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Package Installation
1. Go to Salesforce AppExchange.

2. Search for Hyro.
3. Click ‘Get it now’.
4. |Install in a new trial org or use your existing Salesforce credentials to log in.
5. You'll be redirected to the package’s installation screen:
a. Choose ‘Install for Admins Only’
b. Check the checkbox on the bottom of the window
c. Click Install
Install HyroApp
By Hyro
. Install for Specific
o Install for Admins Only Install for All Users Profiles...
A You're installing a Non-Salesforce Application that is not authorized for distribution as part of Salesforce’s AppExchange
Partner Program. @
| acknowledge that I'm installing a Men-Salesforce Application that is not authorized for distribution as part of salesforce's AppExchange Partner

Pragram.

d. Check the checkbox to grant access to all required trusted sites and click
‘Continue’.
i. Trusted sites are the Hyro apps backend service and Hyro’s
authentication service (auth0)
e. The installation will now begin. This might take a few minutes, you’ll receive an
email once the installation is completed.
f. To validate the package installation:
i. Goto Setup
ii. Search ‘Installed packages’ in quick find
iii. Under ‘Installed Packages’, search for Hyro.


https://appexchange.salesforce.com/

Package Setup

Prerequisite
Create a Hyro Integration User:

The integration user will be used for setting up the virtual assistants, fetching knowledge
articles, and to query Salesforce standard and custom objects and fields

The integration User should be assigned with the permission set “Hyro Integration”

Add the Hyro Admin Permission Set:

1. Click on the gear button at the top right corner.
pr——
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Click Setup

Type ‘users’ in quick find

Select the user you’d like to set up with the admin permissions for the Hyro package
Scroll down to Permission Set Assignments and click ‘Edit Assignments’

Mark ‘Hyro Admin’ permission and click ‘Add’ button

Once the permission set has been added under ‘Enabled Permission Sets’ box, click
‘Save’.

NouhswnN

Configuration Page
1. Click the App Launcher button at the top left corner

Setup Home  Object Manager v
™ el Eindl _ I [

2. Click ‘View All’
3. search for Hyro and select Hyro admin setup




 Documentation & Logs

hyro

4. Hyro admin setup includes the following settings:

a.

Permission Sets: Click ‘Set up permissions’ to be redirected to Salesforce setup’s

permission sets page. There are 3 Hyro-related permission sets:

Hyro Admin: Provides maximal access to system'’s features, including the
configuration page itself and the ability to set up new virtual assistants.

Hyro Analyst: Includes access to the assistant object and insights.
Hyro Agent: Provides access to the assistants objects only.

Hyro Integration: Integration user will be used for initiating the
assistants, fetching knowledge articles, and querying the Salesforce
object model.

Note: Only 1 user should own the ‘Hyro Integration’ permissions.

b. Connected App: Click ‘Configure connected app’ to be redirected to Hyro’s
connected app page:

C.

d.

On the connected app page, click ‘Edit Policies’

In the ‘Permitted Users’ dropdown, choose ‘Admin approved users are
pre-authorized’.

Click Save.
Scroll down to the ‘Profiles’ list and click ‘Manage Profiles’.

Choose the profiles of the Hyro integration user.

Set up Hyro Assistants: Click ‘Setup Assistants’ to be redirected to the assistants’

list view. You can view existing assistants and create new ones. See further
information under ‘Create New Assistant’.

Activate/Sync Assistants: Clicking ‘Activate/Sync Assistants’ will send a callout to

Hyro that will update existing assistants that were modified and activate new
assistants.



i. After clicking the button, all new assistants’ status will change from
‘Draft’ to ‘Pending’

ii. Sync requests may take up to 48 hours to be completed.

iii. Aslong as the request is being processed, the button will not be
clickable.

iv. Assoon as the request is successfully completed, all new assistants’
status will be changed from ‘Pending’ to ‘Active’. If something goes
wrong, the status will change to ‘Error’ and an error message will be
displayed for each assistant object..

App Launcher

o All Apps

Create New Assistant
1. Go to the assistants’ related list and click ‘New’. Fill in the following fields:
2. Website URL: Insert the website/server URL to which you want to connect the assistant.
3. Knowledge Base: Includes 4 checkboxes identical to the standard checkboxes on the
Knowledge Base object. Check the checkboxes you’d like your assistant to refer to when
processing Knowledge Base records.
4. Live Agent:

a. Enable Live Agent: enable live agent functionalities — the assistant will be able
to transfer a customer’s request to a live agent in case it wasn’t able to help the
customer.

i. In case checked, the following 3 fields are required.
ii. To enable live agent, configure in advance Salesforce Omni Channel,
enable Salesforce chat, and deploy new chat.

b. Live Agent URL: Insert the chat APl endpoint. You may find the URL in Setup
Chat Settings.

c. Live Agent Deployment Id: Insert the configured chat’s deployment id. You may
find it in Setup @ Deployments


https://help.salesforce.com/s/articleView?id=sf.service_presence_intro.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.live_agent_enable.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.live_agent_create_deployments.htm&type=5

SETUP

Deployments

Chat Deployments

~ Agent Configuration
Chat Deployment Name
Developer Name
Chat Window Title
Allow Visitors to Save Transcripts
Allow Access to Prechat AP
Permitted Domains
Branding Image Site
Chat Window Branding Image
Mobile Chat Window Branding Image

Chat Setup Fiow
ve_agent_setup_now
Live Chat

Deployment Code

Copy this code and paste & into each web page where you want to deploy Chat

<script lype=Texujavascript SIC="nitps //c.1a1-c2-402 Salestorceliveagent Comicontentgs/58.0/cepioyment js™> </scnpt>

<script type=Textjavascripr>

veagent nk(hitps /id la1-c2-lo2 salestorceliveagent comvehat, FIZELUNIIENINT, '00D8e0000005gyD’);

</script>

d. Live Agent Button Id: Insert configured button id. This is the id following the

deployment id.

SETUP
E Deployments

Chat Deployments

Agent Configuration
Chat Deployment Name
Developer Name
Chat Window Title
Allow Visitors to Save Transcripts
Allow Access 1o Prechat API
Permitted Domains.
Branding Image Site
Chat Window Branding Image
Mobile Chat Window Branding Image

Chat Setup Flow
Ive_agent_setup_fiow
Live Chat

Deployment Code

Copy this code and paste & info each web page where you want o cepioy Chal

<SCTipt typesTextjavascriph>

</SCript>

<script type=Textjavascript’ src="https //c la1-c2-l02 salesforceliveagent comicontent/g/js/58 0/depioyment js*></script>

iveagent ink(Mtps /id la1-c2-lo2 salestorceliveagent comvchat', '5728€000000PDeR", (EINTRVVTVIIE)!

Add Assistant to Utility Bar

Adding Hyro Assistant on your lightning app’s utility bar will enable you quick and easy access

whenever needed. To do so, follow

Go to Setup.

the next steps:

Type ‘App Manager’ in quick find.
Find your app, and click the ‘Edit’ button on the app’s right dropdown.

ln.the Ann Settings meniion the richt Fnter ‘Ltilitv ltems’

SETUP
( Lightning Experience App Manager

New Lightning App | New Connected App

24 tems » Sorted by App Name  Filtered by All appmenuitems - TabSet Type

App Name | Developer Name v
2 Analytics Studio Insights
3 AppLauncher AppLauncher
4 Boltsolutions Lightninggolt

Description
Build CRM Analytics dashboards and apps
App Launcher tabs

Discover and manage business solutions designed for your industry.

| Last Modified..

1.8.2023, 13:08
182022, 12:08

1.8.2023, 1310

v ‘ App Type

v ‘ Visible... v ‘
v =

Lightning v -



ightning App Builder | %t App Se

App Settings Utility Items (Desktop Only)

App Details & Branding Give your users quick access to productivity tools and add background utility items to your app.

App Options

Utility Items (Desktop Only) Utility Bar Alignment @ | Default v

Navigation Items

) ) PROPERTIES 4 Remove
Navigation Rules hyrd| o ‘ History
User Profiles v Standard (0) v Utility Item Properties
Label o
V' Custom (0) History
Icon o
V' Custom - Managed (1) @ dock
Panel Width o
340
Panel Height o
N 480
v/ start automatically [:]

hyro
v Get Started with Hyro Conversational Al

Create the Hyro integration user and apply the integration permission set
Configure the connected app and define the integration user in its settings Configure connected app
Set up Hyro Assistants

v Activate Assistants

Sync Assistant settings & activate

v Documentation & Logs

Hyro conversational Al setup guide

Knowledge Base Setup
e Set Up and Configure Knowledge

e For the integration user you have set up, enable read access permissions for the
Knowledge object :

o Enable Read, View all permissions


https://help.salesforce.com/s/articleView?id=sf.knowledge_lightning_set_up.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.knowledge_lightning_set_up.htm&type=5

o Select all fields under Field Permissions | Read Access

Permission Set Overview > Object Settings - Knnwledge?

Knowledge | Save | Cancel|
Tab Settings

Available Visible

O Ol

Knowledge: Record Type Assignments
Record Types (] Assigned Record Types

FAQ

Object Permissions

Permission Name Enabled
Read
Create
Edit
Delete
View All
Modify All

o@/oo0o o

Field Permissions
Field Name [ ReadAccess () Edit Access

Answer O
Archived By

Archived Date

Article Archived By

Avrticle Archived Date

Article Case Association Count
Article Created By

Article Created Date

Article Number

Article Primary Language
Article Record Type

Article Total View Count



Experience Cloud Setup
Hyro assistant widget is supported also in public and authenticated Experience Cloud sites.

In order to use the Assistant Widget on your site:

1. Navigate to your site builder

2. Open the Components panel

3. Drag the Hyro Assistant component from the Components panel onto an editable area of
the page

4. After dragging, if you see a warning of Blocked URI as in the screenshot below, do the
following steps (Steps 5-7)

Can't Access Resources

Access to resources from an unapproved, external host violates the Content Security Policy (CSP).
To allow access to these resources, add the host to the list of trusted hosts in CSP Trusted Sites in

Salesforce Setup. More Details

Blocked URI: https://hyropublic.blob.core.windows.net

CSP directive: frame-src

Don't show me CSP violations

5. In Experience Builder, open Settings | Security & Privacy.

10



6. Click on Allow URL near the Hyro endpoint

Home A

Settings Secu rlty & Pl‘ivacy

General Manage the security and privacy settings of your site.

Th e .
eme Clickjack Protection

Languages
. Clickjack Protection Level
Navigation

Secure your site and help prevent user interface redress attacks by controlling where your pages can be framed on a
Mabile Publisher website. More Details
SEQ Allow framing by the same origin only (Recommended)

CMS Connect

Advanced Content Security Policy (CSP)

Security & Privacy

Security Level

Developer . o .. . . . L
Adjust your site's security by selecting the appropriate level of control over scripts and the communication between
compaonents. More Details

Updates

Strict CSP: Block Access to Inline Scripts and All Hosts (Recommended)

Third-party hosts required for non-script resources such as images, videos, and stylesheets must be added to your CSP Trusted
Sites in Salesforce Setup. More Details

CSP Errors

View and resolve resources that are blocked due to conflicts with your site’'s CSP settings.
Note: This page lists new CSP issues from the last 30 days.

Blocked Resource Resource Type Status

https://hyropublic.blob.core.windows.net frame-src Allow URL

Site Cookie Usage

11




7. Press on Allow button

Allow the blocked URL?

*URL
https://hyropublic.blob.core.windows.net

Note: Third-party hosts required for non-script resources such as images, videos, and stylesheets

are added to your CSP Trusted Sites in Salesforce Setup.

Reference:
1. Edit Pages and Components in Experience Builder -
https://help.salesforce.com/s/articleView?id=sf.community builder edit pages.htm&ty

pe=5
2. CSP and Lightning Locker in Experlence Bwlder Sites -

Assistant Sharing Settings
By default, the sharing settings for both web & voice assistants are set to public. In case they

need to be set to private, OWD settings must be updated accordingly. In that case, the
integration user must be granted with View all/Modify all permissions to both web and voice

assistant via custom permission set.

1. To change the OWD settings:
a. Go to Setup. Type ‘Sharing Settings’ in quick find box

o

LA}
2o Setup Home  Object Manager

Q, sharing settings SET
Hi

v Security

Sharing Settings
12


https://help.salesforce.com/s/articleView?id=sf.community_builder_edit_pages.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.community_builder_edit_pages.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.networks_security_csp_overview.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.networks_security_csp_overview.htm&type=5

b. Click ‘Edit’

SETUP
Sharing Settings

Sharing Settings

! This page displays your organization's sharing settings. These settings specify the level of access your users have to each others' data. Go to Background Jobs to monitortl"

Manage sharing settings for: [ All Objects v

Disable External Sharing Model

Default Sharing Settings

Organization-Wide Defaults Edit

O

c. Find web & voice assistants. For each, change the default internal access (left

column) to Private.

Route Location Public Read/Write ~ Public Read/Write v
User Identification Public Read/Write v
Voke sitn Publc ReadWits v
- Private
Public Read Only ]
Public Read/Write

User Visibility Settings

Portal User Visibility () | Site User Visibility (] |

d. Click ‘Save’

2. To add Read all/Modify all permissions:
a. Go to Setup. Search and enter ‘Permission Sets’ via quick find box
b. Click ‘New’
c. Provide a label and api name to the permission set. Click ‘Save’
d. Go to ‘Object Settings’

SETUP
Permission Sets

Permission Set
Hyro Integration

B [ Fina setings % | | [Clone | Manage Assignments | View Summary (Beta)

Permission Set Overview

Apps

Assigned Apps
Settings that specity which apps are visible in the app menu

Assigned Connected Apps
Seitings that specify which connecied apps are visible in the app menu

Object Settings

App Permissions
Permissions Lo perform app-specific actions, Such as "Manage Call Centers”

13
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e. Find web & voice assistants. For each, enter and add ‘read all’ and ‘modify all’
permissions

Test the demo assistant

1. Open the Hyro Console App from the Applications Menu

2. Select the Demo assistant HyroAssist-0000 from the list view of assistants

3. Review the Insights Panel as well as the Hyro assistant inside the utility bar on the
bottom of the screen.

o (" searen ] Fhaa?2za ®

Hyro Assistants Vv HyroAssist-0000|.. ~ % ¥ HyroAssist-0001[A.. v X

Assistant

HyroAssist-0000 [ Sharing [ Edit ‘ Change Owner ‘v]

Status Created By Last Modified By

Active , 8/12/2023, 12:28 AM , 8/12/2023, 12:28 AM
Insights Details
Created Date Created Day of Week  Location Path Topic v Information
Last 14 Days is any value is any value 1omago C

Assistant Name
HyroAssist-0000

Case Of Emergency My Brain

v Website URL

Information P Headache Valve
Disease Website URL
Heart

Headaches
The Site

v Knowledge Base

¢ | w Visihla In Intarnal Ann

14



Assistant

HyroAssist-0000

Q

& Hyro Assistant —

What can | help you with?

| have an emergency situation, what

should | do?

This chat is not intended for use
in medical emergencies or for
medical advice. If this is a
medical emergency, please call
911 for immediate medical

° attention.

[ Call an ] [ Start over ]

How can | help? e

15



Set Pll Field Mapping

When using either voice or web assistant, the patient may go through identification steps. After
going through the identification process, the patient’s details need to be verified in Salesforce
according to the stored data regarding the same patient. To set the relevant Salesforce object
and fields that will be used for patient’s identification, use the following settings.

1. Go to your voice/web assistant page.
2. Enter the ‘Pll Field Mapping’ tab.

Details Related Pll Field Mapping

Patient Identification is not enabled

» Patient Identification

3. Check ‘Enable Patient Identification’ Checkbox.
4. Fields mapping box will open. This box will include:
a. Salesforce objects picklist: choose the object to which you’d like to map values
to for identification.
b. Pll Properties & Salesforce Fields: for each SlI property, you can choose a
Salesforce field that will store the property’s value.
5. After setting an object and all relevant fields, go to ‘Hyro Admin Setup’ tab and click
‘Activate/Sync Assistants’. This will sync and update your assistant with the field mapping
you set.

[ a A @a?2ea @

o Hyro Wrordminsee | v | U Vel dom Vo v X

| hyro

16



Add Assistant Skills

Different assistants may include different capabilities. Add skills to your assistant to specify what
they can do.

1. Under the ‘Related’ tab, review ‘Voice/Web Skills’ (according to the type of assistant).
2. If you'd like to add a skill, click the dropdown button to the right side of the list and click

‘ 7

new.

@

Details Related Pil Field Mapping
Voice Skills (0) .

d

3. Inthe next window, choose the type of skill you want to add. Skill types differentiate
between the 2 different assistant types (voice/web).

New Voice Skill
* = Required Information
Information
Voice Skill Name
* Voice Assistant
ﬂ VoiceAssist-0000 x |
Type
~Mone-- v ‘
W —None--

Smart Transfer

SMS Deflection

Appointment Management

Appointment Scheduling

Prescription Refill

4. To save and sync the changes that were made and apply them to the assistant, go to the
‘Hyro Admin Setup’ tab and click ‘Activate/Sync Assistants’.

17



Conversation Summaries

When a conversation between an assistant (voice/web) is finished, a conversation summary is
automatically generated and received into Salesforce org via inbound integration.

The summary will store the following details regarding the conversation:

1. General Information:

a.

Voice/Web-Assistant: lookup to the assistant that was involved in the
conversation.

Provider Name.

Convo Summary.

Agent Transfer: checkbox. Will be ‘true’ in case the conversation was forwarded
to an agent.

2. \Verification:

a.

o

[ —

v Verification

Verified

Verification Info

PE—

First Name @

Aaron

Email @
aaron.gold789@gmail.com
Address @

284 Hackett Glens

SN ©

658-11-200(X

S®m ~o o

Verified: checkbox. Indicates whether the patient was verified during the
conversation.

Verified By

Verification Info: will include the patient’s info that was verified. These data will
be ciphered.

Date of Birth

First and Last Name

Email

Phone

Address

Zip Code

SSN

MRN

Verified By
4 Dan Stewarts

Date of Birth @

4 3/1/1987
Last Name @
s Gold
Phone @
' +1800564781
Zip Code @
s 82241
MRN @

s 62TCO5NU

18



3. Appointment Details:
a. Appointment Created? (checkbox)
b. Appointment Verified? (checkbox)
c. Appointment Rescheduled? (checkbox)
d. Appointment Start
e. Appointment Finish
4. User Sentiment: this field describes a general impression of the conversation in terms of
the patient’s satisfaction: positive, neutral or negative.
5. Knowledge Article Ids: this field stores the ids of the knowledge articles that were shared
with the patient during the conversation.
6. Goals Completion: will be represented as a related list, and reflect actions/steps that
were taken/achieved in the conversation and are defined as goals, such as: Finding a
provider, Appointment scheduling.

Conversation Summaries can be used not only for data storage, but also for automations. A
summary record creation can be used as a trigger for flows, and its values can be used for any
automation that might be necessary, based on your business requirements.

For example: If you use Field Service at your org, you can automatically generate a service
appointment record in case an appointment was created in the conversation.

Add Conversation Summaries to Cases
A sample use case that you might be asked to implement, is to link conversation summaries to
cases. To do so, follow the below steps:

1. Create a Case lookup field on Conversation Summary object:
a. Go to Setup > Objects Manager

EEE Setup Home Object Manager

SETUP
Object Manager

52+ Items, Sorted by Label

b. Search and enter Conversation Summary object

19



c. Go to Fields and Relationships and click ‘New’

P > OBJECT MANAGEF
a Conversation Summary

nnnnnnnnnnnnnnnnnnnnnnn

Date/Time

Choose field type ‘Lookup Relationship’ and click ‘Next’
Choose the object Case from the ‘Related To’ dropdown and click ‘Next’
f.  Provide the field a label and an api name. Follow the different settings in the
given screen and configure the field according to your specific requirements.
g. Choose the profiles that will have access to the field, and the level of access
(read only/edit)
h. Choose the Conversation Summary layouts in which the fields should appear
i. Choose the Case layout in which the related list with the related conversation
summaries should appear.
j. Click ‘Save’

2. Create a record-triggered flow, that runs on Conversation Summary creation, and
populates the lookup field with the relevant Id according to your requirements.

20



