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HOW TO USE THIS GUIDE

This guide covers every admin screen, setting, template, and maintenance task in Al Concierge v2.5.0. It is written for
the WordPress administrator responsible for running the plugin on a live site. For first-time setup, start with the Quick
Start Guide — it gets you live in eight steps. For the craft of writing great personas, see the Persona Design Guide.
Come back here whenever you need the full detail behind any screen.

1. Requirements The Al Navigator dependency, the OpenAl key, the readiness gates, and optional
Al Gateway
2. Personas The persona list, seeded personas (including the new Shopping Guide), the 7-

section editor, Playbook Import, Live Preview

3. Template Personas LatePoint, Jira, EDD, Sales, FAQ, Onboarding, Customer Service — installing,
locked fields, sync

4. Confirmations Audit Log Encrypted per-action audit records for template-tool confirmations, CSV export

5. Escalation Settings Notification email, CC, visitor confirmation, rate limiting, webhook, SMTP health

6. Escalations History Viewing, searching, filtering, the transcript modal

7. Appearance Greeting bubble, chips, persona badge, navigation, voice, text-to-speech

8. Analytics (Pro) Overview, persona scorecard, blind spots, escalation patterns, tool outcomes,
engagement

9. License Entering and activating a Pro license key

10. Privacy & GDPR Data inventory, right-to-erasure, retention, Pll scrubbing

11. Slack Integration (Pro) Connecting a workspace via OAuth, channel selection, what each notification
contains

12. Agentic Tools (Pro) Service account setup, ability discovery, per-persona assignment

13. Al Gateway Integration How Al Concierge auto-discovers Gateway-exposed tools
(Pro)

14. CRM Integration (Pro) Salesforce + HubSpot: write-on-escalation and conversation personalization
15. Al Advisor Setup, Simulate, Explain, Health Check, Troubleshoot, Export, and the Pro modes
16. WP-CLI Commands Scriptable privacy erasure and data audit

17. Maintenance & Updates  Upgrade checklist, cache flush, database health, the shared updater
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18. Uninstall & Data What is removed on delete, and what is intentionally kept
Cleanup

19. Troubleshooting Symptoms, causes, and step-by-step fixes

Appendix A What changed in v2.5.0

1. REQUIREMENTS — TWO GATES BEFORE THE WIDGET APPEARS

Gate 1: Al Navigator must be installed, active, and indexed. Al Concierge has no search or knowledge
engine of its own — it uses Al Navigator’'s semantic index as its knowledge foundation. Required: Al Navigator
v2.0.1 or later, active, with at least one indexed page. The free tier of Al Navigator is sufficient; a Pro Al
Navigator license is not required.

Gate 2: a valid OpenAl API key must be saved in Al Navigator. Every Al operation — conversation, routing,
translation, persona preview, Playbook Import, Al Advisor, template-tool reasoning — uses the key saved at Al
Navigator — Settings — General tab. No key, no widget. A red admin notice appears on every WordPress
admin page while the key is missing, with a direct link to the settings page.

1.1 The Three-Gate Readiness Check

When you open Al Concierge — Personas, a status banner at the top shows the three-gate readiness check. All
three gates must be green before the widget appears on your site:

Condition — and how to fix it if red

Gate 1 Al Navigator is active and at version 2.0.1 or later. Fix: install or update Al Navigator.

Gate 2 Al Navigator has indexed at least one page. Fix: Al Navigator — Settings — click Index All Pages
Now.

Gate 3 At least one non-Dispatcher persona is active. Fix: edit and save the Sales Guide — the third

gate turns green.

1.2 System Requirements

WordPress 6.0 or later

PHP 7.4 or later (8.0+ recommended)

Al Navigator v2.0.1 or later — active and indexed

OpenAl API key Required — saved in Al Navigator’s settings

Al Gateway (optional) Required for the LatePoint, Jira, and EDD template personas, for the Shopping
Guide’s WooCommerce tools, and for any agentic tools that reach external
systems

Pro license (optional) Unlocks analytics, voice input, unlimited personas, webhooks, custom avatars,

Agentic Tools, CRM integration, and the Al Advisor Pro modes

Shared infra version S2W_INFRA_VERSION 1_2 — the same version as Al Navigator and Al
Gateway in this release. All three plugins must ship together when the infra
version bumps.
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2. PERSONAS — Al CONCIERGE — PERSONAS

2.1 The Personas List

The Personas page is the main Al Concierge admin screen. It shows every configured persona as a card in a grid —
Dispatcher first, then active personas, then locked or inactive ones. Each card shows the avatar, name and role title,
tone, sentiment score for the last 30 days (Pro), a template badge when the persona was installed from a template, a
status badge, and Edit / Deactivate links.

Free tier persona limit. The free tier runs the Dispatcher plus one active specialist persona. The Support
Specialist is visible but locked, and any additional personas you create beyond the first also need a Pro license.
Upgrade at Al Concierge — License.

2.2 Seeded Personas

Al Concierge creates its starter personas for you:

Persona What it does

Dispatcher Always active and cannot be deactivated. Greets every visitor, handles general
questions, and routes silently to the right specialist.

Sales Guide Active on the free tier. Helps prospects understand your offering, works through
qualifying questions, and escalates when a visitor is ready to buy.

Support Specialist Visible but locked on the free tier. Handles troubleshooting, account issues, and
billing. Activate it with a Pro license.

Shopping Guide Seeded automatically when WooCommerce is active — even when you add
WooCommerce later. Arrives inactive; activate it once your product pages are
indexed. New in v2.5.0.

New in v2.5.0: the Shopping Guide. When WooCommerce is active, Al Concierge seeds a Shopping Guide
persona built for product discovery: live product search, price and stock checks, order lookups, and checkout
links through six pre-assigned WooCommerce tools. Its rules require live tool data for prices and stock — the
persona never quotes from memory. The tools run through Al Gateway and need a Pro license; without them
the persona still answers from your indexed catalogue pages.

2.3 Adding a New Persona

Click + Add Persona at the top right of the Personas list to open a blank persona editor, or click Add from Template to
start from a ship-ready template (Section 3). Fill in the seven sections, test with Live Preview, then click Save
Persona. The new persona appears in the list and is immediately active. On the free tier the button grays out once
the one-persona limit is reached.

2.4 The Persona Editor — 7 Sections

Section What to configure

1. Identity Name, role title, tone (friendly / professional / empathetic / formal / casual /
technical), avatar URL (Pro)

2. Goal One sentence: who this persona serves + the desired outcome + the next step.
This is the LLM’s north star on every turn.

3. Approach How to open conversations, when to ask qualifying questions, when to route or
escalate
4. Qualifying Questions Questions the persona works through naturally, one per turn, to build a visitor

profile
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5. Topics In / Topics Out The routing boundary — what this persona handles and what it redirects
elsewhere

6. Always / Never Rules Invariant behavior constraints applied on every turn

7. Escalation Triggers The specific conditions under which the persona starts the escalation flow

2.5 Playbook Import

Paste an existing sales script, service guide, or FAQ document into the Playbook Import field and click Import. The Al
extracts a full persona configuration and pre-fills the editor for your review — a new persona in minutes rather than
hours. Review every field before saving; the import is a starting point, not a finished product.

2.6 Live Persona Preview (Pro)

The Live Preview panel at the bottom of the persona editor simulates a conversation using the current, unsaved form
values. Type messages as a visitor would and test tone, topic boundaries, escalation triggers, and qualifying
questions before you save. No LLM call is made until you type a message.

2.7 Agentic Tools Assignment (Pro)

Each persona editor shows a Tools section below Escalation. Check the abilities this persona may use; unchecked
abilities are never passed to the model and cannot be invoked — per-persona assignment is the access-control
mechanism. Template personas arrive with their required tools pre-checked and locked. Setup is covered in Section
12.

2.8 max_tool_iterations

Each persona has a max_tool_iterations setting (default 3) that caps how many tool-call rounds the model can run
before it must produce a text response. This prevents runaway tool loops. Raise it to 5 or 6 for complex flows such as
multi-step LatePoint bookings or Jira ticket creation with discovery. If you find yourself wanting more than 10, the
persona design needs attention — not the tool budget.

3. TEMPLATE PERSONAS — PERSONAS — ADD FROM TEMPLATE

3.1 What Templates Are

Templates are ship-ready persona configurations with the goal, topics, rules, escalation triggers, and (where relevant)
tool assignments already populated. They collapse the distance from “I installed the plugin” to “I have a production-
grade agent” from hours to minutes. Every template carries a set of locked fields — behavioral invariants that must
not change for the template to work. Everything else is fully editable.

3.2 Included Templates

Template Purpose and requirements

LatePoint Booking Guides visitors through service — agent — time slot — confirm, presenting
authoritative day and time chips from LatePoint’s real schedule data — never LLM
guesses. Writes the booking on confirmation. Requires LatePoint + Al Gateway.

Jira Support Triages support requests, asks diagnostic questions, and creates a Jira Service
Management ticket with the right request type and priority. Requires Al Gateway +
Jira credentials.

EDD Licensing Looks up customer license keys, checks active sites, and helps with renewals and
upgrades. Requires Easy Digital Downloads + Al Gateway with the EDD provider
configured.
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Sales Guide The classic qualifying persona: greets prospects, works through qualifying
questions, identifies fit, books discovery calls or escalates to a human.

FAQ A focused knowledge-base persona. Answers from indexed content, redirects out-of-
scope questions politely, and escalates when an answer isn’t available.

Onboarding Walks new customers through first-use setup, checks prerequisites, and escalates
on configuration failures.

Customer Service General-purpose post-sale support: account, billing, and product questions,
escalating on complex or emotional issues.

Al Gateway required for the LatePoint, Jira, and EDD templates. These three templates use live
integrations that run through Al Gateway. Without Al Gateway installed and configured, they still install — but
their agentic tools will not function: the persona cannot look up orders, create tickets, or apply licenses. Follow
the Al Gateway Quick Start Guide at speak2web.com first. The Sales, FAQ, Onboarding, and Customer Service
templates do not need Al Gateway.

3.3 Installing a Template

¢ On the Personas page, click Add from Template. The Create Persona from Template dialog lists every template
with its goal, topics, required plugins, and any required Al Gateway providers.

¢ Click + Add next to the template you want. A new persona appears in your Personas list with a “Template”
badge.

¢ Open the new persona. Fields inherited from the template show a lock icon when they are locked — these are
the template’s invariants and cannot be edited.

*  Customize the unlocked fields — name, tone, greeting, qualifying questions — to match your brand and
workflow.

¢ Click Save Persona. The persona is immediately active.

Template sync on upgrade. When a plugin update ships improvements to a template — a better escalation
trigger, a new required tool — push them to an installed persona with the Sync Template Context button in that
persona’s editor. Your customizations on unlocked fields are preserved; locked fields refresh from the shipped
template. Sync is always explicit: no template change ever overwrites your data without you clicking the button.

3.4 Template Confirmations

Templates that take real action — a LatePoint booking, a Jira ticket, an EDD license apply — emit a confirmation turn
before committing: the widget shows the proposed action with its key parameters and the visitor clicks Confirm or
Cancel. On confirm, the tool executes and an encrypted audit row is written. Section 4 covers the audit log.

4. CONFIRMATIONS AUDIT LOG — Al CONCIERGE — CONFIRMATIONS

4.1 Why This Exists

Agentic tools that modify state must be auditable. Every confirmed action — across every persona, template, and
visitor — is recorded in the s2w_aic_confirmations table with the exact parameters used, the visitor session ID, and
an HMAC signature that makes tampering detectable.

4.2 What Is Captured

Column Contents

id / created_at Row identity and timestamp
session_id The visitor session (anonymous, rotating)

persona_slug Which persona ran the action
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tool_name The fully qualified ability that was invoked (for example, latepoint/book-
appointment)

parameters (encrypted) AES-256-CBC-encrypted JSON of the parameters the tool was called with
visitor_email (encrypted) The captured visitor email, if any — from an escalation or booking form
result_status success | failure | cancelled

row_hmac A SHA-256 HMAC over the row fields, keyed with the plugin’s confirmation

key. Detects post-write tampering.

4.3 Viewing and Exporting

The Confirmations page lists every row with timestamp, persona, tool, and result status. Click any row to decrypt and
view the parameters inline — decryption runs server-side, so plaintext never reaches the browser. Use Export CSV to
produce a decrypted CSV for compliance review or an external audit system.

Confirmation key lifecycle. The confirmation key (s2w_aic_confirmation_key) is generated on first install and
is required to decrypt audit rows. On uninstall it is kept by default so past audit rows stay decryptable after a
delete-and-reinstall cycle — audit data is legally meaningful, so the default is “preserve.” To wipe it, define the
S2W_AIC_DELETE_CONFIRMATIONS constant as true before deleting the plugin.

5. ESCALATION SETTINGS — Al CONCIERGE — ESCALATION

Setting Description

Default Notification Email Where escalation alerts are sent. Defaults to the WordPress admin email;
each persona can override it with its own address.

CC email (Pro) An optional additional recipient for every escalation notification.
Visitor Confirmation Email Whether to send the visitor a confirmation email after they escalate.
Response Time Promise The text inserted into the visitor confirmation email — for example, “within 1

business day.”

Escalation Rate Limit Caps how often an escalation is sent for the same visitor, matched by email:
no limit (default), 1 per 30 minutes, 1 per hour, or 1 per day. New in v2.5.0.

Webhook URL (Pro) An optional endpoint for Zapier, Make, or a custom JSON integration.
Receives the full escalation payload including the transcript.

Slack (Pro) Connect a Slack workspace and choose a notification channel — see
Section 11.

Test Email Sends a test message to the notification address to verify delivery. Use it

after changing SMTP settings or addresses.

New in v2.5.0: a smarter escalation flow. When a visitor's name and email are already known — captured

earlier in the conversation or through a booking — the escalation sends immediately instead of asking again.

After a hand-off to your team, the bot stops re-offering escalation for the rest of the session. Captured contact
details are visible to the Al, so it refers to the visitor naturally instead of asking for details it already has.

Every notification — email, Slack, webhook, and CRM activity — now shares one human-readable write-up: the
visitor's contact details, an Al-generated summary of the conversation, and the full transcript. Your team reads the
summary first and only digs into the transcript when they need it.

SMTP required for escalation emails. WordPress’s default mail sending is unreliable on most hosts and will
not survive production traffic. To receive escalation notifications and send visitor confirmations, install an SMTP
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plugin (such as WP Mail SMTP), configure it with your email provider’s credentials, and verify with the Test
Email button before relying on email escalations.

6. ESCALATIONS HISTORY — Al CONCIERGE — ESCALATIONS

Every escalation is logged with its timestamp, persona, visitor name and email, captured message, and full
conversation transcript. The page is searchable and filterable by date range, persona, and keyword. Click any row to
open the transcript modal — a chat-style view of the whole conversation.

Escalations live in the s2w_aic_escalations table. Contact data is stored separately from conversation analytics for
GDPR compliance; right-to-erasure runs from the Privacy page or WP-CLI (Sections 10 and 16).

7. APPEARANCE — Al CONCIERGE — APPEARANCE

Widget Title The title shown in the chat header.
Greeting Bubble The proactive greeting shown near the widget button, and its text.
Greeting Dwell Time How long a visitor stays on the page before the greeting appears — 1,000 to

30,000 ms (default 3,000).

Default Chips Up to 5 suggested question buttons under the greeting. Tapping one fills the
chat input. Chips translate automatically in multilingual mode.

Al-Generated Chips Lets personas offer contextual follow-up chips during the conversation.

Persona Badge Shows the active persona’s name and avatar in the chat header.

Recommended — it noticeably increases engagement.

Navigation Behaviour What happens when the Al suggests a page: navigate automatically, present
a button, or stay put.

Navigation Aggressiveness How readily the Al suggests page navigation during a conversation.

Voice input (Pro) OpenAl Whisper speech-to-text. Adds a microphone button to the chat input,
using the visitor’s selected language.

TTS Output The widget reads answers aloud after each response. The browser-native
voice (with a gender preference) is available on the free tier; uncheck to keep
voice input while disabling playback.

8. ANALYTICS (PRO) — Al CONCIERGE — ANALYTICS

Overview Site-wide conversation volume, average sentiment, total escalations, template-tool
completions, and sessions with at least one blind-spot query — for the selected
range (7, 14, 30, or 90 days).
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Persona Scorecard

Blind Spots

Escalation Patterns

Tool Outcomes

Engagement

Per-persona metrics: conversation volume, sentiment distribution, escalation rate,
no-match rate, chip clicks, tool-call success (template personas), and average
response time. Cards are color-coded: green = 70%, amber = 40%, red below 40%
sentiment.

Visitor queries that returned low-confidence answers — questions your content
doesn’t cover well, or that need a persona. Use it to find content gaps for Al
Navigator and persona gaps for Al Concierge.

The distribution of escalation triggers — which phrases and topics led visitors to
ask for a human. Use it to refine persona escalation triggers.

Per-tool success / failure / cancellation rates, median latency, and step-by-step
drop-off for template personas. A drop-off between agent-selected and time-
confirmed usually points to a too-narrow availability window.

Chip click rates, session lengths, and navigation events. Use chip click data to
choose better starter chips.

9. LICENSE — Al CONCIERGE — LICENSE

Enter your Pro license key and click Activate License. The key validates against the speak2web license server; on
success, the Pro badge appears next to the plugin name and every Pro feature unlocks immediately.

The license is tied to a domain — moving to a new domain requires a transfer via speak2web support. License status
is cached and re-checked periodically in the background, and an expiry warning appears 30 days before renewal.

10. PRIVACY & GDPR — Al CONCIERGE — PRIVACY

10.1 Data Inventory

S2w_aic_sessions

s2w_aic_turns
s2w_aic_escalations

s2w_aic_personas

S2w_aic_persona_revisions

s2w_aic_confirmations

10.2 Right-to-Erasure

Session ID, persona, conversation history, customer type, routing state,
CRM context (Pro), and the WordPress user ID when logged in. Purged per
the retention period.

Per-turn records: role, content, timestamp, token counts. Same retention as
sessions.

Visitor name, email, captured message, transcript, timestamp, persona,
CRM sync status (Pro).

Persona configuration — not visitor data.

Persona configuration snapshots, up to 10 per persona (Pro) — not visitor
data.

Encrypted audit rows for template-tool confirmations: parameters, visitor
email, status, HMAC (Section 4).

To erase all data for a specific visitor, open Al Concierge — Privacy and use either eraser:

* Erase by email — deletes every escalation record, session, and decryptable confirmation row matching that

address.
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e Erase by session ID — deletes a single session and its turns when a visitor supplies their session ID instead of
an email.

The same erasure runs from the command line: wp aic erase visitor@example.com (Section 16).

10.3 Retention

Session conversation history is purged automatically after the configured retention period (default 90 days).
Escalation retention is set in days on the Privacy page — 0 keeps records indefinitely, which suits teams that treat
escalations as sales leads. Confirmation audit rows have their own retention, configured in months. Review all three
against your privacy policy.

10.4 PIl Scrubbing

A seven-pattern Pl scrubber runs before any conversation data is written: credit card numbers, Social Security
numbers, bank account numbers, passport numbers, phone numbers (configurable), email addresses (configurable),
and IP addresses are redacted. Contact data captured intentionally during escalation or booking (name, email) is
stored in s2w_aic_escalations or s2w_aic_confirmations and is not scrubbed — that is the point of capturing it.

11. SLACK INTEGRATION (PRO)

11.1 Setup

* Go to Al Concierge — Escalation — Slack and click Connect Slack Workspace.

e Authorize the speak2web Slack app in the OAuth flow.

e Back in your WordPress admin, pick the default notification channel from the dropdown.
e Click Save. A test natification is sent immediately.

11.2 What Is Sent

On every escalation, Slack receives the visitor's name and email, the persona that triggered the escalation, and the
Al-generated conversation summary. The full human-readable write-up — summary plus complete transcript — is
attached as a .ixt file threaded under the notification, so the channel stays readable while the detail stays one click
away. New in v2.5.0.

New in v2.5.0: clearer connection handling. Test Connection now reports the exact failure — a revoked
token, a missing scope, an archived channel — together with the fix. Public channels are joined automatically
when you select them; private channels still need a manual /invite of the app.

Slack is additive. Slack does not replace email or webhook notifications — all configured channels fire
simultaneously on every escalation.

12. AGENTIC TOOLS (PRO)

12.1 Overview

Agentic Tools let personas query or act on live data mid-conversation through the WordPress Abilities API: looking up
a WooCommerce order, fetching an EDD license, querying an Al Gateway endpoint, booking a LatePoint
appointment — and presenting the result to the visitor naturally.

12.2 Stage 1 — Create the Service Account

e Decide the role. Read-only abilities work with Subscriber; write abilities need Shop Manager or Administrator,
depending on the integration.
e Create a dedicated WordPress user (for example, aic-tools-readonly). Do not reuse an admin account.
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* Inthat user’s profile, create an Application Password named “Al Concierge Tools” and copy it immediately.
¢ Go to Al Concierge — Tools — Service Account, enter the username and Application Password, and click Save.
Credentials are stored AES-256-CBC encrypted.

12.3 Stage 2 — Discover Abilities

After saving the service account, click Discover Available Abilities. Al Concierge scans active plugins for registered
abilities — WooCommerce, EDD, Al Gateway, and LatePoint abilities appear automatically. Discovery is cached for
one hour; click Force Refresh after activating new plugins.

12.4 Stage 3 — Assign Abilities to Personas

Each persona editor shows a Tools section below Escalation. Check the abilities that persona should have;
unchecked abilities are never passed to the model and cannot be invoked. Template personas arrive with their
required tools pre-checked and locked.

Technical notes on agentic mode. OpenAl tools and the json_object response format are mutually exclusive,
so when a persona has tools assigned, the structured-response contract is enforced through the system prompt
instead of the APl parameter — handled automatically, nothing to configure. The agentic loop is capped by the
persona’s max_tool_iterations (default 3); after the cap, a final call forces a text response.

13. Al GATEWAY INTEGRATION (PRO)

When Al Gateway is active on the same site, its tools appear automatically in Agentic Tools discovery via the
WordPress Abilities API. Only Tier-2 tools (logged-in, own-data) are surfaced for persona assignment — Tier-3 admin
tools are excluded. There is zero extra configuration in either plugin.

What that means in practice:

* EDD tools — customer lookup, license validation, download access — appear when Gateway’s EDD provider is
configured.

* Jira tools — search, create service ticket, transition — appear when Gateway’s Jira provider is configured.

¢ LatePoint tools appear when LatePoint is active and Gateway’s LatePoint provider has loaded its abilities.

¢  WooCommerce tools — product search, product details, order lookup, checkout links, categories — power the
Shopping Guide persona (Section 2.2).

*  External MCP servers configured in Gateway appear as addressable tools, and custom providers registered via
the s2w_aig_register_modules action are discovered the same way — no Al Concierge-side code.

14. CRM INTEGRATION (PRO)

14.1 Supported Platforms

Al Concierge connects to Salesforce (OAuth client-credentials flow with a dedicated integration user) and HubSpot
(Private App token). Credentials are stored AES-256-CBC encrypted and never sent to the browser. For Salesforce,
enter your Instance URL (My Domain) along with the Connected App’s client ID and secret — the OAuth token
exchange runs against your configured instance.

14.2 Modes
Mode What it does
Write-Only Every escalation upserts a CRM contact and logs the conversation as an activity — a

Salesforce Task or HubSpot Note — using the same human-readable write-up as
email and Slack. No CRM data flows into the conversation. The lowest-effort entry
point.
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Read+Write Everything Write-Only does, plus CRM context — name, company, lifecycle stage,
products owned, open cases, deal stage — injected into the system prompt at
conversation start. Personas can also call live CRM tools mid-conversation.

14.3 ldentity Resolution

e WP user meta cache (24h) — for logged-in users, the CRM contact ID is cached in user meta after the first
lookup.

e Eager lookup at session start — logged-in users trigger a CRM lookup the moment the session opens.

¢ Mid-conversation injection — when an anonymous visitor shares their email, the CRM is queried and context
joins the conversation on the next turn.

14.4 Setup

* Go to Al Concierge — CRM, select your provider, and enter credentials — for Salesforce: Instance URL (My
Domain), client ID, and client secret; for HubSpot: the Private App token.

¢ Click Test Connection to verify.

e Select the mode — Write-Only or Read+Write.

In Read+Write mode, choose which CRM context fields to inject (name/company, customer type, products, open

cases, open deals, last activity).

¢ Click Save CRM Settings.

New in v2.5.0: Salesforce hardening. Contact lookup now matches existing records more reliably, so
escalations update the existing contact instead of creating duplicates. The escalation activity no longer sets a
Task Type by default — some orgs restrict that picklist, which made the whole Task fail; if your org expects a
Type, set an allowed value with wp option update s2w_aic_sf task type "Other". Salesforce API failures are
now written to the PHP error log instead of disappearing silently.

15. Al ADVISOR

The Al Advisor is a built-in assistant that helps you design, test, and optimize personas using your own OpenAl key. It
operates entirely in-admin and never writes to the database directly — every suggestion is reviewed and applied
through the normal persona form. The panel appears below the persona editor once a persona has been saved.

15.1 Modes (All Tiers)

Mode What it does

Setup Generates a complete persona configuration from a plain-English description of your
business and goals. Apply fields individually or all at once.

Simulate Runs a live test conversation with the saved configuration. Type messages as a visitor
would and find gaps before real visitors do.

Explain Explains in plain English what the persona will do in various scenarios — useful for
stakeholder review and team onboarding.

Health Check Audits the configuration against best practices: weak goal statements, under-specified
topics, missing escalation triggers, rule conflicts, and topic overlaps with other
personas.

Troubleshoot Describe a symptom; the Advisor identifies the likely configuration cause and the

specific change that fixes it.

Export Produces a clean, human-readable export of the configuration for documentation,
backup, or team review.
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15.2 Pro Modes

Fleet Reviewer — runs from the Personas list (it needs two or more non-Dispatcher personas) and analyzes your
whole virtual team at once: a coverage score per persona, routing conflicts where two personas compete for the
same visitor, coverage gaps no persona serves, specific recommendations, and suggested new personas.

Auto-Tuner — appears for personas with 10 or more conversation sessions. It reads your real analytics —
sentiment, blind spots, escalation patterns, tool outcomes — and generates a prioritized list of configuration
improvements, each with a one-click Apply.

Revision History — every save stores a snapshot (up to 10 per persona). View the timeline, preview what changed
between versions, and restore any revision.

How revision restore works. Restore is form-populate only: the Advisor returns the historical configuration to
the browser, the form fills in, and you review and click Save Persona to commit. The Advisor never writes to the
database directly, so every restore creates a new revision and the audit trail stays complete.

16. WP-CLI COMMANDS

Al Concierge ships a wp aic command namespace for scripting and compliance workflows:

Command What it does

wp aic erase <email> Right-to-erasure: deletes all sessions, escalations, and decryptable

confirmation rows matching the email. Same effect as the Privacy
page eraser.

wp aic audit Prints current data counts — sessions, turns, escalations,

conversations — for a privacy audit.

17. MAINTENANCE & UPDATES

17.1 The Shared Updater

Al Concierge shares a versioned updater class with Al Navigator and Al Gateway. All three plugins must be on the
same S2W_INFRA_VERSION (currently 1_2) at any moment — ship their updates together.

“Cannot redeclare class” means mixed infra versions. A “Cannot redeclare class S2W_Updater_*” fatal
after an update means one of the three S2W plugins is still on the old infra version. Update all three to the same
release and clear the PHP opcache.

17.2 Upgrade Checklist

L]

Read the changelog in readme.txt before upgrading.

Back up the database — the key tables are s2w_aic_sessions, s2w_aic_escalations, s2w_aic_personas,
s2w_aic_persona_revisions, and s2w_aic_confirmations.

Upload and activate the new plugin zip via Plugins — Add New — Upload Plugin.

Open Al Concierge — Personas — the database migration runs automatically on the first admin page load.
Check the readiness banner: all three gates should still be green.

Open each template persona and click Sync Template Context if the changelog notes template updates.

Send a test message through the widget on the front end.

On Pro: verify the CRM connection (CRM — Test Connection) and that Agentic Tools still list abilities (Tools —
Force Refresh).
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17.3 Cache Flush

e  Ability discovery (1-hour cache): Al Concierge — Tools — Force Refresh.
*  CRM connection status (1-hour cache): Al Concierge — CRM — Test Connection.
e  Per-user CRM contact cache (24h): wp user meta delete <user_id> s2w_aic_crm_contact_id

17.4 Database Health

Run periodically: wp db check --
tables=s2w_aic_sessions,s2w_aic_turns,s2w_aic_escalations,s2w_aic_personas,s2w_aic_persona_revision
s,s2w_aic_confirmations The schema version for v2.5.0 is 2.4 (stored in s2w_aic_db_version).

18. UNINSTALL & DATA CLEANUP

Deleting Al Concierge runs a complete sweep:

*  Drops the plugin tables — personas, sessions, turns, escalations, persona revisions, and (optionally — see
below) confirmations.

¢ Deletes every s2w_aic_ option: license state, escalation and retention settings, CRM credentials, Slack OAuth
tokens, HubSpot and Salesforce runtime tokens, CC email, visitor-confirmation flag, template-locks version, and
CRM fetch flags.

e Sweeps the shared daily-telemetry counter options.

¢ Clears the plugin’s WP-Cron hooks (session cleanup, confirmation cleanup, weekly license check).

* Removes per-user CRM meta and chip-throttle transients.

The confirmation key survives on purpose. The s2w_aic_confirmation_key option is retained by default so
existing audit rows stay decryptable after a delete-and-reinstall. To wipe it and drop the confirmations table,
define S2W_AIC_DELETE_CONFIRMATIONS as true before deleting the plugin.

19. TROUBLESHOOTING

Symptom Cause and fix

The widget does not appear on the Check the three readiness gates (Al Concierge — Personas — banner).
site. The usual causes: Al Navigator not indexed, no active non-Dispatcher
persona, or a missing OpenAl key.

The widget appears but does not The OpenAl key is invalid or rate-limited. Test it at Al Navigator —
respond. Settings — General, and check the PHP error log for API error codes.
A persona answers questions it Topics Out is incomplete or too vague — add specific topic names. Al
should not. Advisor — Troubleshoot diagnoses this quickly.

A repeat visitor's escalation never The Escalation Rate Limit is on and the visitor escalated within the
arrived. window. Check Escalation Settings — one notification per visitor per

window is the intended behavior.

Escalation emails are not received. Run the Test Email at Al Concierge — Escalation. If it fails, fix your SMTP
plugin configuration or ask your host about outbound mail restrictions.

Slack notifications arrive without the The .ixt attachment is best-effort. Re-run Test Connection — it names the
transcript file. exact problem (revoked token, missing scope, archived channel) and the
fix. Re-authorize if scopes changed.
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Salesforce escalations stopped
logging activities.

CRM connection shows as
disconnected.

The LatePoint persona offers
appointments that never book.

The Jira persona creates tickets in
the wrong project.

The Shopping Guide quotes prices
without checking.

Agentic Tools abilities are missing
after a plugin install.

A confirmation row shows “[decrypt
failed]”.

Al Advisor suggestions feel generic.

Revision History shows “No revisions
yet.”

Template sync doesn’t apply shipped
changes.

“Cannot redeclare class
S2W_Updater_*” after an update.

APPENDIX A — WHAT CHANGED IN V2.5.0

speak2web.com

Your org restricts the Task Type picklist. As of v2.5.0 the Type field is
omitted by default; if it was set via s2w_aic_sf task_type, make sure the
value is allowed in your org. Check the PHP error log — Salesforce API
failures are logged there.

Credentials expired or the instance URL is wrong. Re-enter them at Al
Concierge — CRM and Test Connection. Salesforce tokens refresh
automatically every 50 minutes — if refresh fails, re-enter the client secret
and confirm the Instance URL (My Domain).

The LatePoint template needs Al Gateway'’s LatePoint provider configured
— check Al Gateway — LatePoint. Also confirm the visitor clicks Confirm
in the chat; without the confirmation turn no write happens, by design.

The Jira provider has the wrong default project key — update it at Al
Gateway — Jira. Also check the persona’s tool instructions for hardcoded
project references.

Its WooCommerce tools are not reachable — verify Al Gateway is active,
the service account is saved (Tools — Service Account), and the wc-*
abilities show as assigned in the persona’s Tools section.

Ability discovery caches for one hour. Click Force Refresh on the Tools
page.

The confirmation key changed or was lost after that row was written; the
row cannot be decrypted. Key rotation is intentionally not exposed in the
Ul for this reason.

The Setup description was too brief. Add specifics — industry, typical
customer, deal size, main product, common objections. More context,
better suggestions.

Revisions are captured on save for Pro subscribers only. Confirm the Pro
license is active; the first revision appears on the next save.

Sync only refreshes locked fields; unlocked fields keep your
customizations by design. Check which kind of field the change touches.

Mixed infra versions. Update Al Navigator, Al Concierge, and Al Gateway
to the same S2W_INFRA_VERSION and clear the opcache.

Highlights since v2.3.28, as they affect administration. The full changelog ships in readme.txt.

Area What changed

Bookings settings

A new Bookings page adds two independent controls: require login (off by default)

before booking, cancelling, or rescheduling; and email confirmation (on by
default), which holds the action until a single-use link (one-hour expiry) emailed to
the booking’s address is clicked. New bookings are covered, not just changes.
Enforced before service-account elevation.

Personal booking reads

Email verification defaults on and now covers personal reads (my bookings,

booking details, my appointments) as well as writes, and holds the Calendly and
Acuity book, reschedule, and cancel abilities. Clicking a confirmation link marks
the session verified for that address for a day. Discovery tools stay open.
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Tool authorization

Rate limits

Credential encryption

Confirmation key storage

Injection and redirect
hardening

Answer accuracy

Shopping Guide persona

Escalation flow

Escalation Rate Limit

Notification write-up

Slack

Salesforce

Al Advisor (Beta)

The tool loop refuses any ability outside the calling persona’s assigned set —
previously the assigned set only shaped what was offered. Identity-scoped
WooCommerce, EDD, and profile abilities now require a signed-in visitor and run
as that visitor instead of the service account.

Public endpoints are rate-limited: chat at 30 per session and 120 per IP in a five-
minute window, plus per-IP caps on greeting translation and chip clicks. The
escalation email window now defaults to 1800 seconds (was unlimited) and
applies per session as well as per recipient; booking-verification mail is capped at
five per hour per IP. Client IP keys on REMOTE_ADDR, with a filter for trusted
proxies.

Stored credentials use AES-256-CBC with encrypt-then-HMAC, so tampered
ciphertext is rejected rather than mis-decrypted; base64 plaintext is no longer
stored when OpenSSL is unavailable. Legacy values still decrypt and upgrade on
next save. Audit-log IPs key on REMOTE_ADDR.

The confirmation key is stored in the non-autoloaded s2w_aic_confirmation_key
option and is no longer written into wp-config.php. Installations that already define
the constant continue to work.

Navigation and checkout links are pinned to the site’s own host and non-HTTP
schemes refused; indexed content is fenced and labelled untrusted in the system
prompt; the widget accepts postMessage only from its own parent frame;
generated greeting output is HTML-escaped and confirmation CSV export
neutralizes formula injection.

Add-to-cart links are built only from ids returned by commerce abilities, and the
widget no longer labels another day’s appointment slots as today’s.

A WooCommerce-ready persona is seeded automatically when WooCommerce is
active (including on existing installs). Inactive by default; six WooCommerce tools
pre-assigned. Sections 2.2 and 13.

Escalations send immediately when the visitor's contact details are already
known, the bot no longer re-offers escalation after a hand-off, and captured
contact details are visible to the Al. Section 5.

A new setting caps notifications per visitor (by email): 30 minutes, 1 hour, or 1
day. Section 5.

Email, Slack, webhook, and CRM notifications share one human-readable write-
up with an Al-generated conversation summary. Section 5.

The full summary and transcript attach as a threaded .xt file; Test Connection
reports exact failures with fixes; public channels are joined automatically. Section
11.

A dedicated Instance URL (My Domain) setting for the OAuth flow, more reliable
contact matching (no duplicate contacts), Task Type omitted by default for org-
picklist compatibility, and API failures logged. Section 14.

The Advisor's Setup mode — draft a full persona from a plain-English description
— is available to all tiers. Section 15.

Questions? Visit speak2web.com or open Al Concierge — Al Advisor — Troubleshoot for in-admin help.

For first-time setup, see the Quick Start Guide. | For persona craft, see the Persona Design Guide.



