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CHIME

Queue dashboard
features:

e Suggestions & Replies
* Aliases

e Alerts

* (Qutages
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Guests Waiting

0

No one currently waiting

Traffic / Time
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Queue Dashboard

Queue Status

Trending Summary Agents Online: 2/18 Connected / Waiting: 0/0
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(Up to 5 min delay) Average Wait:  0:00 Average Duration: 0:00
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CHIME

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

* Create reusable prewritten
replies for agents for a queue
* Agents can edit replies before
sending
* Reply Types:
* Adaptive Card
 Weblink (Teams invite)
* Video
* Text

Create Standard Replies

© 1:24:04 PM . Queue Status
5/20/2022 UTC -04:00 ==
Queue-Dispatcher-1 m
@ Trending Summary Agents Online: 3/5 Connected / Waiting: 0/0
"h.. (Up to 5 min delay) Average Wait:  0:18 Average Duration:  6:36

SLB Example Queue

Standard Reply Editor _

Title: Reply Type:

Password Restet TXT .

Type Edit Remove

Language: Ul |

English

? sit el |

Reply Message: System Variables ~  Session « - we proceed. TXT E

Here i a link for some password reset stuffyr| + based on the information provided— TXT a

https://support.office.com/en-us/article/Admins-Reset-Office-365-passwords-7a5d073b-7fae-4aa5-8f96-9ecd04 1abadc

Here is a link for some password reset stuff: in. Thanks for stopping by.
https.//support.office.com/en-us/article/Admins-Reset-Office-365-passwords-7a5d073b-7fae-4aa5-8f06-9ecd041abadc

assist further?

ting. Please provide the asset number of  TXT E

v closing this chat. If you have any more  TXT a
3 great day!

will have to close the chat for now. If TXT E

Card a
U join a screenshare session to assist
=2ase click the button below to join the
Cancel Save
T Alerts ~

Join Microsoft Teams Mesting
% Qutages ~

== |

2 Manager Chat Room
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CHIME Queue Settings — Text Resources

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
CYCIG Of a Chat Queue Settings | Instant Support

* Customize messages that Chime |
uses when connecting users via

C h a t Guest Text Help info to display when Guest uses ‘Help’ or "help’ in conversation E

Agent Text

* Import/Export Resources o

» Create Adaptive Cards e e

 For more information about e ey e s e e =
adaptive cards refer to:
https://adaptivecards.io/ and Loxd s Sandard Tt Rsourcs: ufing opionl Appe o messsessntfom s st est (]
https://www.madewithcards.io/

@Model.Text

¢ Ad d S ess i on Ta gS Connect with an agent | End Chat - Issue Resolved
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CHIME Queue Settings - Routing

What: Controls how chats are routed to agents
Why: Cover different routing types

» Styles of chat routing:
- Teams channel
broadcast =

- Teams Hunt Routing
e Select chat prompt settings
» Select routing tag settings .

* Ability to rollover to another

gueue on timeout

Rollover Queue

g Chinese

Routing Tag Menu Timeout

I
ooooDao ¢

Add Tags
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CHIME Queue Settings - Interview

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

Interview - Tree Preview

e Create custom chat workflow
within a queue similar to IVR

* Route to: ® bulog
e Another Queue —— — —
. Agents
e External Bots
Py FAQ o va/Shortel PBX o Dial Avaya/Shortel PEX

o PN o Dialog PN

@ Login Issue o Dialog gin | Q
o S o Dialog RSA Fags

o to Dial

o pt o Dial p

o e To
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CHIME Outages

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

* See details of create outages . e
in Outage History e e
* Outages will sShow as Useris . wn i — —
coming into a chat session B o | :
.......... —

Weekly Server Outage test

Weekly test is under way

Outage Type:
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CHIME Deflection Feature Text

What: Option to deflect incoming chat sessions
Why: Automatically (for some managed shutdown of queue)
* Based on conditions (Razor with variables)

— Too many waiting guests
— Not enough agents
— Time of day

* Display a message or card back to the guest
e Attach a comment automatically to the session
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CHIME

Auto-Deflection Settings

() Mo Automatic Deflection

O Deflect All Chats

® Conditionally Deflect Chats

Chat will deflect if this expression evaluates to True

81

f/Deflection based on total session count
var deflect = false;

var totalsessions = @Model.TotalSessionCount;

if(totalsessions > 3@)
deflect = true;
¥

=]
]
1]
|-.
m
[
9

Deflection Feature

Message When Chat is Automatically Deflected

Chat Has Been Automatically Deflected E

There are currently too many people waiting

There are already @Model.TotalSessionCount people ahead of you in line. Please come back later
when the service desk has more availability

We have your initial guestion and email to follow up with you, If you would like to enter a longer
question, please enter it below

Pl

(i}

as

]

enter your

question here

| Submit

Auto-Deflection Comment

Comment Recorded in Chat Session Metadata When Automatically Deflected E

User @Model. SeskerFullMame (@Maodel.SeskerEmail) came in at (@ Model.CurrentTime) asking:
@Model.SeekerQuestion while there were already @Meodel. TotalSessionCount users in the queues

f you are enabling auto-deflection to deal with increased chat volumes because of 3 known issue, consider
creating an Outage message to help inform users about current conditions.

@teaminstant | 1 (844) 330-3440 | info@instant-tech.com | www.instant-tech.com rn Stq n




CHIME

* View current status
of dispatchers

* View number of
active chats per
dispatcher
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e

£ Queue Settings

Aliases

What: Attach additional botframework services to a queue
Why: So, agents can accept concurrent/multiple chats at one time

© 1:22:16 PM o 7 Queue Status
ways On
5/20/2022 UTC -04:00 ’ E
Instant-Support
Trending Summar y Agents Online: | 3 /18 Connected / Waiting: 0/0
(Up to 5 min delay) Average Wait: 015 Average Duration: (:15
Dispatcher Aliases
Alias Dispatcher URI State  Status Active Chats
Instant-Support-2 Endpoint is connected 0 E

Last updated May 20, 2022 1:22:06 PM. Next update in 50 seconds.
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CHIME

* Add suggestions or prewritten
common questions and answers
without starting a chat

e Suggestions can be added on skill
tags for each queue

New Suggestion

Title: (24 /50 Language:
How to Install a Printer English

URL: (34 / 500 Type:
wa.hp.com/us/en/campaigns/wireless-printing-center/printer-setup-help2.htm| = Hyperlink

Description: &1 /250

The following line will teach you how to install a wireless Printer on a compu[ed

M Assign This Suggestion To The Tag: ] Copy This Suggestion To Other Tags?

M Hardware

Cancel Save
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Suggestions

Order suggestions on Home page Show General Info suggestions? Suggestion Display Type:

by: . .
m Collapsible Al ® Preview

Select Tag:

M Advocacy -

M Advocacy ) All Assigned (o) @ General Info / Unassigned (o) i Archived (0)

Title Description Link Type  Creator Date Created ol L Edit Archive

I Advocacy has no assigned suggestions. Managers/Admins can add new suggestions by clicking the 4 Add
Suggestion button above.
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CHIME Queue Settings - Integration

What: Integrate with external bots and external ticketing systems
Why: Help with self service deflection and integrate with ticketing

External Bots: Queue seings | nstant Support © Lo e bt thess st

Basic People m Cognitive Text Resources Deflection Routing Schedule Interview Publish Advanced
- Bots can be called before

and after the welcome o irtual Agents

If a bot is selected here, it will be automatically invoked when a guest enters the queue PreChat Virtual Agent

message o

. . After Welcome Message — Conversat ion Virtual Agent
- Botsarere gistere din the Bot inactiy Timeou
If no response is received from the bot for this amount of time, the chat will continue in the queue. (15-600 seco
A | . NOTE: Also applies to bots invoked via Interviews Agent Connect ed Virtua | Agent
Bot Inactivity Timeout Action Post Conversational Virtual Agent

V | rtua | A g ents " v.,.. e st
* Integrate with Servicenow, B

Solarwinds, SMAX, e |y S Ly S (v (B
Footprints, & SMTP

»A

o o

@teaminstant | 1 (844) 330-3440 | info@instant-tech.com | www.instant-tech.com I’n Stq nt



CHIME Queue Settings - Advanced

 What: Advanced settings for a queue that will probably be set once
 Why: Provide options for queue branding, timeout, webchat Ul, etc.

Queue Settings | Page Group Test Queue @ Learn more about these settings

e Set queue logo/branding

e Set email for when a guest
times out and recipients

* View web client address to

help setup dispatcher g
* Click to chat embed code to o —_
stage on porta = =
* Set ASA values :
* Allow agents to enable/disable °

themselves in the queue
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CHIME Additional Resources

* For additional support please contact: support@instant-tech.com

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

* For additional information about adaptive cards:
— https://adaptivecards.io/

— https://www.madewithcards.io/
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