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Introduction

This document is designed to help those who are configured as agents in the process of learning how to
use Chime. We will provide information on how to accept chat requests from customers, viewing the
agent dashboard and individual chat history, directions on how to install the agent context window, as
well as instructions for utilizing the context window and its various functions and features.

Agent Dashboard

The Agent Dashboard is a tool that gives an agent a lot of information about the chats that they have
taken and their statistics. When you first navigate to the Agent dashboard, you will see information
about your Chime state, the queues you are in, and Agent Skill Tags that you have. To get information
about a specific queue you are in, simply click the View Dashboard link for the queue you would like to
see.

e
CHIM E Home My Guest Dashboard My Agent Dashboard ﬁ ~
Patrick Madden @ @
=L A A
[+ | Chime Sales Queue Chime Helpdesk Queue
& View Dashboard @ View Dashboard
B o My status [EEIEED

@ Learn about the Agent Assist Tool

Figure 1: Queue Dashboard Landing Area

Enabling/Disabling yourself in Queues

Often time’s queues will allow Agents to set their Chime status on the Queue Dashboard. In the image
above, you can see that the Chime Helpdesk Queue has a My Status option underneath the “View
Dashboard” link and the Chime Sales Queue does not have the My Status option underneath it. Some
qgueues will support this feature, and some will not. Using the My Status feature allows you to set your
status for the Queue as Enabled or Disabled.

The Enabled Status is what an Agent should be in most of the time. When in an enabled state, the Agent
can receive chats, and will actively be getting new chats after they end an existing chat.

Changing your status to Disabled in Chime does two things- it removes you from the pool of Active
agents who can receive chats and allows you to start a chat with the queue. This is mainly used if an
agent is away from their desk or needs to message their own queue for testing purposes.

Page | 3
Copyright © 2018 Instant Technologies. All rights reserved.
Rev 5 - PSM
4/11/2018



In the Agent Dashboard you can see the statistics for your chats over time and your Lync/Skype for
Business status on the grey bar spanning the page. Below that, you will see information about the
Queue. The online/offline status of the queue will be displayed there along with four tabs with
information about the agents in the queue: Active, Agents Online, View History, and Legacy Dashboard.

Active:

The Active tab shows information about the active chats you currently have. In this section you will be
able to look at the context window for any of the current chats you are in and use any of the features it
provides. For the full list of features and uses of the Agent Context Window, refer to the Using the Agent
Context Window section.

CHIME

My Skype Status:

Home My Guest Dashboard My Agent Dashboard . ~

ZRefresh @ 0 Guests Waiting  00:00:05 ASA  00:00:00 Avg Chat Duration 0% Chat Concurrency 2 Conversations

Chime H e|pdesk QUEUQ Active Chat Sessions 2 refremn

O Online

Guest:John Doe 1:33:59 PM Mo Session Selected

Question: | need help with my

printer it seems to have broken
and ‘ cannet ﬂx n

Agents Online

View History

Legacy Dashboard

Guest:John Doe 1:37:41 PM

Question: Hello, | need a password
reset for my Office 365 Account

= My Skype Status:

Chime Helpdesk
Queue

G Online
Agents Online o
View History

Legacy Dashboard

Figure 2: Active Sessions

Home My Guest Dashboard My Agent Dashboard . ~

ZRefresh @ 5 Guests Waiting  00:00:35 ASA  00:2:45 Avg Chat Duration ~ 64% Chat Concurrency 2 Conversations

Active Chat Sessions & zefrzsh

Guest: lohn Doe  Question:

Guest:John Doe 1:33:59 PM 8 Authenticated | need help with my printer it seems to have broken and | cannot fix it

Question: | need help with my printer it seems to
have broken and | cannot fix it

= Details Question | need help with my printer it seems to have broken and | cannot fix

it

9 History

Email Jdoe@instant-tech.com
Guest:John Doe 1:37:41 PM e
Question: Hello, | need a password reset for my A Replies Session Started  1:33:59 PM
Office 365 Account - ..
@ Files Wait Time 00:00:04
Referring Site  https;//vpamga0T.instant-tech.com/Chime
[ Notes & Tags
Previous 1
= MetaData Sessions
Session ID 10
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Figure 3: Active Sessions Drilldown
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Agents Online:

The Agents Online tab shows you which agents in the queue are Available to take chats and which ones
are Unavailable. This is helpful for agents to gauge how many chats they will be getting based on the
number of waiting guests and the number of other agents online in the queue.

—
CHIME Home My Guest Dashboard My Agent Dashboard -

= My Skype Status: [(I70g S Refresh @ 0 Guests Waiting  00:00:05 ASA  00:15:45 Avg Chat Duration 0% Chat Concurrency 2 Conversations

Chime Helpdesk View Your Online Colleagues

I

Queue
Enter a name.
O Online
Active o
Agents Online (1]
View History Patrick Madden Justin Moore Lamia Mukanovic
Available Unavailable Unavailable
Legacy Dashboard Currently helping 0 guests Currently helping 0 guests Currently helping 0 guests

Figure 4: Available Online Agents
View History:

The View History tab allows agents to look at previous chat sessions that they had and look at the
session details. You are able to add tags, comments and change from resolved/unresolved from this
area. To look through the details of a Chat, simply click the View Details button on the row the chat is
on.

—_—
CHIME Home My Guest Dashboard My Agent Dashboard Admin . <
= My Skype Status: [(X70) SRefresh @ 0 Guests Waiting  00:00:05 ASA  00:15:45 Avg Chat Duration 0% Chat Concurrency 2 Conversations
Chime Helpdesk = Gy
Queue
From To i Refresh
( Online Selec’t a Date Range June 18, 2017 [ June 21, 2017 B
Active (0]
Search Chat Results
View History
Search
Legacy Dashboard
Guest Question Date / Time Is Resolved? View Details
Jane doe Hello, | need a password reset for my Office 365 Account Jun 21, 2017 1:37 PM
John Doe I need help with my printer it seems to have broken and | cannot fix it Jun 21, 2017 1:33 PM

Figure 5: Chat History
Legacy Dashboard:

The Legacy Dashboard tab brings you to the old Agent Dashboard. It is not recommended to use unless
you have already learned how to use it in the past.
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Installing the Agent Context Window

The Agent Context Window is a very powerful tool that assists Agents in helping the Guests who are
routed to them. This context window provides the basic details for the Guest, their previous chat
history, pre-defined replies, file upload, a tagging system and comment system so an Agent can give
feedback, and a feature that automatically opens up chat requests from Chime Queues.

Follow these instructions to install and enable the agent context window in Lync:

1. Loginto the Chime application using your domain credentials (URL will look something like this:
< SERVER _ADDRESS/Chime >)
2. Click on the ‘Download Agent Assist Tool’ button from the Agent Dashboard.

cHiﬁE Home My Guest Dashboard My Agent Dashboard . 7
Patrick Madden @ @
3 e A
[+ ]

Chime Sales Queue Chime Helpdesk Queue
@ View Dashboard @ View Dashboard
A Agent Skills (3) My status [T

Microsoft Office

Outlook/Exchange

Password Reset

© Learn about the Agent Assist Tool

Figure 6: Download Agent Assist Tool Setup

3. Click ‘Run’ when prompted to run or save ‘AgentAssist_Translation_v20.msi’ within the
browser, or navigate to the downloads folder on your computer and run the
‘AgentAssist_Translation_v20.msi’ file.

¥+ P = | Downloads — O *
Home Share View 0
“ v 4 ; » ThisPC » Downloads v O Search Downloads 2

~ Narme Date modified Type Size
v 3 Quick access
‘EE—.-l Agenthssist_Translation_v20.msi 4/10/201812:21 PM Windows Installer ... 1,991 KB
[ Desktop -
| I WY Jr -
Figure 7: Agent Assist Tool Download Location
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4. Click Next.

Welcome to the Instant Chime
Assistant Setup Wizard

The Setup Wizard will install Instant Chime Assistant on your
computer. Click "Mext™ to continue or "Cancel” to exit the
Setup Wizard.

< Back Cancel

Figure 8: Installer First Page

5. If you would like to change the folder that the Agent Assist Tool is installing to, click Browse and
choose the folder you want to install to.
6. Click Next.
ﬁ Instant Chime Assistant Setup — o
Select Installation Folder =
Thig i the folder where Instant Chime Assistant will be installed. ‘
-
Toinstall in this folder, dick ™Mext™. To install to a different folder, enter it below or dick
"Browse”,
Folder:
IC:\Program Files (x86)\Instant TechnologiesInstant Chime Assistani Browse...
Advanced Installer
< Back Cancel
Figure 9: Install Directory Picker
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7. Click Install.

15 Instant Chime Assistant Setup X

Ready to Install
The Setup Wizard is ready to begin the Instant Chime Assistant installation ‘
-

Click "Install” to begin the installation. If you want to review or change any of your
installation settings, dick "Back”. Click "Cancel” to exit the wizard.

Advanced Installer

Figure 10: Install Confirmation Page

8. When the installer completes the install, click Finish.

1% Instant Chime Assistant Setup X

Completing the Instant Chime
Assistant Setup Wizard

Click the "Finish” button to exit the Setup Wizard.

Launch Instant Chime Assistant

< Back Cancel

Figure 11: Installer Finish Page

9. The Assist App will appear on the system tray. Right-click it and then click on Settings.

Settings...
View and translate conversations...

Refresh Chime Queue List...

About Chime Agent Translation...
Exit

Figure 12: Agent Assist Tool System Tray
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10. This will bring up the settings for the Agent Assist Tool Settings. In the Chime Server URL area,

11.

12.

13.

14.

15.

16.

Page | 9

enter the Server URL where Chime is located. Note: make sure you include ”/chime/”

IM Instant Chime - Agent Assistant and Translator X

Basic Settings | Active Chime Queues l

Chime Server URL:  example: http://192.168.1.82/Chime/

https://vitqa03.instant-tech.com,/Chime

Test

W Auto-accept chat toasts from Instant Chime queues?

W Open Context Window when agent accepts conversation?
Extension Window Size: |Sma|l j

W Enable Instant Chime translation service

Translation service key: |
¥ Is Translation service key encrypted?
Update interval (Minutes) 5 EI:
I Enable Sound?

I Use Enhanced Agent Toast?
Debug Logs Folder

Open Logs Folder

1.0.20.0 Close ‘ Save ‘

Figure 13: Agent Assist Tool Settings

If you want chat messages to open automatically from the queues, check the box that says
“Auto-accept chat toasts from Instant Chime queues?”
If you want the Context window to open every time you accept a chat, check the box that says,
“Open Context Window?”

e Choose the size you want the context window to be: Small, Medium, or Large.
If your organization is using the translation feature you must check the box that says “Enable
instant Chime translation service” as well as enter in the Translation service key in the textbox
associated with it.
If your organization is going to encrypt the service key, check the “Is Translation service key
encrypted?” setting
The update interval option determines how often the Agent Assist Tool checks the Queue’s
presence. It is recommended to keep it at 5.
The “Enable Sound?” checkbox allows you to choose if you want sound notifications when
getting messages from Chime.
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17. The “Use Enhanced Agent Toast?” setting allows you to enable a feature that will automatically

open up chat requests and use buttons to accept and decline instead of typing

“

“._ . n

y” or “n”.

There is an incoming request in Helpdesk French.

There is an incoming request in Helpdesk French.

There is an incoming request in Helpdesk French.
Their question is | need some help.

John Doe has been waiting for 0 seconds
Respond with "y" to accept this request.

@ Accept (y)

%]

Decline (n)

[x]

Figure 14: Enhanced Agent Toast

18. Click the Save button on the bottom right of the window.
19. Click on the Active Chime Queues tab.
20. Click the Refresh Queue List From Server button and make sure that all of the queues you are in

show up in the list.

iM

Instant Chime - Agent Assistant and Translator

Basic Settings Active Chime Queues

Alert Manager09 - Offline 10 hours

E IT Dispatcher 02 - Maximum Followers Reached

I IT Dispatcher 03 - Available
I IT Dispatcher 05 - Available

[ x|

Refresh Queue List From Server

Figure 15: Refresh Queue List

21. Close the Agent Assist Tool Settings Window.
22. The setup of the Agent Assist Tool is complete.
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Accepting a Chat Request

As an agent who will be helping customers or guests in Chime, you will be prompted in your Lync client

with notifications of requests. To accept requests, you must be signed in to your Lync client and your
status must be available.

®

Skype for Business

What's happening today?

Cassie Regan
Available *
(]

Set Your Location *

Figure 16: Agent online and available

Follow these steps to accept a chat request:

1. Click on the blue notification in the bottom corner of the screen to open the chat window with

the Chime dispatcher. If you have the Agent Assist Tool installed, this will automatically open.

®

IT Dhspatcher 01

There is an incoming reque...

Options = Ignare

Figure 17: Chat Notification

Type ‘y’ in the new chat window to accept the chat request. Note: You are not connected with
the guest yet, you must type ‘y’ to accept it first.

¥ IT Dispatcher 01 - There is an incoming request in IT Helpdesk. <br/>Thei., — [ X

IT Dispatcher 01
Available

Wednesday, June 3, 2015

IT Dispatcher 01

There is an incoming request in IT Helpdesk, 11:51 AM
Their question is | need a password reset!,

John Smith has been waiting for 46 seconds

Respond with "y" to accept this request.

Last message received on 6/3/2015 at 11:51 AM.

@ >

&)

QOL®®E

Figure 18: Incoming Request
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3. You will receive a second notification for a group chat in the corner of your screen. Click on this
notification to open it. If you have the Agent Assist Tool installed, this will automatically open.
Note: This window is where you will be connected with the guest and you will be able to chat
with them.

®

IT Dispatcher 01

Group Conversation

Options Ignore

Figure 19: IM notification

4. A second IM window will be opened where you are joined into a conference with the guest and
the Chime dispatcher. You are now connected with the guest. You should see their question,
and you can now chat with them.

[John Doe - Hello, | can't get my printer to work] (3 Participants)

CONVERSATION vas ..
22 3 Participants &t

Wednesday, June 21, 201

=
e CHIME

John Doe : Hello, | can't get my

[T 9 s Hello, Patrick Madden

Active Sessions in Instant Sales Queue

Guest Question Tags Start Time

m John Doe Hello, | can't get my printer to work Password Reset Jun 21, 2017 10:50:58 AM

Last message received on 6/21/2017 at 10:51 AM.

sip:qaDispatch01@instant- X

Figure 20: Guest and agent chat window

5. If you are using the Agent Assist Tool, the context window will open when you connect to the
guest. There is a table that will show you the active sessions you have. To start using the Agent
Context Window, click the Details button for the session you are currently in. Note: you can
identify the session you are in by looking at the name of the guest in the conversation history
to the left of the Context Window.

6. To end a chat session, simply close the Lync/Skype for Business conversation window.
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Using the Agent Context Window

There are six tabs in the agent context window: Details, History, Standard Replies, Files, Notes & Tags,
and MetaData. This section will go over each tab and all of the features and functions available to agents
in the context window.

Details

The Details tab is the first tab that an agent sees in the context window when connected with a guest.
This window shows details about the guest or customer, such as their full name, question, contact
information, and wait time.

Guest: John Doce  Question:
& Authenticated  Hello, | can't get my printer to work

Question Hello, | can't get my printer to work
D History Email idoe@email.com % Send email transcript

Session Started 10:50:58 AM
<A Replies

Wait Time 00:00:04
@ Files Referring Site Not Available
[# Notes & Tags Previous Sessions 2

Session ID 53465
i= MetaData

Figure 21: Details Tab
History

[a g
The History tab shows the previous questions that the guest has had. Click on the . button to view
previous chats that the guest has had.

Guest: John Doe  Question:
& Authenticated  Hello, | can't get my printer to work

= Datails Date Question Agent Session View
May 17. 2017 1:15PM | am having trouble getting my printer to work. Can someone help? Patrick Madden 44574
D History
May 17, 2017 14 PM | am having trouble getting my printer to work No expert assigned 44573
«d Replies
% Files

(£ Notes & Tags

= MetaData

Figure 22: History Tab
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Replies

In the Standard Replies tab, agents have access to the standard replies that have been added to the

gueue that they are in. Click on the A button to send a standard reply message to a customer.

Additionally, you can click on the (4 button to edit the standard reply before you send it. Note:
Standard replies must be added to queue settings by a manager or administrator.

Guest: John Doe  Question:
8 Authenticated  Hello, | can't get my printer to work

= Details Standard Replies

D History Name Body Type Language

Join Conference  Join online conference: {ConferenceUri} TXT English =z 4
A Replies

Session Rating Here is a link for you to rate the session: {SessionFeedbackUrl} ™@T English = 4
R Files WeblLink For any info about Chime you can click here to visit our website Weblink English = 4

AddChime
[#" Notes & Tags

Welcome Hello {SeekerFirstName}, | am here to help you out. Could you please tell me how you TXT English Z
— encountered the issue you have?
i= MetaData

Figure 23: Replies Tab
Files

Any files that have been uploaded in the chat will be located in the Files tab. Agents have the ability to
send documents and pictures to customers, and customers can send files to agents as well. Click on the
‘Upload’ button to send a file to a guest. Click on the ‘Refresh’ button to reload the list of files, if any

have been uploaded.

Guest: John Doe  Question:
& Authenticated  Hello, | can't get my printer to work

= Details Uploaded Files
9 History File Name
A Replies Instructions-te-fix-printer.txt

[# Notes & Tags

= MetaData

Download

& Download File

& Refresh

Page | 14

Figure 24: Files Tab
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Notes & Tags

In the Comments & Tags section, agents can mark sessions as resolved as well as attach session tags to

the session. Resolved/unresolved, session tags, and comments will all show up in chat history.

Click on the ‘Unresolved’ button to toggle and change a session to ‘Resolved’.

3
MName: John Smith
= Details .
Question: | need help with my password

@ History

A Replies Comments & Tags

@ Files

W Note & Tags

MetaData Comments

Session Tags:

Enter comment.

Password Reset

v I

Add Comment

Figure 25: Notes & Tags Tab

Click on the Session Tags drop-down menu and pick a tag that fits the nature of the chat session. Then

click the + button to attach the tag with the session.

Add a comment that describes what actions the agent took, or additional issues that the guest had. Ex: /

gave him a password reset and he is all set now, | gave her a license key for Microsoft Office...

MetaData

The MetaData tab is used to track information about the chat such as where the guest started their chat
from or what skill tags they are using. This is generally in here for Virtual Agents to use, so it is not

common for an agent to use this tab in chat conversations.

Guest: John Doe  Question:
& Authenticated  Hello, | can't get my printer to work

Email: jdoe@email.com

i= Details
Secker[WebVisitor]: true

‘D History Seeker[Hostname]: ITINTERNOZ Instant-tech.com
Secker[SkillTags]: Password Reset

A Replies Hostname: ITINTERNOZ Instant-tech.com
DomainAuthenticated: False

% Files
Id: 2

[# Notes & Tags Queue: 2

Ip: 192.168.1.187
Secker[SeekerDN]: Web Visitor491181
WebVisitor: True
Virtual Agent Custom Tab 1: http://www.google.com
LastName: Doe
SeekerDN: John Doe
SkillTags: Password Reset

Question: Hello, | can’t get my printer to work

Figure 26: MetaData Tab
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Concurrent Chats

Agents can receive multiple chats at once. The concurrent chat property is defined at an admin level,
and the maximum number of concurrent chats an agent can have is ten. Once an agent’s maximum
concurrent chat number is reached, they will no longer receive any chats until they close out of one or
more of their existing concurrent chats. For example, if an agent’s concurrent chat setting is two, and
they accept two chats, any additional chats will be routed to other agents who have not fulfilled their
maximum concurrent or max per day number.

Transferring a Chat

Often times during a chat session, an Agent will need assistance to help a Guest. In these types of cases,
the Agent will need to add another Agent from the queue to the chat. Chime uses integrated Lync/Skype
for Business features to add and transfer chats to another Agent.

| | gadispatch01@instant-tech.com - Available IM.. Guest: John Doe

B i sl _ |
B Dot
Show Participant List Chrl+R
&L Imvite by Name or Phone Number..

Figure 27: Add Agent to Chat in Skype for Business (Left image) or Lync 2010 (Right image)
To add another Agent to the chat:

Click on the Invite More People button on your Lync/Skype for Business client.

Use the search bar to find the Agent you would like to add to the chat.

Click OK.

Once you have added in the other agent, they will receive the chat history for the session and
will be able to help the Guest.

5. At this point you can stay in the chat to finish the conversation or close the window and the
session will continue with the session transferred over the Agent you added to the Chat.

P wbhe
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Using Translate Features of the Agent Context Window

To start using the translation features, open up the system tray, Right-click on the Chime Agent Translate
app icon and then select View and translate conversations...

Settings...
Yiew and translate converzations...

Refresh Chime Cueue List...

About Chime Agent Translation...
Exit

Figure 28: Agent Assist Tool

This will open up all active chat conversations that you have. (In this case it is blank because there are no

chats opened). Note: this will display all chat sessions, not only ones from Chime.

Active Skye Sessions:

1.0.10.0

Close

Refresh Start Translating...

Figure 29: Active Skype Conversations

To better show the translation in action, the Guests perspective will be shown in addition to the Agents. The
image below shows an example chat that could come into a queue primarily speaking Hungarian.

Page | 17

b i .
CHIME Ferm

In order to better serve you, please provide the following information
First Name

Andar

Last Name

Bence

Email

andorbence@emailaddress.hu

What can we help you with?

Hogyan lshet visszadlliani 2 jelszavamat?

Start Chat

Figure 30: Web Client Form
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If you receive a chat session while the Active Skype Conversations window is opened, simply press the refresh
button, and all of the chat sessions will populate the window. To start translating chat conversations, either
double-click on the chat you want to open, or select the chat you want to open up, and then click the Start

Translating button.

Active Skype Conversations

Active Skye Sessions:

1.0.10.0

Refresh |

2/13/2018 6:08:50 PM sip:amtest01@instant4ech.com There is an incoming

2/13/2018 6:08:50 PM sip:AMTest01@instant4tech com:gruu:opaque=app :conf focus:id XXVWJBES si

request in Helpdesk Hung

Start Translating... I Close

Figure 31: Populated Conversations Window

When the translator opens up, there will not be any messages translated until the Guest sends messages.
Before using the translator, it is important to understand the different parts of it:

Subject: sipuri here
3 Participants

IM Instant Translation English To Dutch

Translated Messages | Original Messages I

Englizsh
Dutch

Your language:

Other participant’s language:

Agent Reply (enter text to translate)

Reply Preview:

Translate

Your language: English

Send

Send both True [+ 1.0.10.0

Other language: Dutch Preview: True

Page | 18

Figure 32: Initial View of the Translator
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The top right of the tool is where the user can set the language that they are translating to and from. Your

language is not configurable here, it is in the settings (this will be covered later) but the language of other
user will be available to changed using the dropdown list.

||11 Instant Translation English To Dutch

Subject: sipuri here
3 Participants

Translated Messages | Original Messages

Your language:  English

Other participant's language: |BTteR

Hebrew
Hindi

Hmons Daw

Indonesian

Italian

Japanese

Kiswahili W

Agent Reply (enter text to translate)

Reply Preview:

Your language: English

Other language: Dutch

Send

Preview: True  Send both True o8- 1.0.10.0

Figure 33: Changing the Guests Language

The two text boxes at the bottom of the application are where you will be translating. To use this simply set
the language of the other participant, then enter in the text to be translated. Click the Translate button to
display the reply preview. By default, the application will include both your original message and the
translated message to send to the Guest (but you are able to modify this in settings). Click the Send button to

deliver the message to the Guest.

IM Instant Translation English To Hungarian

Subject: sipuri here
3 Participants

Translated Messages | Original Messages ]

Other participants language:

Your language: English

Hungaran

Agent Reply (enter text to translate)

Reply Preview:

Hi Andor, how may | help you today?

Your language: English

Other language: Hungarian

Szia Andor hogyan segithetek ma?
Hi Andor, how may | help you today?

Send

Preview: True

Send both True |8 - 1.0.10.0

Figure 34: Looking at the Preview Before Sending
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The images displayed below (Figure 30) show the Guest receiving the translated message that the Agent sent

and then replying again (still in Hungarian). The
it will automatically be translated for them.

agent will then receive the message in the translate tool, and

—_— ——
CHIME = “! | CHIME = “
M Helpdesk Hungarian 1716216 PM M. {elpdesk Hungarian 11816 P
"W Thank you for contacting Helpdesk Hungarian. The average wait time is 104, ¥ Thank you for contacting Helpdesk Hungarian. The average wait time is 104,
Please wait while | locate an agent for you. Please wait while | locate an agent for you.
Andor Bence 1°16:20 PM Andor Bence 1-18:20 PM
Heogyan 2llithatom vissza a jelszavamat? Hogyan llithatom vissza a jelszavamat?
M. Helpdesk Hungarian 1:16:21 PM A  Helpdesk Hungarian 1:15:21 PM
"W Expert Fikri Ghazi has accepied your reguest. "W Expert Fikri Ghazi has accepted your request,
e Fikri Ghazi 1:18:05 PM e Fikri Ghazi 1:18:05 PM
3ziz Andor hogyan segithetzk ma? Zziz Andor hogyan segithetzk ma?
Hi Andor, how may | help you today? Hi Andar, how may | help you today?
Andor Bence 1-25:31 PM
Hogyan llithatom vissza a jelszavamat?
send A Send -
* ® O w ® @
Figure 35: Translated Message and Reply

Below the languages are the Translated and Ori

ginal messages. The tab that you select determines if you

want to see the original messages from the Guest, or the mesasges along with the translated text. All of the
messages that are sent from the Guest will appear in this window.

Subject: sipuri here
3 Participants

Translated Messages | Original Messages

IM Instant Translation English To Hungarian — *

Your language:  English

(Other participant's language:  |Hungarian j

| Bence andor: How do | reset my password?

Andor Bence : Hogyan &llithatom vissza a jelszavamat ?

Agent Reply (enter text to translate)

Reply Preview:

Translate

Your language: English Other language: Hungarian Preview: True  Send both False [~ 1.0.10.0

Send

Figure 36: Translated Reply from the Guest
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Below is another set of replys between the Agent to the Guest.

IM Instant Translation English Te Hungarian - X

Your language: English

Hungarian ;I

Subject: sipuri here
3 Participants

Other participant’s language:
Translated Messages | Original Messages

Andor Bence : Hogyan llithatom vissza a jelszavamat?
Bence andor: How do | reset my password?

Agent Reply (enter text to translate)
That is a great question. | will send you a link to reset your

Reply Preview:

e
==
CHIME - “
Y Helpdesk Hungarian 116016 PM
" Thank you for contacting Helpdesk Hungarian. The average wait time is 104,
Please wait while | locate an agent for you.

Andor Bence 1-16:20 PM
Hogyan 2llithatom vissza a jelszavamat?
4. Helpdesk Hungarian 11621 PM
"W Expert Fikri Ghazi has accepted your reguest,
Fikri Ghazi 1:18:05 PM
Sziz Andor hogyan segithetek ma?
Hi Andor, how may | help you today?
Andor Bence 135:31 PM

Hogyan 2llithatom vissza a jelszavamat?

. Fikri Ghazi 131:15 PN
Ez egy nagy kérdés. Majd kiildsk neked egy linket az e-mail a jelszo visszadllitisara.
Thatis a great gquestion. | will send you a link to reset your password to your email.

i to your email.

Your language: English

Other language: Hungarian

Ez egy nagy kérdés. Majd kildok neked egylinket az
e-mail a jelszd visszadlitasdra.
That is a great question. | will send you a link to reset

vour password to vour email. v

Send |

Send both True [ - 1.0.10.0

Preview: True

Send -

w ® @

CHIME -

— EIPUEIA LIUTIGE IO

W Thank you for contacting Helpdesk Hungarian. The average wait time is 104,

Please wait while | locate an agent for you.

Andor Bence
Hogyan allithatom viss2a 3 jelszavamat?

M. Helpdesk Hungarian
W Expert Fikri GhaZl has accepted your request.

. Fikri Ghazi
Szia Andor hogyan segithetek ma?
Hi Andor, how may | help you today?

Andor Bence
Hogyan allithatom vissza a jelszavamat?

Fikri Ghazi
£z egy nagy kérdés. Majd k0idok neked egy linket 32 e-mail 2 jelsz0 visszaallitasara.
That is 2 great question. | will send you 2 link to reset your password to your email

Andor Bence
Kdszénom

“x
N ey -~
ey, M Instant Translation English To Hungarian — *
e Subject: sipuri here Your language:  English
3 Participants Other participant’s language:  |Hungarian j
Translated Messages |Origina| Messages
1:18.05 PM
Andor Bence : Hogyan &llithatom vissza a jelszavamat ?
Bence andor: How do | reset my password ?
Andor Bence : Kidszonom
125:31 PM Bence Andor: Thank You|

13115 PM

13207PM

Agent Reply (enter text to translate)

Reply Preview:

Send A

Your language: English

* ® 0

Other language: Hungarian

Send |

Preview: True  Send both True [~ 1.0.10.0
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Figure 37: Replies Between Agent and Guest
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Accessing the Settings for Translate Feature
To modify any of the default settings of the Translate tool, simply click any part of the footer (The footer will
have “Your language”, “Other language”, “Preview”, and “Send Both” on it). Once it opens up, there will be

three sections that can be modified:

The first section is the default language that the Agent will be using. By default it is set to English, but you can
change it to any of the available languages. Note: the application will not auto-detect the language you are
writing in, so you will need to modify this whenever switching languages.

M Instant Chime Translation Options > iM Instant Chime Translation Options

Select your default (native) language: |English - Select your default (native) language: -

When sending a reply message, wh Indonesian

‘when sending a reply message, what should be included? talian
{* Send both your original text and the translated text {+ Send both your original text and t|Japanese
Kiswahili
" Just send the translated text (the other person doesn't need to see the original) " Just send the translated text (the Klingan ee the original)
Klingon {plgaD}
Korean

Should you preview the translated tq Latvian

Should you preview the translated text before sending or just send?
+ Display the preview before | send the message {+ Display the preview before | send the message
" Mo need to display the preview - send after the translation ™ No need to display the preview - send after the translation

Cancel | oK Cancel | oK

Figure 38: First Section Settings

The second section of the settings determines what the Agent is sending to the Guest. By default, it will be
set to send both the original text as well as the translated text, but it can be modified to just send the

translated text to the Guest.

IM Instant Chime Translation Options x M Instant Chime Translation Options

Select your default (native) language: |English = Select your default (native) language: |Indonesian -

\When sending a reply message, what should be included? ‘when sending a reply message, what should be included?

" Send both your original text and the translated text {* Send both your original text and the translated text

' Just send the translated text (the other person doesn't need to see the original) " Just send the translated text (the other person doesn't need to see the original)

Should you preview the translated text before sending or just send? Should you preview the translated text before sending or just send?

(¥ Display the preview before | send the message " Display the preview before | send the message

" No need to display the preview - send after the translation + No need to display the preview - send after the translation

Cancel | 0K | Cancel | oK

Figure 39: Second and Third Section Settings

The third and final section of the settings is for toggling on and off the translation preview. The translate tool
will show the preview of the translated text by default, but if you do not want to see the preview, you can

change the seting to not display the text.
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