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1. Introduction

This document contains all essential information for the user to make full use of ‘Customer
Support - Ticket Processing’ process template. It includes a description of the functions and
capabilities and step-by-step procedures for setup & configuration of the task bot template.

1.1 Overview

This template lets you build you an end to end process automation to efficiently process the customer
support tickets/cases.

1.2 Use cases

The key use cases include:

o A workflow using Generative Al to categorize support cases as well as look up recommended
knowledge base articles for resolution.
e Forms tasks allow agents to manually enter details as required.
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2. Requirements & Prerequisites

2.1 System Requirements

Enterprise A360 (Cloud deployed) and Community Edition device requirements.

Review the machine hardware specifications, operating system versions, and browser types
supported by Automation Anywhere Enterprise for creating and running bots and command
packages as an Enterprise A360 (Cloud deployed) or Community Edition user on your local
machine.

2.2 Prerequisites
e Ensure you have access to the packages used in the task bots.
e Permission and subscription to call the Generative Al actions.
e Access to the CRM application

e Access to the Knowledge Base
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3. Getting Started

3.1 Quick Start

3.1.1 Setup

e No setup required.

3.1.2 Configuration and Use

1. After creating the process automation using the template, make a copy of the dependent
automations such as task bots and forms to the folder where the process is created.

Remap the automations in each node in the process.

Edit and update each task bot according to the CRM application, Generative Al connection, KB
that you plan to use.

wn
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4. Support & FAQs

4.1 Support

Free bots are not officially supported. You can get access to Community Support through the following
channels:

e You can get access to Community Support, connecting with other Automation Anywhere
customers and developers on APeople — the Bot Building Forum, the Bot Store Support Forum,
or the Developers Everywhere Group.

e Automation Anywhere also provides a Product Documentation portal which can be accessed for
more information about our products and guidance on Enterprise A2019.

4.2 FAQs

For questions relating to Templates refer to Automation Templates

For questions relating to Enterprise A360: See the Enterprise A360 FAQs
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https://apeople.automationanywhere.com/s/?language=en_US
https://apeople.automationanywhere.com/s/topic/0TO6F000000clDdWAI/bot-building?language=en_US
https://apeople.automationanywhere.com/s/topic/0TO6F000000oT3rWAE/bot-store?language=en_US
https://apeople.automationanywhere.com/s/group/0F96F000000l23JSAQ/developers-everywhere?language=en_US
https://docs.automationanywhere.com/
https://docs.automationanywhere.com/bundle/enterprise-v2019/page/enterprise-cloud/topics/release-notes/cloud-release-notes.html#Zj0vY2F0ZWdvcnkvZXhwbG9yZT9wPUV4cGxvcmU=
https://docs.automationanywhere.com/bundle/enterprise-v2019/page/automation-templates-overview.html
https://docs.automationanywhere.com/bundle/enterprise-v2019/page/enterprise-cloud/topics/release-notes/cloud-A2019-faq.html#Zj0vY2F0ZWdvcnkvZXhwbG9yZT9wPUV4cGxvcmU=
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Appendix A: Record of Changes

No. | Version Number Date of Change Author Notes
1 1.0 17 June 2024 Automation Anywhere
2 2.0 01 November 2025 = Automation Anywhere | Updated package versions,

Compatible with Mozart Orchestrator
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Appendix B: References

No. Topic Reference Link
1 Overview of Enterprise A360 Click here
2 Guidance: Building basic A360 bots Click here
3 Guidance: Building A360 action packages Click here
4 APeople Community Forum Click here
5 Automation Anywhere University Click here
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https://docs.automationanywhere.com/bundle/enterprise-v2019/page/enterprise-cloud/topics/aae-client/bot-creator/using-the-workbench/cloud-explore.html#Zj0vY2F0ZWdvcnkvZXhwbG9yZT9wPUV4cGxvcmU=
https://docs.automationanywhere.com/bundle/enterprise-v2019/page/enterprise-cloud/topics/aae-client/bot-creator/using-the-workbench/cloud-how-to-build-and-edit-bots.html#Zj0vY2F0ZWdvcnkvYnVpbGQ/cD1CdWlsZA==
https://docs.automationanywhere.com/bundle/enterprise-v2019/page/enterprise-cloud/topics/developer/cloud-create-package-overview.html#Zj0vY2F0ZWdvcnkvYnVpbGQ/cD1CdWlsZA==
https://apeople.automationanywhere.com/s/?language=en_US
https://university.automationanywhere.com/b

