [ y

guide.capture@example....
oinsert it at th or, or tyf { tion. iable}} pl

Figure 13. The API library with a saved request open.

Scripts

A script transforms data inside a flow, for example picking one value out of an API response. Open
Scripts in the bot menu, select New script, and write JavaScript in the editor. Then use it in a Run Script
step.

» The Variables button lists the conversation variables you can read.
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Under Test script, enter sample variables as JSON and select Run test to see the output.

Keep scripts small and predictable. Scripts cannot use the network, files, modules, environment
variables, dynamic code, or asynchronous work.

4 Workspace / LumaMarket — Ecommerce Concierge e Saved  Published v16 © Validate P Test <7 Publish At o

spirebot
NODE.JS SCRIPTS

Scriptlibrary

Write reusable session logic with JavaScript IntelliSense, then test it against sample session data. ~ DEnyesi
& Studio ~
SAVED SCRIPTS 3/50

MENU <

88 Dashboard

Script name

All bots (1

b Read selected product .. Read selected product price {} variables /" Fullscreen X Delete
CURRENT BOT 0 flow uses
Design 0 Normalize natural prod... ® JavaScript IntelliSense

s>

0 flow uses
APIs 5 1 // Normalize the selected product price for the condition step.
. <> Select requested comp... 2 return Number (selected_product?.price ?? 0);

Translations 1 flow use:
Scripts
Knowledge

Untrained queries
Deploy
Conversations
Analytics
Releases

Bot settings
Audit log

108 /20,000 characters JavaScript diagnostics and variable types are active

Alex Morgan [

A
uide.capture@example... Test script
¢ ? o - [P » Runtest
Run this draft in the same restricted environment used by your fiow.

Figure 14. The script library with the editor and test panel.

Knowledge sources

Knowledge sources are the documents the bot answers from in a Knowledge step.

1.
2.

Open Knowledge in the bot menu and select Add source.

Upload a document or paste text, and give it a clear title.

. Wait until the source shows as ready.

Upload focused, current documents. Separate policies by audience, region, or product when needed.

Write a guarded response for the case where no reliable answer is found.
Test questions that are answered, ambiguous, and out of scope.

Replace or remove out-of-date sources as part of content review.

Spire Bot User Manual
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& Workspace / LumaMarket — Ecommerce Concierge e Saved  Published v16 © Validate P Test <7 Publish AT G

spirebot

LUMA MARKET — ECOMMERCE CONCIERGE
MENU <

Knowledge sources O Refresh

oo
go Dashboard Manage this bot and review its recent activity.

€3 Studio ~
Sources
All bots + Add source
Upload documents or paste text to ground LLM answers and citations.

CURRENT BOT
Luma Market — Shipping & Delivery

Design 640 characters - ready °
APIs 5 Luma Market — Returns, Refunds & Warranty @
i 766 characters - ready
Translations
Luma Market — Payments, Orders & Support
Scripts 8 W

691 characters - ready

Knowledge

Untrained queries
el quert B Searchis tenant and bot scoped. Retrieved document text is treated as untrusted content.

Deploy
Conversations

Analytics

Figure 15. Knowledge sources for a sample bot.

Translations

The Translations section lists every customer-facing text in the bot. The source language stays the text
you see in the designer.
1. Select Add language and choose the language.

2. Enter the translation beside each source text. Use the search box, or the Missing and Needs review
filters, to find what is left.

3. Keep every {{variable}} placeholder unchanged in the translation.

» Detect language switches the conversation to the customer’s language once it is recognised with
confidence.

» Require complete translations blocks publishing while an enabled language has missing text.

Spire Bot User Manual



& Workspace / LumaMarket — Ecommerce Concierge e Saved  Published v16 © Validate P Test

spirebot
BOT CONTENT

Translations
oo
oo Dashboard Edit every customer-facing string in one place. English remains the source text used by the flow designer.
@ st
SOURCE LANGUAGE Detect visitor language Require complete translations
All bots English en Switch after the visitor types a confidently O Block publishing while enabled languages
detected language have missing text.
CURRENT BOT
Design
No translation languages added yet.
APIs 5
IS EEED 9 B 0 0 of 95 translated
Source strings Select alanguage Need review '
Scripts
Knowledge Q Search source text, translations, flows, or components All  Missing  Needs review
Untrained queries ENGLISH SOURCE TRANSLATION
Deploy Wel & routi i
lelcome & routing H
N New storefront conversation {
Conversations Conversation start + Add alanguage to translate
Component text 4
Analytics
node:start-entry:body
Releases
Bot settings Welcome & routin 3(
9 Hi! 'm Lumi, your Al shopping assistant. - \nTell me ! "
Audit log Welcome to Luma Market what you want to see in natural language—for ARl e e
Component text example, “| want to see iPhones.” 4
node:start-welcome:body
Alex Morgan

53
guide.capture@example....

Welcome & routi {
elcome froliting What can | find for you today? !

Figure 16. Translations, before a second language is added.
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CHAPTER 6

Bot settings

Bot settings control how the bot behaves outside any single flow. Select Save settings after
every change.

Luma Market — Ecommerce Concierge

Publishedvis @ Validate (B Test Publish NENSEEC]

spirebot

LUMA MARKET — ECOMMERCE CONCIERGE
MENU <

Bot settings O Refresh

0g
Dashboard
o8 Configure bot behavior and data handling.

@ studio

Allbots Botname
CURRENT BOT Luma Market — Ecommerce Concierge
Desian
Defaultlocale
APls 5
en
Translations
Scripts Session timeout (minutes) Transcript retention (days)
60 30

Knowledge

Untrained queries Store conversation transcripts for support and analytics

Deploy
Conversations
Conversation behavior
Analytics
Choose what the bot does when a chat closes, when it does not understand a reply, and when the user goes quiet.
Releases
——_— 1 Trigger fiowon chat close
Runs when an agent resolves the chat or the visitor ends it,for example a satisfaction survey. Not set by defaut.
Auditiog
Flow torun
&3 Global settings v Not set s
63 Agentinbox
Fallback
A Administration v ]
r s sent when the bot cannot understand a reply, or when a step fails. Optionaly continue ina dedicated flow.
@ Help&docs Fallback message

I'm sorry—I couldn't complete that sample request. Try another option or ask
Customer Care.

Flowto run after the message

Not set ¢

@© Inactivity timer
When the user does not reply within the chosen time, the bot runs a fiow once. The timer restarts after their next message.

() Trigger a fiow when the user s inactive

[e) Sentiment
Detects the customer's mood from recent chat history: very happy. happy, neutral, angry o very angry. Shown to agents and available in flows as
{{sentiment}). Requires a configured Al model.

O Detect customer sentiment.

@ Customermemory

facts, issues. Usedin Al shown to agents. and avallable in fows
as ({memory.summary]} and {[customer.returning} }. Updates afte per

O Remember customers
@ Delete all customer memory

AlexMorgan

A (54
quide capture@erample

Figure 17. Bot settings and conversation behavior.

General
Setting Purpose
Bot name The name shown in the workspace.
Default locale The language used when no other applies.

Session timeout How long a quiet conversation stays open.
(minutes)

Transcript retention How long stored transcripts are kept.
(days)
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Setting

Store conversation
transcripts

Purpose

Keeps transcripts for support and analytics. Turning it off also stops the collection
of untrained queries.

Conversation behavior

Option
Trigger flow on chat

close

Fallback

Inactivity timer

Sentiment

Customer memory

IMPORTANT

What it does

Runs a flow when an agent resolves the chat or the customer ends it, for example a
satisfaction survey. It does not run when a flow reaches its own End step or when a
session times out.

The fallback message is sent when a reply to a menu, buttons, or carousel is not
understood, or when a step fails. You can also choose a flow to run after the
message.

Runs a flow once when the customer has not replied for the chosen time, from 10
seconds to 24 hours. The timer restarts after their next message.

Classifies the customer’s mood as very happy, happy, neutral, angry, or very angry.
Agents see it in the inbox, and flows can branch on {{sentiment}} . It needs a
configured Al model.

Remembers each customer across conversations: facts, preferences, and past
issues. Al answers use it, agents can see and correct it, and flows can read values
such as {{memory.summary}} and {{customer.returning}} . It needs
stored transcripts and a configured Al model. Delete all customer memory clears
it.

A flow chosen in Bot settings runs only after it is published. If the selected flow exists only in the

draft, the settings page warns you.

Spire Bot User Manual
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CHAPTER 7

Validating and testing

Validation checks the structure of the draft. Testing checks how it behaves. Use both before
every release.

Validate the draft

Select Validate in the top bar. The report lists every issue, such as a missing entry step, a disconnected
step, an invalid branch, an undeclared variable, an incomplete translation, or an action that is not
configured. Fix each one and validate again until the report says the draft is ready to publish.

FLOW VALIDATION

Ready to publish

v

All flows are valid

No structural or configuration errors were found in this draft.

Close < Publish

Figure 18. A validation report with no issues.

Test in the draft playground

Select Test in the top bar. The playground opens in a new browser tab and runs the draft, not the
published version.

« Chat with the bot on the left, exactly as a customer would.

» The Run trace on the right lists each step with its status and duration. Select a step to inspect its
values. API Call steps also show the request and response.

» Live API calls lists the saved APlIs the flow can call. When live calls are on, requests go to the real
services and may change real data.

» Reset conversation starts again from the first step.
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Test runs never create a customer conversation, and they are not counted in Untrained queries or

Observability.

< Designer

Luma Market — Ecommerce Concierge

* Usually replies instantly

Hi! I'm Lumi, your Al shopping assistant.
what you want to see in natural language—for example,

“Iwant to see iPhones.”

What can | find for you today?

Ask for any product, brand, or category.

Your answer.

DRAFT PLAYGROUND
. @ Draft preview - not published
Test LumaMarket — Ecommerce Concierge

) FLOW ACTIVITY
< * Waiting
Runtrace

Select astep to inspect its values. API Call steps also show the request and response.

Conversation start
v

, Naturaltyping pause

ms - completed

, Natural product request

0 ms- completed

INTEGRATIONS
Always on
Live API calls

This demo always sends AP Call nodes to their configured services using saved credentials. Requests may change external data, depending on the
configured method.

Find all matching products
GET - response variable catalog

Fetch matching model details

GET - response variable catalog

Fetch laptop comparison catalog
GET - response variable catalog

Fetch complete product category

GET - response variable catalog
Get DummyJSON cart
GET - response variable order_data

Figure 19. The draft playground with the run trace.

What to test
Case
Happy path
Wrong input
Empty result
Dependency failure
Fallback
Handover
Language

Channel

Spire Bot User Manual

Check that

The customer reaches the intended outcome.

The bot explains the expected format and lets the customer retry.
The bot says nothing was found and offers a next step.

An API failure follows the Failure branch and offers retry or a person.
An unrecognised reply gets the fallback message.

The Live Agent step reaches the right department.

Each enabled language reads correctly.

The conversation works in the real web widget or WhatsApp number.

25



IMPORTANT

Never build an endless retry loop. After a few failed attempts, change the interaction: show choices,
ask for less, or transfer to a person.

Spire Bot User Manual
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Publishing and deploying

Publishing creates a numbered release from the saved draft. Deploying makes that release
available on a channel.

Publish a release

1. Wait for the Saved status in the top bar.

2. Select Validate and resolve every issue.

3. Test the changed paths and their failure routes.

4. Select Publish. The draft becomes the live version at once.

5. Open Releases and confirm the new version.

Release history

Releases lists every published version with its date and note. The live version is marked Active. Each
conversation stays on the version it started with. To return to an earlier version, select Republish beside it.

. & Workspace / LumaMarket — Ecommerce Concierge e Saved  Published v16 © Validate P Test <7 Publish AT G
spirebot
LUMA MARKET — ECOMMERCE CONCIERGE

Release history O Refresh

Manage this bot and review its recent activity.

MENU <

88 Dashboard

€3 Studio ~

Allbots

Immutable published versions
Each conversation stays pinned to the release it started on
CURRENT BOT

Version16 ACTIVE
Design

11/16/2026, 8:59:19 AM - Published Welcome & routing
APIs 5
Version 15
) (C] . Republish
Translations 11/2/2026, 5:14:29 PM - Published Continuous Al shopping assistant
Seripts Version 14
O e e ohis o e ) ‘ Republish
Knowledae 11/2/2026, 5:04:43 PM - Refine iPhone search routing and result heading
Untrained queries Version 13
(C] o Republish
11/2/2026, 5:03:54 PM - Add Al category extraction and complete category browsing
Deploy
Conversations ® Version12 Republish
11/2/2026, 5:01:37 PM - Replace rule-based intent parsing with the structured-output Al Router component
Analytics
® Version 11 Republish
epublisi
Releases 11/2/2026, 4:41:23 PM - Per-component 10-turn Al conversation context P
Bot settings
Version 10
. (C)] Republish
Auditlog 11/2/2026, 4:38:21 PM - Grounded API fallback for matched product details
Version 9
® - N Republish
Alex Morgan 11/2/2026, 4:37:20 PM - Published Welcome & routing
A (&3
guide.capture@example....
Version 8
C] Republish

Figure 20. Release history.

Deploy to web chat

1. Open Deploy in the bot menu.
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2. Under Allowed website origins, enter the addresses of the websites that may show the widget, one

per line.

3. Select Create deployment.

4. Select Copy embed and add the script to your website.

5. Select Test page to try the widget on a sample page.

Use the switch on a deployment to turn it on or off.

spirebot

MENU <

88 Dashboard

€3 Studio ~

All bots
CURRENT BOT
Design

APIs 5
Translations
Scripts
Knowledge
Untrained queries
Deploy
Conversations
Analytics
Releases

Bot settings

Audit log

Alex Morgan
guide.capture@example....

>

Figure 21. Channel deployments.

<&«

Workspace / LumaMarket — Ecommerce Concierge e Saved  Published v16 © Validate » Test <7 Publish At o

LUMA MARKET — ECOMMERCE CONCIERGE

Channel deployments O Refresn

Publish once, then connect the bot to web chat and WhatsApp Business.

Published v16
(%) LIVE

This bot has a published version available for new conversations.

Web chat
+ Create deployment
Create, customize, and embed a fioating chat launcher on your website

Allowed website origins

Chat withus
®  Created11/1/2026 - Version 16 @ Customize © Copy embed 7 Testpage @ O

1BWMNF5rqdA765m7qu8XBfnS6KmEH7Mn

Customer identity
Lety

rememb

bsit

1l the bot which logged-in customer is chatting, so customer memory follows them across devices. Without it, visitors are

Chat withus
Generate secret
dentity verification is off

WhatsApp Business

+ Add Metaaccount

Connect Meta Cloud API directly and deploy this bot to a business phone number.

Design the web widget

Select Customize on a web deployment. No CSS or code is needed, and the live preview updates as you

work.

Section

Brand preset

Colors

Header and messages

Icons

Layout

Spire Bot User Manual

Options

A coordinated palette: Spire Bot, Ocean, Emerald, Sunset, Rose, or Night.
Primary, Header, Surface, Bot message, and Visitor message.

Widget title, subtitle, message placeholder, and an optional launcher label.

Separate symbols for the bot and the launcher.

Light or dark theme, position at the bottom right or bottom left, size, and shape.
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<« Workspace | LumaMarket — Ecommerce Concierge ® Saved Publishedvis @ Validate [RCEE <7 Publish JETNSEECHEEE

@ spirebot
MENU < WIDGET CUSTOMIZATION
Design your chat experience X
88 Dashboard Use the controls noCSsS requi
€ Studio ~
Brand preset Live preview [=]
Allbots Start with a coordinated color palett
GURRENT BOT 4 ' 4 ' 4 ' 4 ' 4 @
Design spreEot | Ocear Emerald  Sunset Rose Nigh
APIs 5
Translations Colors
Scripts
Primary A8TASF  Head
— L
Untrained queries Surface #F6FBF7  Bot message i
Deploy

Conversations

Analytics Header and messages
Releases
Widget title Subtitie
Bot settings
Ghatwithus Typically replies instantly
Auditiog
@ Global settings v Write amessage. e.g Needneip?
63 Agentinbox
=
AR Administration v o
Boticon
® Help&docs
@ v o] & @ 2]
sot Sparkles Help !
Launchericon
@ o & @ 1]
Message Sparkles Helr !
Layout
Theme
Light Dark
A AlexMorgan o
quide capture@example. Position
Bottomriaht ottom

Figure 22. The widget designer with its live preview.

Customer identity

By default, web visitors are remembered per browser. To let customer memory follow a signed-in customer
across devices, select Generate secret under Customer identity and have your website pass a signed
customer ID to the widget.

Deploy to WhatsApp Business

Under WhatsApp Business, select Add Meta account to connect your Meta account, then choose the
business phone number to deploy to. Confirm templates, media, catalog assets, and channel limits before
you publish.

After every release

* Run a live test from the real channel: the start, one core outcome, one failure path, and a handover.
» Watch the first conversations and failures closely.

» Keep the previous version available so you can republish it if needed.
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CHAPTER 9

Live support

A Live Agent step places the conversation in a department queue. These tools help agents
pick it up, answer quickly, and leave a useful record.

Users and agents

Open Administration — Users & agents. The directory lists every account with its roles, departments,
and concurrent chat limit. Administrators and Security Admins control access from this page.

o Select Create user to add an account.

» Open a user’s row to change their roles, departments, or chat limit.

» Each agent can handle 1 to 100 chats at once. The default is 5.

spirebot

MENU <

88 Dashboard

3 Studio v
3 Global settings v
§3 Agentinbox

A Administration ~

Users & agents

@ Departments

© Chat tags

B Canned responses

A Observability

® Help&docs

Figure 23. Users and agents.

Roles

ADMINISTRATION

Users & agents

Create login accounts, assign workspace roles, and set live-support access.

Workspace users Assigned agents

P\l3 632

User directory

Administrators and security admins control access from this page.

Sam Rivera
S Owner  Supervisor
sam.rivera@example.com

Agent1
A Agent

agenti@example.com

Alex Morgan
A Bot Designer APl Integrator
alex.morgan@example.com

@& Manage departments

Active departments

1

Q Search users

Q

63 1department - up to 5 chats (9]

63 1department - up to 5 chats v

No agent access M

Under Workspace roles, tick every role the person needs. A user can hold several roles, and their access
is the sum of them. Leave all roles unticked for someone who only works in the Agent inbox.

Role
Administrator

Bot Designer

Spire Bot User Manual

What it allows

Everything: every bot, setting, user, department, and the Observability page.

The whole Studio: design, translations, scripts, knowledge, untrained queries,
testing, export, deploy and publish, conversations, analytics, and bot settings. API

configurations are read-only.
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Role What it allows

API Integrator Global settings (APl connections and WhatsApp accounts) and each bot’s APIs
section, including API tests. The rest of the bot is read-only.

Security Admin Users & agents and the audit log: create, edit, and remove users, assign roles, and
set department access.

Analyst Read-only access to bots, conversations, analytics, and untrained queries.
Agent Set per department. Works the Agent inbox for those departments.
Supervisor Set per department. Everything an Agent does, plus the team view, chat tags, and

canned responses for those departments.

» Give one person Bot Designer and API Integrator together if they both build flows and configure
APlIs.

» Only an Administrator can grant the Administrator role or change an administrator’s account. A
Security Admin cannot.

» The workspace Owner is the account the workspace was set up with. It always has full access and
cannot be edited or removed.

» Arole change takes effect the next time the user loads a page. They do not need to sign in again.

» Importing a bot replaces its API configurations, so it needs Bot Designer and API Integrator together, or
Administrator.

Departments
A department is a group of agents that receives handovers. Open Administration — Departments.

1. Enter a name and description, then select Create department.
2. Select the department in the list.

3. Give each member the Agent or Supervisor role.

4. Select Save roles.

Only Administrators create and edit departments. Security Admins can still place a user in an existing
department from Users & agents.
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spirebot LIVE AGENT

& Dashboard 6o Open Agent Inbox
Departments and roles

MENU <
89 Dashboard Departments B2C Team -
Route handovers to groups of agents: Choose who ¢ “ess this department in Agent Inbox.
€3 Studio v
Agent1
Name A 9 Agent <
3 Global settings v gentl@example.com - member
Customer Support
i Alex Morgan
ﬂ Agentinbox Description A . 9 , Supervisor <
guide.capture@example.com - admin
R( Administration ~ Handles product and account questions
Sam Rivera
S m.rivera@example.com - owner - Included Supervisor
Users & agents P i

@ Departments + Create department

© Chat tags

B Canned responses B2C Team

A Observability

® Help &docs

Alex Morgan
guide.capture@example....

(&3
Figure 24. A department and the roles of its members.

The Agent inbox

You need an Agent or Supervisor role in at least one department to open the Agent inbox.

View Shows

Queue Handovers waiting for an agent in your departments.
My chats The chats you have claimed, with your current load.
History Resolved conversations and their tags.

Team The agents in your departments.

1. Open Queue and select a waiting conversation to read its transcript.
. Select Claim to take it. Claim is disabled when you have reached your chat limit.

. Reply to the customer. Type / to insert a canned response.

AoOWDN

. Select Resolve when the issue is closed, then choose tags in the picker that opens.

e The bell button turns on desktop alerts for new handovers.
» Your load, for example “2 of 5 chats”, is shown at the top of the inbox.

» When sentiment and customer memory are on, the inbox shows the customer’s mood and what the
bot remembers about them.

Spire Bot User Manual
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Agent Inbox

6 Live customer support
>
£ Queue
oo
oo
69 Mychats 0/5
&
& O History
g" feam
I © Chattags
® [E Canned responses
DEPARTMENTS
® B2C Team supervisor
A

LIVE SUPPORT

Waiting conversations

Pick up new handovers as they arrive

©

Nobody is waiting

New department handovers will appear au

Figure 25. The Agent inbox with an empty queue.

Chat tags

63 0of5chats JAY 3 Refresh

63

Select a conversation

Its transcript and live messages will appear

here.

Supervisors and Administrators manage tags under Administration — Chat tags. Create a category, such
as Issue type or Outcome, then add tags to it. The page shows how many chats use each tag.

spirebot

MENU <
88 Dashboard
€3 Studio v
3 Global settings v
69 Agentinbox

A Administration ~

Users & agents

@ Departments

© Chat tags

[ Cannedresponses

- Observability

LIVE SUPPORT

Chat tags

Group tags into categories. Agents apply them to a chat after the conversation ends.

New category

For example: Issue type, Outcome, Product

2categories - 4 tags

B2B Customers
2tags

© Angry Customer

© ex-customer

Add atag

Figure 26. Tag categories and their tags.

Canned responses

lchat ¢

lchat &

+ Addtag

B2C Customers
2tags

© postpaid customer

© prepaid customer

Add atag

Canned responses 69 Agentinbox

7 W

Notusedyet jof

ichat /2 @

+ Addtag

Saved replies are managed per department under Administration — Canned responses. Select New
response to add one. In a chat, type / to filter by shortcut, use the arrow keys to choose, press Enter to

Spire Bot User Manual
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insert, and Enter again to send.

spirebot LIVE SUPPORT
Cannedresponses

MENU <
Saved replies for each department. Ina chat, agents type / and the shortcut to

85 Dashboard insert one

Chat tags 63 Agentinbox

& Studio v All departments o Q Search shortcut, title or message
3 Global settings v
69 Agentinbox

A Administration N E
No canned responses yet

Users & agents Create a saved reply so agents can answer common

questions in a few keystrokes.
@ Departments

© Chat tags

Figure 27. Canned responses, before any are saved.
NOTE

Customers can end a chat themselves with the End chat button in the web widget. Ending a chat, or
an agent resolving it, runs the close flow if one is set in Bot settings.

Spire Bot User Manual
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Operating and improving

Use what happens in production to decide what to fix next.

Conversations

Conversations in the bot menu lists recent conversations with their version, channel, time, and outcome.
Filter by outcome, and select a conversation to see the trace of the steps it ran. Sensitive values are
removed from the trace.

. 4 Workspace / LumaMarket — Ecommerce Concierge e Saved  Published v16 © Validate P Test <7 Publish At o
spirebot
LUMA MARKET — ECOMMERCE CONCIERGE

Conversations o Refresh

Manage this bot and review its recent activity.

MENU <

88 Dashboard

€3 Studio ~
Recent conversations

All bots Alloutcomes
Inspect version, outcome, and redacted execution traces.

CURRENT BOT
conv_fe368c01clic484eb
L]

: active
Design Version 15 - web - 11/2/2026, 5:41:52 PM
APIs 5 conv_87a98e40911944ec8
L] active
T ati Version 15 - web - 11/2/2026, 5:14:32 PM
ranslations
) conv_bf502ee971e64f969
Scripts [) active
Version 14 - web - 11/2/2026, 5:04:51 PM
Knowledge
9 conv_4f56d6c1c6bb4s3dd9
L] active
Untrained queries Version 13 - web - 11/2/2026, 5:04:05 PM
conv_634daa2d7d094e0fa
Deploy . - active
Version 12 - web - 11/2/2026, 5:02:26 PM
Conversations
conv_6da9cedf79244bcb "
" L] active
Analytics Version 10 - web - 11/2/2026, 4:38:36 PM
Releases conv_8112ae81c7234a8d8
L] active
Bot settings \ 9-web -11/2/2026, 4:37:28 PM
I
conv_9b27f2bcb0884780b
Audit log [ active
ersi 8- web - 11/2/2026, 4:37:11 PM
conv_32f97590400b41dfb "
L] active
AlexMorgan [ Version 8 - web - 11/2/2026, 4:37:04 PM
guide.capture@example....
conv_4d4aa9587d8f4438b
. active

Figure 28. Recent conversations for a bot.

Analytics

Analytics shows the number of conversations, how many completed, the completion rate, how many
failed, and how many unanswered questions are open, with daily volume for the last 30 days.
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spirebot

MENU <

88 Dashboard

€3 Studio ~

All bots
CURRENT BOT
Design

APIs 5
Translations
Scripts
Knowledge
Untrained queries
Deploy
Conversations
Analytics
Releases

Bot settings

Audit log

Alex Morgan

(£
guide.capture@example....

<&«

Figure 29. Conversation analytics.

Untrained queries

Workspace / LumaMarket — Ecommerce Concierge e Saved  Published v16

LUMA MARKET — ECOMMERCE CONCIERGE

Conversation analytics

See how people move through your conversations,

2
~ Conversations

29 2 6.9%

v Completed

Unanswered questions

(open)

Daily conversations

Last 30 days

© Vvalidate

A completion rate

£ Refresh

X Failed

1

A question appears under Untrained queries when the knowledge search finds nothing, when an answer

could not be verified against the sources, when an API returned no data, or when a reply was not

understood.

» Repeated questions are grouped and sorted by how often they were asked. Start at the top.

» Add answer saves a question and answer to knowledge. It is live at once.

» Add to intent adds the customer’s wording as an example of an existing intent. It takes effect after you

publish.

» Ignore removes spam and out-of-scope questions from the open list.

» A trained question that fails again returns to the open list.

» Administrators and Bot Designers can train the bot. API Integrators and Analysts can review the list.

Spire Bot User Manual
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& Workspace / LumaMarket — Ecommerce Concierge e Saved  Published v16 © Validate P Test <7 Publish AT G

spirebot
LUMA MARKET — ECOMMERCE CONCIERGE
MENU <
Untrained queries 3 Refresh

oo
ag Dashboard Questions the bot could not answer from its knowledge, API data or intents. Teach it the answer, then test it.

€3 Studio ~
All bots Openo Trained 0 Ignored 0 Allreasons < Q Search questions

CURRENT BOT

No unanswered questions yet. W

annot answer a customer, the g

ion appears here.
Design

APIs 5
Translations

Scripts

Knowledge

Untrained queries

Figure 30. Untrained queries, with no open questions.

Observability

Administrators open Administration — Observability for the health of the whole workspace. The page
refreshes every 30 seconds.

» Service health shows the database, cache, Al model, event delivery, and the background workers as
Healthy, Down, or Unknown.

» Errors can be filtered by period and by bot. Select a frequent error to see only its occurrences.

» Error history is kept for 30 days and never contains customer text or credentials.

spirebot ADMINISTRATION
Observability Upssearzouisru | Rofrosn
Service health, errors and outages across this workspace. Unanswered customer questions are
88 pashboard listed per bot under Studio — Untrained queries.
Service health 1service needs attention.
& Sstudio v
@ Global settings v Database @ Healthy Redis cache @ Healthy Almodel © Healthy

Respondingin1ms Responding Openal configured
63 Agentinbox

A Administration ~ Event delivery Channel worker ® Unknown Outbox worker ® Unknown

471 events undelivered; the oldest was queued Never reported. WhatsApp delivery and Never reported. Event delivery to Kafka

Users & agents 27 daysago inactivity timers.

@ Departments

© Chat tags Retention worker @ Unknown Memory worker @ Unknown
® Canned responses Never reported. Session timeouts and data Never reported. Customer memory updates
retention. after each conversation

A Observability

Period Bot
® Help&docs
Last 24 hours o Albots °
Errors Conversations affected Conversations with an error
0 0 0%
last 24 hours of 2active last 24 hours
Errors over time Per hour By type Where the errors came from
© Nothing to show
No errors in this period
Most frequent errors Selectarow to show anly its occurrences below,
No errors i this period
Recent errors Latest 100, newest irst.
A AlexMorgan o

quide.capture@example. ©

Noerrorsin this period

Figure 31. Observability. In this example, event delivery needs attention.

Spire Bot User Manual 37



NOTE

Unanswered questions and outages are kept apart. A question the bot could not answer is a training
gap and goes to Untrained queries. A failed API call, model error, or timeout is an outage and goes to
Observability.

Audit log

Each bot keeps an Audit log of who published, resolved, tagged, or changed something, and when. It is
visible to Administrators and Security Admins, and it records every role change.

. & Workspace / LumaMarket — Ecommerce Concierge e Saved  Published vi6 @ Validate P Test < Publish - NSENCREES
spirebot
LUMA MARKET — ECOMMERCE CONCIERGE

Audit |Og & Refresh

Manage this bot and review its recent activity.

MENU <

88 Dashboard

€3 Studio ~

release.published

All bots (]
guide.capture@example.com- bot bot_9dacll 7a747639e55 - 11/16/2026, 8:59:19 AM
CURRENT BOT
handoff.tagged
Design © . 6 & . -
q sam.rivera@example.com - handoff handoff_446dec6583224al 67c22a99209806 - 11/16/2026, 8:45:42 AM
APIs 5 handoff.resolved

e.com-h

67c22a99209806 - 11/16/2026, 8:45:28 AM

. doff handoff_446de
Translations

tag.created

Scripts @
sam.rivera@example.com - tag tag_d62606dd 54d7d98c4d7clatabe2cf - 11/16/2026, 8:45:13 AM
Knowledge
q o tag.created
Untrained queries sam.rivera@example.com - tag tag_e04797cf5ed843a0afd05c80ad062b6a - 11/16/2026, 8:45:08 AM
Deploy ° tag_category.created

sam.rivera@example.com

ory tageat_ac1fO5adedal4c2fb616a923a6825478 - 11/ 8:45:03 AM

Conversations

o handoff.tagged
Analytics sam.rivera@example.com - handoff handoff_219522ea6e424ed187dc1c2ab9cc39d3 - 11/16/2026, 8:44:38 AM
Releases o handoff.tagged
sam.rivera@example.com - handoff handoff_35ef686! 11/16/2026, 8:11:09 AM
Bot settings
_ handoff.resolved
Audit log (]
ample.com - handoff handoff_35ef686: 4e50 16/2026, 8:11:05 AM
o tag_category.updated

Alex Morgan [ sam.rivera@example.com
guide.capture@example....

ory tageat_2bfe53836044409786d29069310148€3 - 11/16/2026, 8:10:50 AM

tag.created

Figure 32. The audit log for a bot.
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CHAPTER 11

Security and governance

Use the least data, access, and retention the bot needs to do its job.

Area

Secrets

Access

Data

Change control
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Practice

Keep credentials in APl connections. Never put tokens, passwords, cookies, or
private keys in messages, variables, scripts, URLSs, or step headers.

Give each person only the roles their job needs, and combine roles rather than
granting Administrator. Keep Administrator to a small group. Review roles and
department assignments regularly.

Collect as little personal data as possible, choose transcript storage and retention
deliberately, and keep sensitive values out of traces and release notes.

Use validation, versioned releases, and the audit log. Have a second person review
high-risk changes.
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CHAPTER 12

Troubleshooting

Start with the visible symptom, then narrow the problem down.

Symptom

A menu item or bot
section is missing

Changes to an API are
not saved, or you see
“API configurations are
read-only for your role”

“Your role can view this
bot but cannot change
its design”

The bot cannot be
published

An API step follows the
Failure branch

Knowledge returns a
guarded response

A value is missing or has

the wrong type

Untrained queries stays
empty

A trained question is still

not answered

Observability shows a
worker as Down or
Unknown

A close, fallback, or
inactivity flow does not
run
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What to check

The menu follows your roles. Ask an Administrator or Security Admin to check the
roles on your account.

Saved APIs need the API Integrator role. Ask an API Integrator to make the change,
or ask for that role.

Your roles allow reading the bot only. Flow changes need the Bot Designer role.

Open the validation report and work through each issue: one Start flow, one entry
per flow, connected steps, valid branch targets, declared variables, complete
translations, and a staffed department for Live Agent steps.

Inspect the error in the run trace. Check the workspace connection, the request
path, the variables, the expected status, the response mapping, and whether the
remote service is available.

Confirm that a relevant, current source is ready. Test a specific question and
improve the source wording. A guarded response is correct when the evidence is
not sufficient.

Check where the variable is declared and assigned. Review the input, APl mapping,
Set Variable, Al Router, or script output in the trace.

Check that transcript storage is on in Bot settings. The list fills only from live
conversations, not from the playground.

If it was added to an intent, publish the bot first. If it was added as an answer, add
another answer that uses the customer’s own wording.

Unknown means the worker has not reported yet; Down means it has stopped. Ask
your administrator to start the workers. Without the channel worker, WhatsApp
messages are not delivered.

Confirm that the flow is selected in Bot settings and is part of the published release.
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Symptom

An agent cannot claim a
chat

The Agent inbox says
“Agent access required”

The draft works but the
live bot does not
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What to check

The agent has reached their concurrent chat limit. Resolve a chat, or raise the limit
under Users & agents.

Ask an Administrator or Security Admin to give you the Agent or Supervisor role in a

department.

Check that the intended version was published and that the deployment is
switched on. Then check the embed script or WhatsApp number and test from the
real channel.
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CHAPTER 13

Launch checklist

Complete this review for every meaningful release.

Design
(1) Goals and boundaries are documented.

(1) Every path ends, recovers, or hands over.

() Messages are concise and suit the channel.

Configuration

(1) Variables, languages, fallback, and conversation behavior are correct.

() Knowledge sources and connections are current.

() Secrets are stored only in APl connections.

Quality

(1) Validation reports no issues.
(1) Happy, wrong-input, empty, failure, and handover paths pass.

(1) Traces and messages reveal no sensitive data.

Release

(1) The release note and owner are recorded.
() The deployment works in a test from the real channel.
(1) Observability shows every service and worker as healthy.

() Someone owns the Untrained queries review.
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