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Queue Dashboard

Queue dashboard 
features:

ÅSuggestions & Replies

ÅAliases

ÅAlerts

ÅOutages
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Create Standard Replies

ÅCreate reusable prewritten 
replies for agents for a queue
ÅAgentscanedit repliesbefore

sending
ÅReply Types:
ÅAdaptive Card
ÅWeblink (Teams invite)
ÅVideo
ÅText

What: Prewritten replies that are available for all 
agents within a queue
Why: So, agents have quick replies to use for 
common responses and to escalate to a screenshare
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Queue Settings –Text Resources 

ÅCustomize messages that Chime 
uses when connecting users via 
chat
ÅImport/Export Resources
ÅCreate Adaptive Cards
ÅFormore information about 

adaptive cards refer to: 
https://adaptivecards.io/and 
https://www.madewithcards.io/
ÅAdd Session Tags

What: Text or adaptive card that is displayed for/after each action
Why: So, the queue has a set of common responses for the life 
cycle of a chat

https://adaptivecards.io/
https://www.madewithcards.io/
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Queue Settings - Routing 

ÅStyles of chat routing:
- Teams channel 

broadcast
- Teams Hunt Routing

ÅSelect chat prompt settings
ÅSelect routing tag settings
ÅAbility to rollover to another

queueon timeout

What: Controls how chats are routed to agents
Why: Cover different routing types
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Queue Settings - Interview 

ÅCreate custom chat workflow 
within a queue similar toIVR
ÅRoute to:
ÅAnotherQueue
ÅAgents
ÅExternal Bots
ÅFAQ

What: Chat workflow without any programming
Why: Help navigate the incoming chat to the correct queue, agent, external bot, or FAQ
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Outages

ÅSee details of create outages 
in Outage History
ÅOutages will show as user is 

coming into a chat session

What: Attach an outage notification to the queue that will display at start of chat
Why: If people are coming in about a known issue or outage, they will receive 
information before routing to an agent in case they want to deflect
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Deflection Feature Text 

What:Option to deflect incoming chat sessions

Why: Automatically (for some managed shutdown of queue)

ÅBased on conditions (Razor with variables)

ïToo many waiting guests

ïNot enough agents

ïTime of day

ÅDisplay a message or card back to the guest

ÅAttach a comment automatically to the session
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Deflection Feature
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Aliases

ÅView current status 
of dispatchers
ÅView number of 

active chats per 
dispatcher

What: Attach additional botframeworkservices to a queue
Why: So, agents can accept concurrent/multiple chats at one time
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Suggestions
ÅAdd suggestions or prewritten 

common questions and answers 
without starting a chat
ÅSuggestions can be added on skill 

tags for each queue
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Queue Settings - Integration 
ÅWhat: Integrate with external bots and external ticketing systems
ÅWhy:Helpwith self service deflection and integrate with ticketing

ÅExternal Bots:
- Bots can be called before 

and after the welcome 
message

- Bots are registered in the 
Admin area

ÅVirtual Agents
Å Integrate with Servicenow, 

Solarwinds, SMAX, 
Footprints, & SMTP
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Queue Settings - Advanced 

ÅSet queue logo/branding
ÅSet email for when a guest 

times out and recipients
ÅView web client address to 

help setup dispatcher
ÅClick to chat embed code to 

stage on portal
ÅSetASA values
ÅAllowagentsto enable/disable 

themselves in the queue

ÅWhat: Advanced settings for a queue that will probably be set once
ÅWhy: Provide options for queue branding, timeout, webchat UI, etc.
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Additional Resources

ÅFor additional support please contact: support@instant-tech.com

ÅFor additional information go to our page: https://addchime.com/teams-manager-
training.html

ÅForadditionalinformationaboutadaptivecards:
ïhttps://adaptivecards.io/

ïhttps://www.madewithcards.io/

mailto:support@instant-tech.com
https://addchime.com/teams-manager-training.html
https://adaptivecards.io/
https://www.madewithcards.io/

