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CHIME ALERT NOTIFICATION USER GUIDE

INTRODUCTION

Chime is intended to offer a platform that provides additional channels to a new, or existing, service desk.
Typically, this involves providing the ability to run an IM based access point to a collection of agents representing a
service desk. Additionally, Chime provides a state of the art alert system to notify employees on your network
about new developments throughout the day. Chime has the capability to run the inbound (click-to-chat) and the
outbound (alert notifications) features in tandem, as well as on their own.

Alerts for Chime allow you to easily create and send out alerts to employees in your company’s Active Directory, as
well as Skype for Business users outside of the company. Alerts can be fully customized: you can choose when they
are sent, whether they are sent out on a schedule, when they expire, and what priority they are. Templates can be
created for the alerts so that you can send out similar alerts for ease of use. Additionally, there is support for alert
history, allowing managers to view sent alerts, view who has received the alerts and who has yet to receive them.

Chime is intended to support an ‘on premise’ deployment model, where the Chime server is deployed within an
existing enterprise IT architecture. Where possible, Chime will leverage and extend common enterprise systems
such as Microsoft Lync, Microsoft Active Directory, Microsoft SQL Server, and other common platforms.

This document will provide an overview of the alert module within the Chime platform and describe how to
initialize and configure the Chime environment. This guide will provide ways to avoid conflictions that might occur
with the inbound (click-to-chat) features of Chime.

This document is intended as a guide to help you fully utilize Chime. If you have any further questions, please
contact us at support@instant-tech.com

ACCESSING THE APPLICATION

After successfully installing Chime, the first thing to do is to access the application. Open your web browser, and
access the site at < SERVER_ADDRESS/Chime >. You should be prompted for your credentials to access the site.
Enter the correct credentials to proceed.

If Chime is deployed against Microsoft Lync, then you will be prompted for your Windows credentials:

Connecting te 192,168.1,105,

—— ’INSTANT—TECH\mquinIan

|
‘ D L1111 Y])
Domain: INSTAMT-TECH

[7] Remember my credentials

Figure 1: Windows Authenticated Login
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GETTING STARTED

Chime, along with providing service desk functionality, has the ability to send out alerts. To use the alerting
functionality, we will need to create and populate a queue that will be used to distribute the alerts. Creating a
gueue and adding agents just requires a few easy steps:

1. Add People to Chime: Adding a Person to Chime is done in the Admin section. Once a Person is

provisioned in Chime, they can be added to a queue.
2. Add a Dispatcher account: Adding a Dispatcher to Chime is done in the Admin section. This needs to be a

Lync enabled account and the alert messages will be sent using this account. We recommend naming this
account something that will be easily recognizable.
3. Add alicense: The license is provided to you from Instant Technologies and allows you to send out alerts.
Create a Queue: When we create the queue, we will be assigning a license to the queue and a dispatcher.
5. Add People to a Queue: Here we will add people to the queue. After the People are added to the queue,

they can then create alerts and manage the alert history.

To start, go to the Admin section at the top of the page.

My Dashboard System Dashboard Queues Admin

Figure 2: Admin section
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ADD PEOPLE TO CHIME

The Admin area has six main categories: People, Dispatchers, Settings, View Archived, Control Panel and Virtual
Agents. Only users who are defined as administrators will be able to access this portion of the application.

PEOPLE SECTION

This section is where people (agents and admins), are provisioned. Adding a person here imports them to the
Chime directory so they can then be added into a queue. Once an agent with manager privileges or an admin is
added to a queue, they will be able to create alerts, view history and use the manager’s chat room. This is also
where you'll set global properties associated with each user.

ADDING A PERSON

To add a new person to the Chime directory, click the New Person button above the grid.

My Dashboard System Dashboard Queues Admin Hello, creganl

—

Figure 3: Adding a new person

The New Person button should bring up the New Person configuration window.

Using this form, you can enter all the fields manually or you can click the Directory button to search your directory
service for a specific user. In the directory picker, enter a name to search for and press the Search button. Chime
will search your directory, and return possible matches. To add the user’s information to the New Person form,
click on the person icon to the right of the user’s information in the grid.

Picker
ca Q search
Common Name | Display Name SIP URI
Cassie Regan Cassie Regan sip:cregan@instant-tech.com
Ken Mercado Ken Mercado sip:kmercado@instant-tech.com
Showing 1 to 2 of 2 entries Previous Next
Close

Figure 4: Selecting a user from the directory picker
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This will populate the appropriate fields with any of the information available from the directory.

New Person

- First Dir...
O
N : Last Administrator

® Add Photo

Legin
Name

siP
Email

Account Testing v Platferm Type Lync v

Type

Max/day Max concurrent

Agent Skill Tags:

Figure 5: Chime person settings

First: The person’s first name
Last: The person’s last name

Administrator: Provides user Administration rights to
Chime. This is a global setting

Login Name: The agents Windows login name
SIP: The SIP address for the user
Email: An email address for the user (optional)

Account Type: Specifies whether the account is used for
Testing, Development, or Production

Platform Type: What chat platform the user is
provisioned for

Max/day: Maximum number of chats a user can handle
for one day. 0 allows unlimited chats*

Max Concurrent: Specifies the maximum number of
concurrent chats a person can handle (Cannot exceed
Max/day)*

Agent Skill Tags: Specific skill tags can be attached to
each agent. An agent must first be added to the People
section before acquiring any skill tags*

*These settings are not necessary when only using the Alerting
functionality

Once all the settings are configured click Save Changes, and the user will instantly be provisioned within Chime.
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EDITING A PERSON

=

To edit an existing person’s settings, click the icon associated with that user in the people grid. This will open
a window with the same fields as the New Person window, but will allow you to edit an existing entry. Make any
desired changes, and click Save Changes to update the person.

Edit Person
First Justin
Last Moore [ Administrator
Login jmoore
Name
SiP sipjjmoore@instant-tech.com
Email jmoore@instant-tech.com
Account Testing v Platform Type Office 365 ¥
Type
Max/day 0 Max concurrent 2 v
Leave as "0’ for no
restriction
Agent Skill Tags: Skill Tags

Figure 6: Agent’s Skill Tags

DELETING A PERSON

=

If you need to remove a person from Chime, click the icon in the people grid. This will bring up a confirmation
window, where you can confirm the removal or cancel. The removal will set the user as archived, and you can
restore a person at a later point if you need to.
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ADD A DISPATCHER ACCOUNT

A dispatcher is a Lync-enabled account that is used to broker chats as well as distribute alerts within Chime. The
dispatcher needs to be a Lync-enabled account that is previously configured with your chat system. It is
recommended that you create a user with a name that correlates with the queue you will create.

ADDING A DISPATCHER

To add a new dispatcher to Chime, click the New Dispatcher button below the grid. This should bring up the New

Dispatcher window. Using this form, you can enter in all the fields manually or you can click the Directory button

to search your directory service for a specific dispatcher you want to use.

New Dispatcher

SIP Dispatcher ID

Description

Dispatcher
Type

Testing v

Domain

Domain
Server

Server

User User

Platform
Type

Password

Dir...

Lync v

Password

Please verify the connection or press "Close” to exit

Test Connection

Figure 7: Chime dispatcher settings

SIP: The SIP address for the dispatcher

Note: All dispatcher accounts must be
Lync-enabled to work with Chime

Description (optional): Additional
information about the dispatcher

Dispatcher Type: Specifies whether the
dispatcher is used for Testing,
Development, or Production

Platform Type: What chat platform the
dispatcher is provisioned for

Domain: Domain that the account is
provisioned in

Server: Address of the chat server that
Chime will log in to

User: Full username of the account

being used for the dispatcher

Password: Password to use when
logging into the chat server

Before a dispatcher can be used, Chime must verify that it can log in as the user. To do this, click Test Connection

and Chime will verify the settings provided.

Once the connection has been verified click Save Changes to add the dispatcher to Chime.

Page | 9

Copyright © 2016 Instant Technologies. All rights reserved.

Rev 18 - PSM



EDITING A DISPATCHER

To edit a dispatcher’s settings click the icon in the dispatcher grid. This will open a window with the same
fields as the New Dispatcher window, but will allow you to edit an existing dispatcher. Make any desired changes,
and click Save Changes to update the dispatcher.

DELETING A DISPATCHER

If you need to remove a dispatcher from Chime, click the B icon in the dispatcher grid. This will bring up a
confirmation window, where you can confirm the removal or cancel. The removal will set the dispatcher as
archived, and you can restore a dispatcher at a later point if you need to.
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ADD A LICENSE

SETTINGS

The settings section is where you will configure system settings such as server settings, license keys, and language
options.

SERVER SETTINGS

Directory Service — This section includes the Server Name and Directory Service user. These fields should be pre-
filled and they should not be configurable by any user.

Database Settings — These fields should be pre-filled and they should not be configurable by any user.

LICENSE SETTINGS

If you are using a trial version of Chime, you do not need to manually add a license key. Your trial provides you
with a license for one queue and three agents.

If you have received a specific license key for Chime, paste the code into the “License Code” field and click Add
Licenses. Once those license keys have been added, you can apply them to queues in queue settings.

CHIME MyDashbosed  Systom Dashboard  Queves | Admin | Hell jmosreBintant-techcomt=

4 People Add Licenses

Code |1 Assigned to Queue Maximum Agents Max Alert Recipients

0485cbdb-2cbe-403b-314d-3636374e1 Bed-5-5d331d2 19ecc000-3 /A H 10

030 56e-de3e-077d-0459chfedc98-64-2 108 77ad075 4 N/A 100 52
030c226¢-0560-4e30-077d-d450chle9d98-64-220T7ac075bc000-36 Virtual Agant [CS-Seript kills your session] Queue 100 54

15382746-23e4-deSe-bEBI-a577e372c49f-19-8d574d038ef0000-fa Test123 s 250

1585¢kdb-2cbe-403b-314d-2638374e 18ed-5-5133d219ecc000-a N/A 5 10

2106lc960-48b4-456¢.

- 159040866 cec-64-220676a0075be000- b4 N/A 100 180

2100Ic360-4854-456¢-9c89-152adbB6bcec:

-220876ad075bc000-c8 N/A 100 200

2106Ic360-48b4-456¢-3

coooEoEoeEe

9-f59adb866oec-64-22077ad075be000-c8 N/A 100 200 Ul

Figure 8: License Settings

ADVANCED SETTINGS

Languages: The language section gives you the option to add a new language label. To add a new language label,
type in the name of the language in the ‘New Language’ field. Click Add Language. Note: This does not provide the
ability to translate chat text. It is simply a label for the queue.

VIEW ARCHIVED

This section is where archived Queues, Chime users, Dispatchers, and Virtual Agents are listed. To restore an
archived Queue, an archived person (People), an archived Dispatcher, or an archived Virtual Agent, click on the
restore button on the right side of the grid.
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CREATE A QUEUE

The Queues page is where you can add, edit, and remove queues within Chime. When you open the Queues page,
Chime displays the queues you have provisioned, as well as some high level information.

ADDING A QUEUE

To add a queue, click the + New Queue button below the grid. This will bring up the new queue window, where
you will provide the basic information needed to create a queue.

Name: A name for this queue. This name will be used in system dashboards, and will be displayed to users
when they enter the queue

Description: A more specific description of the queue, if needed

Mode: Identifies the queue as being used for Testing, Development, or Production

Language: Marks the queue as being associated with a specific language

License: Select a license key that the queue will use

Web Client: A web client for to host the queue. For an Alerts only queue you can select Default Web Client

You must also select a dispatcher that this queue will use to distribute out the alerts that are created. Click on

Select Dispatcher to display a list of available dispatchers that can be used for the queue. Clicking the icon will
select that dispatcher for use with the queue you are editing.

New Queue
Name Queue Name
Description
4
Mode v Language v
License v Web Client v
Dispatcher
Name Description Type Platform
[©]

Figure 9: New Queue Settings

Click Save to create the new Queue
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EDITING A QUEUE

After creating a queue, you will need to provide some additional properties to enable the queue. To edit a queue,

click the E icon for the queue in the queue grid. This will open queue settings window.

Queue Settings

People  TextResources  Routing  Schedule  Advanced

Name Chime Helpdesk
Description

4

Mode Testing v Language English v

License 1000 Agents until 2/23/2017 with. ¥ Web Client Default Web Client v

Send chat transeripts via email Enabled | Queue State ‘

Dispatcher
Name Description Type Platform
sip:gaDispatch01@instant-tech.com null Testing Office 365 Lync [c]

Select Dispatcher .
Close

Figure 10: Edit queue settings

BASIC SETTINGS

The basic settings page contains the same information used when you created the queue, with one additional
field: Queue State. To activate this queue, you must click the toggle button and set it to Enabled, and click Save.

This will tell Chime that the queue is ready to be used.

Queue Settings

People  TextResources  Routing  Schedule  Advanced

Name Chime Helpdesk
Description
-
Mode Testing v Language English v
License 1000 Agents until 2/23/2017 with. ¥ Web Client Default Web Client v
Send chat transeripts via email [y | Queuestate  [Ele |
Dispatcher
Name Description Type Platform
sipigaDispatch01@instanttech.com null Testing Office 365 Lync ®

Select Dispatcher ..
Close m

Figure 11: Basic Queue Settings
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ADD PEOPLE TO A QUEUE

| PEOPLE SETTINGS

The People settings page allows you to add people that can be given different permissions.

Queue Settings

Basic TextResources  Routing  Schedule  Advanced

Agents | Groups  Virtual Agents

First Name J& Last Name Tags Priority Role No Chat
Andrew Robertson 1 Agent v =] n
Justin Moore 1 Agent . @ n
Patrick Madden 1 Agent v (u] u
Showing 1 to 3 of 3 entries Previous - Next

Close | [EEEYS

Figure 12: Queue People

You can add people to the queue by clicking on the Add Person button. This will open a directory picker that
displays people provisioned within Chime. You can scroll through the pages to manually select users, or you can

search for specific users using the search field above the grid. To select users to add, click the ﬁ icon next to
their account name. Selecting a user will create a badge with their name below the grid. You can select multiple
users to add, and clicking the X next to a user’s name in their badge will remove them from the list of users to add.
Once you are done selecting users, click Save, and they will instantly be added to the queue.

Queue Settings
Basic Text Resources  Routing  Schedule  Advanced
IR
First Name & Last Name User ID Tags
Andrew Robertson sip:arobertson@instant-tech.com E
Cassie Regan sipicregan@instant-tech.com E
Eric Richards sip:erichards@instant-tech.com E
Justin Moore sipjmoore@instant-tech.com E
MacGregor Thompscn sipimthompson@instant-tech.com E
Matt Quinlan sip:mquinlan@instant-tech.com E
Patrick Madden sip:pmadden@instant-tech.com E
Peyton McManus siprpmemanus@instant-tech.com E
Rachel Quimby siprquimby@instant-tech.com E
Shawn Works sipsworks@instant-tech.com E
Showing 1 to 10 of 11 entries Previous - 2 Next

Figure 13: Selecting users from the picker
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When you add a user to the queue they will initially be assigned a role. These roles are the queue specific
permissions that each person in the queue has. To change them you must be in the queue settings and navigate to
the People settings page.

Queue Settings

Basic Text Resources Routing Schedule Advanced

Agents Groups Virtual Agents

FIv—
First Name Last Name Tags Priority Role No Chat
R "
Andrew Rabertsor ; gent v v B
Justin Moore 2 Manager ¥ u
Patric n
atrick Madder 3 Reviewer ¥ [ x ]

Showing 1 to 3 of 3 entries Previous - Next

Saved successfully! Close m

Figure 14: Queue People

Each person in the queue has their own specific role setting that can be found in the Role column. There you will
find a dropdown menu that presents the 3 roles that a person can have in a queue. Clicking the role you want to
set for the person will change the role associated with them, but for the settings to take effect, you must click Save
at the bottom right of the Queue Settings modal. Note: If a person is an admin, their permissions will not be
affected by changing their role.

The three roles that can be assigned to a person are: Agent, Reviewer, or Manager. To allow people assigned to
the queue to send alerts, they must be given the Manager role in the queue. This allows that person to edit queue
settings and view queue dashboards and create, send and review alerts. If someone is an admin, they will also be
able to access these same settings and the queue dashboard.

As an alternative to setting someone as a Manager, there is another role that works similarly; Reviewer. Setting
someone as a Reviewer allows that person to access the queue dashboard and all of the associated menus in the
queue. However, they will not be able to edit queue settings. This essentially allows them to be able to create
alerts, but not modify the queue.

To delete a person from a queue, click the n icon. Chime will confirm that you want to remove the user from the
queue.
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ALERTS

QUEUE DASHBOAR

D

Click the © icon in the queue grid to navigate to a Queue Dashboard page. The Queue Dashboard is where you

will go to create, manage and monitor alerts.

=
CHIME

© 1046:10 AM
Instant Technologies 9/28/2016 UTC -0400

Support

instant

® Monitor

= Details
i Charts and Metrics
& Agents
8 History
© Alerts ~
¥ Outages ~ Traffic / Time

o Test Web Client

Based on
Availability

Queue Status.

sip:JMDispatcher01®@instant-tech.com

No one currently waiting

® Manager's Chat Room

L 1(844)330-3440 i support@instant-tech.com

View Logs

Dispatcher

ASA

My Dashboard  System Dashboard  Queues

Admin  Hello, INSTANT-TECH\jmoore!

Agents Online: 1/6 Seekers Connected / Waiting: 0 /0

Desk Agents.

Justin Moore
Administrator

Cassie Regan
Adminstrator

Connections.

Eric Richards
Adminisyator
Inavaiable

Matt Quinlan
Administrator

Unavaisble

Patrick Madden
Administrator

Rachel Quimby
Administrator

Average Wait Time: 0:11

Average Duration: 0:44

Active Sessions

Active Sessions

Active Sessions

Active Sessions.

Active Sessions

Active Sessions

Buikd: 245727372 €2015 - Instant
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ALERT TYPES

In Chime there are two options for the types of alerts you can create, Default and Enhanced.

A default alert will be sent to the recipients as a Lync®/Skype for Business® message from the dispatcher. The
message will open up as a toast notification and open up as a message from the dispatcher. This is the most
standard type of alert and will work as intended if the recipient does not have the Chime Alert Assistant.

An Enhanced alert however, will open up using the Chime Alert Assistant. With the Enhanced Alerts you can send
the alert using Rich Text, alter the colors of the text or alert background, display who sent the alert, as well as the
size and position of the alert when it pops up on the recipients screen. If the Chime Alert Assistant is not installed,

the alert will open as a toast, and provide a link to view the Enhanced alert in your browser.

Enhanced Alerts require the Chime Alert Assistant to be installed and running on the client system. The Chime
server must be set up to support SSL and HTTPS connectivity. To enable SSL and HTTPS support please refer to

Appendix A: Setup SSL:

71 g0 ENG

11:50 AM
10/19/2016

Figure 16: Chime Alert Assistant — System Tray

When you install the Chime Alert Assistant, you will have a new icon in your system tray. This is where you will
access all of the settings for the Chime Alers Assistant. Right click on the app and click on Settings. This will allow

you to configure the settings for the Chime Alert Assistant.

Configuration

Settings Debug
Automatically start when Windows is started?
Auto accept alerts from the Instant Chime application?

Poll interval for Skype for Business/Lync Client connection

Page | 17

10 = minutes

Close

Save

Configuration

Settings Debug
Connection to Skype for Business/lync client  Connected

Debug

Reconnect

0S: Windows 10 Enterprise

0S Version: 6.3

Internet Explorer Version: 11.321.14393.0
Skype (Lync) for Business Client:

Skype (Lync) for Business Version:

Debug file path:
C:\Users\pmadden\ChimeAlertsAssistant\debug-10.12.2016.log

Culture: en-Us

Culture Display Name: English (United States)
Culture English Name: English (United States)
Culture Native Name: English (United States)
Culture 2-letter IS0 Name: en

Culture 3-letter 1SO Name: eng

Culture 3-letter Win32 API Name: ENU

Figure 17: Chime Alert Assistant
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CREATE ALERT

To create an alert, click the ‘Alerts’ drop down menu, and then Create Alert.

1.

recipients.

Create an Alert...

1) Message 2) Recipients 3) Options 4) Schedule & Priority

The first section, ‘Message’, is where you fill in the alert’s title and the message you want to send to the

€ Prev Next 3

English M Add Language +
Alert Title: PO
0/100
AlertMessagee | | U 5 = = ¢ 9 @ = = = = =
0/1000 —
@M Send as Unplanned Outage A ‘ ‘ Send Alert o

Figure 18: Alert Message

Additionally you can select between multiple languages to set for the alert. In the top right of the Create

an Alert box, there is a dropdown that you can choose a language from. Once you select a language you

want to add, click the Add Language button.

Create an Alert..

m 2) Recipients 3) Options 4) Schedule & Priority
English n French m

Alert Title:

Alert title...
0/100

Alert Message:
0/1000

~
=}
I
il
(]
Q
(4]
[
"
[
1]
lil
il

German

Please select a language...
Arabic

Cyrillic - Any

English

French

Hebrew
Hindi
Italian
Mandarin
Spanish

German

WPV Send s Unplanned Outage A ‘

Figure 19: Adding Additional Languages

3.

This will create a new tab where you can type in the title and body of the message. Having multiple

language tabs will create additional messages in your alert. To delete a language from the alert, simply
click the red x at the top of the language tab you want to delete. When finished, click the next button.
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4. The second section, ‘Recipients’, is where you assign who will receive the alert. You can choose specific
users, groups, and queues to receive the alert. There are three ways you can select recipients.
From Active Directory: If the recipient is in Active Directory, they be added by searching for them

[ )
in the Search > Active Directory section. In this section you can search by users or by AD groups
by clicking the drop-down arrow and selecting between groups and users.

e  From the Queue: A recipient that is in the queue can be added by on either the “Add Queue
Agents” or “Add Queue Managers” button.

e Federated User: The third way to add a recipient is by using the Add Federated User section. In

here, you type in “sip:” and then the email address of whomever you want to send the alert to.
This allows the option of sending the alerts to users outside of the active directory.

Create an Alert...

1) Message @ 2) Recipients 3) Options 4) Schedule & Priority

White List Filtering: m Selected Recipients and Groups: ( é'-

Search Users Q. ~

LA Next >

Search Active Directory:

Sea

Clear Recipients D

From Queue:

Add Queue Agents + | Add Queue Managers +

Figure 20: Alert Recipients

After adding the recipients, they will show up in the Selected Recipients and Groups box. To remove any
of them from the recipient list, simply click the Remove button to the right of the recipient’s name. When
finished adding all necessary recipients to the list, click the next button to proceed to the next step.

5.

Create an Alert...

1) Message @@ 2) Recipients (v 3) Options 4) Schedule & Priority

White List Filtering: m Selected Recipients and Groups: ( é-

€rrev | Y

Search Active Directory:

Patrick Search Users @+ Justin Moore m

- Patrick Madden

Patrick Madden

Clear Recipients O

From Queue:

ude "sip: Add Federated User +
Add Queue Agents + | Add Queue Managers +

Clear Alert D ||

Figure 21: Added Recipients
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6. The third section, ‘Options’, is where you can enhance the alert. When you first open up the Options tab,

you will see a selection toggle that allows you to select between default alerts and enhanced alerts.

The default alert sends out an alert to users simply using the Lync/Skype for Business client and
does not allow you to change the look and feel of the alert.

The enhanced alert, however, allows you to change the look of the alert, and add in extra
features. To use the enhanced alerts, it is highly recommended that the users receiving the alerts
have the Chime Alert Assistant installed and running.

7. If you want to use the default alert option, all you need to do is leave the Alert Type toggle set to

‘Default’

Create an Alert...

. You can then press the Next button and proceed to the final step.

1) Message 2) Recipients 3) Options (v 4) Schedule & Priority € Prev m

Alert Options:

Enhanced Alert Preview:

Alert Type: Default

Enhanced Alert Settings:

Display Sender

Indicate the alert is from:

Window size:

Medium

Title Color:

#333333 -

Position on screen:

Center v
Body Color: Background Color:
#333333 . #0f0f0 s

Reset D

Clear AlertD

Figure 22: Alert Options

8. If you want to create an enhanced alert, there are a few extras steps you have to complete before moving

on to the final step.
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First, you must change the Alert Type toggle to ‘Enhanced’. This will allow you to access the rest
of the enhanced alert settings as well as display a preview of the alert.

Second, you must decide if you want to display the sender information. By clicking the check box
for ‘Display Sender’, the Preview will update and show your Chime user image along with a
“message on behalf of:” label. If you need to send the alert on behalf of someone else, you
would click the Pick user from directory button and be able to select a different user to show up
in the image and in the label.

Next, you are able to determine how the alert will look. There are five options that you can select
from to alter the various aspects of the alert. You can change size, position it will open on the
screen, title color, body color, and the background color. Using these tools, you can thoroughly
customize the alert.

At any point when customizing the enhanced alert, you are able to click the ‘Reset’ button and
clear all of the settings for the enhanced alert settings.
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Create an Alert...

1) Message @) 2) Recipients @) m 4) Schedule & Priority € Prev |

Alert Options: Enhanced Alert Preview:
= English Alert title
Alert Type:
5 —
Enhanced Alert Settings: — o
[#) Display Sender
Indicate the alert is from: Message on behalf of: Patrick Madden
Patrick Madden Pick User from Direct q 5
English Alert title
Window size: Position on screen: English alert body message
Medium v Center v .
auiidl dyy=ll ylgic
Title Color: Body Color: Background Color: 5530l Go gyl puill dllusy
#333333 - #333333 - #fofofa '
Reset D

s

Figure 23: Enhanced Alert Features

9. The last section, Schedule & Priority, is where you can schedule the delivery and expiration time, as well
as set a priority for the alert.

Create an Alert...

1) Message @ 2) Recipients @ 3) Options @@ 4) Schedule & Priority (v € Prev

Alert Schedule: Alert Priority:
Alert Delivery: Alert Expiration: ® (Deliver to “Available”)
® Now (Default) ® One Week (Defautt) DY 0siver to “Avaiiable”, " way', 8 Busy’)
Schedule for later... Set Expiration...

SN W Send as Unplanned Outage A | Save as Template & | Send Alert #f

Figure 24: Alerts Schedule & Priority

At any point during the creation of an alert, you are able to clear everything and start over. There is a “Clear Alert”
in the bottom left of all of the pages that you are able to click to restart back on the first step of creating the alert
with all of the fields cleared.

During the creation process of an alert, you can set it as an Unplanned Outage, which will add the alert you made
to the Outages tab of the Queue Dashboard. It will send out the message you created as well as add it to the
Outage history section of Outages.

Finally, by hitting the Send Alert button, the alert will be sent to the recipients and added into the Alert History
section.
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ALERT TEMPLATES

When creating an alert you also have the option to save the format of the alert you just created as a template. To
do this, you must have finished all four steps of creating an alert. The option to save as a template will then appear
at the bottom of the screen. Once you create a template, it will store the outline of the alert you created in the
Alert Templates sub-menu.

To view templates of previously created alerts, click Alert Templates in the Alert drop-down tab.

Alert Templates

Show |10 ¥ |entries Search:

Alert Title 4 Message Preview Use Template Delete Template

Annual Server Maintenance The technicians in LT, will be doing some server maintenance on our system. If you are experiencing any difficulties, it is m
There is pizza in the break room it's Friday. so you know what that means! There will be pizza in the break room until 2:30 @

Showing 1 to 2 of 2 entries Previous | 1 | Next

Figure 25: Alert Templates
In the Alert Templates section you are able to use or delete the templates created on Chime.

e By clicking the ‘Use’ button, you will be brought into the Create Alert section and all of the
settings will be identical to when the template was saved. From there you will be able to change
the settings, messages, or any other aspects of the alert.

e Selecting the delete button allows you to remove existing templates that are stored in Chime.
Note: If you delete a template, there is no way to recover it.
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ALERT HISTORY

To see the details of all created alerts, click Alert History. This page allows you to filter through different kinds of
alerts and see who has received the alerts.

Active: These are all the Alerts that are currently active and are being sent to users as they become
available

Scheduled: These are the Alerts that have been scheduled to be sent out, but the scheduled time hasn’t
been reached yet.

Completed: These are the Alerts that have been sent out to all recipients.
Expired: These are Alerts that the time expired before the alert was sent to all recipients.

Showing All: This allows you to toggle between displaying all Alerts, High Priority Alerts, or Standard
Alerts.

Active ii; £ Scheduled ii; + Completed @: M Expired @:

All o All~  Pagelofl= | Show10- &  Select n

Created by: Patrick Madden IM: O Enhanced: 0 Emaik 0 Unsent: 2 Totak 2

starts: Sep 28, 2016 11:28 AM

Title: Meeting today at 2:30

|

v vl Starts: Sep 28, 2016 11:26 AM Title: Meeting today at 2:30 Created by: Patrick Madden IM: 1 Enhanced: 1 Email: 0 Unsent: 0 Totak: 2 ‘
v starts: Sep 28, 2016 11:14 AM Title: English Alert title Created by: Patrick Madden IM: O Enhanced: 2 Email: 0 Unsent: O Totak 2 ‘
v Starts: Sep 28, 2016 10:51 AM Title: HTTRTAA 37T Created by: Vivek Garg IM: O Enhancec: 1 Email: 0 Unsent 0 Total: 1 ‘
v starts: Sep 27, 2016 1:19 PM Trtie: Test to just a whitelist Created by: Peyton McManus IM: 7 Enhanced: 0 Email: O Unsent 1 Tota: 8 ‘
VNS § Starts: Sep 27, 2016 1:13 PM Title: dlasiwl Created by: Viivek Garg IM: 0 Enhanced: 1 Email: O Unsent: 0 Total: 1 ‘
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Figure 26: Alert History
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ALERT DETAILS

By clicking on one of the alerts in any of the different tabs, you are able to open up the details of the specific alert.
The details of the alert show who the alert was created by, when it was sent, who it was sent on behalf of, how

many people have received it, or not received it, as well as the messages that were in all of the languages it was
sentin.

Active (1) £ Scheduled (1) v Completed (1) M Expired (0) Al® All~ | Pagelof 1~ | Show10~ | & | Select n

‘v * starts: Sep 28, 2016 11:28 AM Tite: Meeting today at 2:30 Created by: Patrick Madden IM: O Enhances: O Emaik O Unsent: 2 Total: 2

AV Starts: Sep 28, 2016 11:26 AM Tite: Meeting today at 2:30

Created by: Alert Details: m Arabic

Start: Sep 28, 2016 11:26 AM  Stop: Oct 5, 2016 11:26 AM Meeting today at2:30

% Enhanced Alert

Sent on behalf of: Patrick Madden

Created by: Patrick Madden IM: 1 Enbanced: 1 Email: O Unsent: 0 Total: 2 Delete

Hi everyone,

We have a meeting in the conference room on the third floor today at 2:30.

Patrick Make sure to bring your reports to the meeting as we will be discussing them later
Madden
% IM:1 % Enhanced: 1 % Email: 0 % Unsent: 0 | Total: 2
‘ vV starts: Sep 28, 2016 11:14 AM Titie: English Alert title Created by: Patrick Madden IM: O Enhanced: 2 Emaill O Unsent: O Totak 2
‘ vV Starts: Sep 28, 2016 10:51 AM Titie: SR ST Created by: Vivek Garg IM: O Enhanced: 1 Emai: O Unsent 0 Tota: 1
|

Figure 27: Alert Details

The charts tab shows various different sets of information that allow you to have a deeper understanding of how
the alert was sent out and how many people have received the alert. To display the different charts, simply select
the chart you want to display from the drop-down and then click the render chart button. Once the chart is
displayed, you can use the Export CSV or Export chart buttons to save the information displayed in the chart.

Active (1) ) Scheduled (1) v Completed (1) M Expired (0) Al @ Alle Pageiofiv Showi0w | 2 Select n

‘ vik Starts: Sep 28, 2016 11:28 AM Titie: Meeting today at 2:30 Created by: Patrick Madden IM: O Enhanced: O Email: 0 Unsent 2 Totak 2
AR Starts: Sep 28, 2016 11:26 AM Tite: Meeting today at 2:30 Created by: Patrick Madden IM: 1 Enhanced: 1 Emai: O Unsent O Totak: 2

Alert Delivery by Type 8] Render Chart

Alert Delivery by Type
Alert Delivery Over Time

Export CSV

Alert Delivery by Type -
Average Time to Delivery by Type v

Figure 28: Alert Charts
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The Reports tab shows the recipients of the alert and how they have received the alert. The five sections in reports
are IM, Enhanced, Email, Unsent and Total. Going through the tabs can give you a better understanding of who has
received the alert, what method they received it by, and how long it took them to receive the alert. Similarly to the
Charts section, you are able to export the information to a csv file for further use.

aAvR starts: Sep 28, 2016 11:28 AM Title: Meeting today at 2:30 Created by: Patrick Madden IM: 1 Erhancea: 1 Email: 0 Unsent: 0 Totak 2 m
Recipients: & Bxport o CSV...

m Enhanced: 1 Email: 0 Unsent: 0 Total: 2

Show 10 ¥ |entries

Search:

Display Name “  SIP Address Delivered at Time to Delivery

Justin Moore sipjmoore@instant-tech.com Sep 28, 2016 11:28 AM 28s

Showing 1to 10of 1 entries Previous ‘ 1 | Next

Figure 29: Alert Reports

DELETE AN ALERT

Alerts can be deleted two different ways. You can delete a single alert by pressing the “Delete” button for the Alert
you wish to remove. To delete multiple Alerts, press the “Select” button, select the alerts you wish to remove,

then press the n button.
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ALERT SETTINGS

The Alert Settings section is primarily for White List Filtering configuration. White List Filtering can limit the Active
Directory groups to which alerts can be sent. This is ideal for organizations with large amounts of groups, or those
who wish to prevent certain groups from receiving alerts. If enabled, only the groups listed in the White List

Groups table on this page can receive alerts. These settings can only be configured by a Chime admin.

To enable and use White List Filtering you must go through a few steps:

1. First, Toggle the White List Filtering setting to the on position.

Second, use the Search Active Directory section to search for the group that you want to add to the White
List.

3. Click the add button to add it into the group.

4. Alternatively, you can use the Add Known Group Search box to add the group if you know the full name of
the group.

5. If you add a group you do not on the White List or want to remove one of the ones on the list, simply click
the red x in the remove column for the group name you want to delete. You will be asked to confirm that
you want to delete the group form the list.

6. Once you have added groups to the White List, those will be the only groups you can search from in the
Recipients section.
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AVOIDING CONFLICTIONS WITH CLICK-TO-CHAT FEATURES

Chime is a multi-purpose service and because of that, you may encounter overlapping parts of the inbound and
outbound branch. To mitigate the ways this can happen, this section of the user guide will be devoted to covering
the settings you can configure to minimize the unwanted interactions with the click-to-chat section of Chime.

AGENT STATE

The Chime click-to-chat service deals more with the queues than the Alert messaging side of Chime and as a result,
the roles of a person in a queue will have to be slightly different.

The click-to-chat side of the app uses agents to accept chat requests from users that have questions needing to be
resolved. As a result, the agent role does not have access to any of the alert functionality (or access to the queue
dashboard at all) and when setting up a queue for alerts only functionality, it is recommended that none of the
people assigned to the queue should be assigned the agent role.

The reviewer or manager role are more suitable for someone who will be in an alert-based queue. The main
differences between these roles are levels of access. The manager is able to access the queue dashboard and all of
the settings that go along with the queue, while the reviewer role only has access to the queue dashboard. Both
the reviewer and manager have access to the alerts for that queue. Managers are essentially the admin of the
qgueue, while the Reviewers have enough access to the queue to send and review alerts.

To avoid any scenarios where one of the managers or reviewers are sent requests for click-to-chat it is
recommended that Set all people to “No Chat” mode. The option for “No Chat” is located directly to the right of
the Role column in the Queue Settings modal.

TEXT RESOURCES

The click-to-chat section of chime utilizes Lync to connect Agents to Seekers who have questions/issues that need
to be resolved. Because of this, Chime has a system in place that sends out automated messages to users. To make
these messages less confusing they are customizable. To customize these messages you will need to modify the
fields of your text resource. To do this, you will need to navigate to the Admin page, then to “Settings” and finally
“Text”.

Click on the E button for the DefResource. This will open up a modal that will allow you to edit the specific text
resource messages. Pressing the (% button allows you to change the text associated with the message. These are
the specific text resources that should be changed to avoid confusion:

Seeker Text:
e Welcome Message
e Searching for Person

Agent Text:
e Queue Message

System Text:
e Queue Offline
e  Prompt for additional text entry

It is recommended that you set the text resources to read “This is an alert only Queue. Chat functionality will not
work with this dispatcher”. When finished click “Save” and the changes will be implemented.
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APPENDIX A:

SETUP SSL

The configuration wizard provides a tool to register an SSL certificate with the Chime application. As a prerequisite,

you will need to have a valid SSL certificate installed on the server. Once the certificate has been installed on the

server, you can follow these steps.
If using Enhanced Alerts, SSL is required.

1. Click Setup SSL.

o | Configure AD... | [Provide the basic information ta connect to search your Microsoft Active Direct]

o | Configure SGL.. | [Provide acosssto SQL Database |

tant

o [ Setup Web Cient... | [Setup the Chime On-Premise Web cient (optional) ]

[ Setup Web Clent... | [Setup the Crime Office 365 Web dient {optional) |

=Y
INS

o | Pk Admin... | [Pick 3 user 35 an administrator for Chime |

e Chime for Lync Service:

=l = | @

Further documentation and setup information can be found at hitp://addchime.com/faa Html

Figure 30: Configuration Wizard - SSL

2. Click through the prompts to register listeners for ports 80 and 443 (or click OK if already reserved).

0 URL reservation for https//+:B0/Chime already exists o URL reservation for https://+:443/Chime already exists

[ ]

Figure 31: URL Reservations

3. Select the desired SSL Certificate from the list provided. Click on the desired certificate and click OK to try
and use that certificate. If you don’t see the certificate desired, click Cancel, and another list will be

displayed.

Select SSL Certificate
Select the S5 certificate you would like 1o use with Chime for Lyne

Instant-tech-VINSTANTTEC...

bssuer:
Instant-tech-VINSTANTTECHDC-CA
Valid From: 11/25/2014 to 11/25/2019

Llick here fo view cerfificate.
prpsriss

The USERTrust Network™
issuer: AddTrust Externsl CA Root
Valil From: 5/30/2000 o 5/30/2020

DigiCert
fsuen: DigiCet Assured 1D Root CA
Valid From: 11/9/2006 te 11/%2031

Go Daddy Class 2
Certification Authority
besuer Go Daddy Class 2 Centfication
usherity

(]

Valid From: 6/28/2004 to 6/28/2034

ok ] [Camar ]

Select SSL Certificate
Select the 551 certificate you would like to use with Chime for Lync

Instant tech wildcard

Issuer: DigiCert SHAZ Secure Server
CA

Valid From: 1/18/2016 to 1/24/2017

Click here to view certificate
properties

G

Figure 32: Selecting SSL Certificates
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4. Click to OK to execute the command to register the SSL Certificate.

Execute command?

netsh http add sslcert ipport="0.0.0.0:443"
certhash="E4195A594301C205299E261 CF7B1CE2AZEADIGFA"

appid="{ebcald67-d313-43ce-B0ac-a71b8ddbagef}"
certstorename="My"

Figure 33: Executing SSL Command

Page | 29
Copyright © 2016 Instant Technologies. All rights reserved.
Rev 18 - PSM



