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CHIME Manager Core Concepts

 Make sure Queue is online and running properly

 Manage the Agents who are in the Queue and their status
 Monitor Chat sessions that are coming into the Queue

* Review old chats that might have Dropped or Timed Out

* Create or update Standard Replies for Agents to use in Chats
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CHIME Manager Areas in Chime

e Cl i C ki n g M y M a n a ge r H O m e CHT::-\E Home My Guest Dashboard My Agent Dashboard My Manager Home ~ ° <

.
gets you to:

° Syste m D as h b Od rd Default Queue (Don't Touch) Assigned Dispatcher: 36d1b070-29b7-4dd0-9b47-5c1d7ca7796 | |
m Agents: 9 agents assigned S
— VIeW the H Igh_Leve | Status Of Managers: 2 managers assigned

eac h Qu eue Example Queue Assigned Dispatcher: ~ e681706e-7dc5-425b-a773-89e35faaddf6 [ @ Queue Dashboard |
m Agents: 5 agents assigned

Managers: 2 managers assigned

Y Q S
a n a ge u e u e S Instant SUppO rt Assigned Dispatcher: bd96c6d9-36dc-4a29-b9dd-7915ae8fceth ‘ |

. [ online | Agents: 18 agents assigned
- G et to Qu e u e Sett I n gs O r Managers: No managers assigned

Qu eye D as h bOa rd Load Testing Queue Assigned Dispatcher:  Gech0ed3-1097-4f9d-8363-50187b79%aba5 |

First load-balanced queue! Agents: 16 agents assigned

* System Reports e

PG Test Queue Assigned Dispatcher: 0ca2243a-adc8-46{0-832f-b0e173003b05 |
— View Reports for each Queue onne | nabied 15 st asigned

Managers: 4 managers assigned
you Manage
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CHIME

Used to control the high-level
settings in the Queue

Most of this will be set up when
the Queue is created and will not
need to be updated

Queue Settings - Basic

Queue Settings | Example Queue

m People

Integration

Queue Properties

Name

Example Queue

Description

Language

English v

Guests can request chat transcripts

Send chat transcripts via email

Cognitive Text Resources

Web Client

Default Web Client

Publish to Home Page

Published

Show Chat Links on Home Page

Web Client Only

Deflection Routing Schedule

@ Learn more about these settings

Interview Publish

Advanced

@ Test Chat @ Queue Dashboard "D Reset

Engine Properties

A Changes to these settings may cause the queue to restart. Any active sessions may be dropped

License

&, Licensed fort:%::w users until 10/2/2022 | ¥ Alerting enabled for(:ﬁ:} recipients

Queue Bot Messaging Endpoint

Dispatcher and alias Bot Framework bots assigned to this queue below should be directed to this URL in the

v Azure Portal

https://instant-teams.imchime.com/Chime/bot/api/messages

Queue Dispatcher

Queue-Dispatcher-1 (e681706e-7dc5-425b-a773-89e35faaddf6)

v Dispatcher Aliases

Bot ABot ID

Queue-Dispatcher-2

Remove

ecch1ea0-9ed8-4971-b8b8-e02b2665e0ff

@ Queue Dashboard "D Reset
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Queue Settings | Example Queue

 Used to add/remove users
and edit their roles (agent,

revi ewe r’ mana ge r) @ This queue is licensed for (29) agents
* Set the priority chat orgler dronm e Toe___
to users or no chat option |« =«  EEoEzDeTD
* Edit skill tags assigned per | =« v« o

user
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CHIME Queue Settings- People

aaaaaaaa
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@ Queue Dashboard "D Reset

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

Instant




CHIME Queue Settings - Schedule

@ Learn More About These Settings n

e Control when a queue is
online/offline

. Set queue status based "; R o

on availability -
e Set queue status based - e Y a-e

on time schedule °o o ° e
* Set queue status to @-0
always on mode R S EZE
B-8
12 B8-8

8 Cueus Dashboard o .
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CHIME

* Allow agents to
enable/disable themselves
within the queue

e Set target numbers for

different figures:

e Target average speed to
answer (ASA)

e Target chat concurrency

e Target average chat
duration
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Basic

Queue Settings - Advanced

Queue Settings | Page Group Test Queue

People

Target Average Speed to Answer (ASA):

Integration

a0 Seconds
Target Chat Concurrency:

25
Target Average Chat Duration:

900 Seconds
@ Lean how to expose this Web Client
Internal Web https://instant-teams.i

Client Address:

External
Outages
Address:

Embed Web
Client

https://instant-teams.i

<button enclick="

var windowSettings =

mehime. com/

Cognitive Text Resources

CC/Web Chat Offline Email:
Dispatcher Email Address:
Use Dispatcher Email:

Mo Dispatcher Email Available

Allow Agents to Enable/Disable Themselves:

Chime/webclient?id=2

mchime. com/Chime/Outages/QuenelutageView/2

"heig

To embed Chime web dlisnt, pleass copy and paste the following code into your website.

stant-teams.imchime.com/Chime /webclient?id=2";

=528, width=588, menubar=no, status=no, titleb

ar=no, toolbar=no, top=138, left=288, resizable=yes"

window.open{url, windowhame, windowSettings);

"
Chat with an agent
</button>

@ Learn more about these settings n

Deflection Routing Schedule Interview Publish
@ Test Chat @ Queue Dashboard _ "0 Reset

Queue Image Queue lcon
e & Upload Mew Photo
Vust be 2 32332 of v white 2
2 Upload New Photo Must be a 32x32 ::ner.FraG. , th on ¥ vhite and
transparent pixels. More details
Send email when a guest times out: No

Email Recipients:
Email Subject:

 Send Test Email
a
a

Email Body:
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CHIME

e Used to view current
information for a specific
queue

* View connected agents,
agents online, and average
wait times
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Queue Dashboard

@ 2:04:58 PM . Queue Status
5/19/2022 UTC -04:00 o K
Instant-Support

Trending Summary Agents Online: 2 /18 Connected / Waiting: 0/0

(Up to 5 min delay) Average Wait 0:00 Average Duration:  (:00
@ Dashboard

Instant Support

£ Queue Settings

Guests Waiting ASA
@& Monitor
£ Details s
| Charts & Metrics
& Agents
& Session History
= Aliases NO one Currently Waltlng |os 05 05 05 05 05 05 05 05 05 0 05 05 05 05 05 03

i= Suggestions & Replies

! Alerts =

¥ Outages ~ Traffic / Time Connections

< Manager Chat Room

@ Test Web Client

¢ Test With Teams
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CHIME

e Used to monitor both
incoming and active chat
sessions

* View basic chat information
such as guest question and
agents connected

* View ongoing chats in real
time

Instant Support
£+ Queue Settings
@ Dashboard

£ Details

[ Charts & Metrics
& Agents

& Session History
= Aliases

i= Suggestions & Replies

v Aleris =
¥ Outages ~
< Manager Chat Room

@ Test Web Client

¢ Test With Teams

® 2:08:34 PM Queue Status

Always O
5/19/2022 UTC -04:00 ays©n

Instant-Support

Trending Summary Agents Online: 2/ 18 Connected / Waiting: 0 /1

Monitor

{Up to 5 min delay) Average Waitt 0:00 Average Duration:  0:00

Monitoring Panel

Session
Started Guest  Question

a May 19, Ben Hello... | need help

2022 2:08 Marris | with my printer
PM

Last updated May 19, 2022 2:08:30 PM. Next update in 56 seconds.
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State

Wait Connected
Time Time Agent

00:00:04 ﬂ
]
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CHIME

Used to view all chat sessions
that have been created that
day within the queue

* Filter chats:

o All

 Connected

* Waiting

* Dropped

e Disconnected

e Completed

 Timed out

* Rolled over

e Queue unavailable
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Details

@ 2:10:14 PM
5/19/2022 UTC -04:00
Instant-Support

Queue Status

Trending Summary Agents Online: 2 /18 Connected / Waiting: 0/0

Always On
Instant Support
£ Queue Settings

(Up to 5 min delay) Average Wait:  0:17 Average Duration:  0:17

@ Dashboard

Queue Details Filters: A v Start Date: May 19, 2022
@ Monitor

Session Started Guest Question State  Wait Time Connected Time Agen
= 5
May 19, 2022 2:08 PM Ben Morris Hello... | 00:00:17

| Charts & Metrics (bmorris@instant-  need

tech.com) help with
. (fee12eaf-cd1b- my
& Agents 4365-9476- printer

b223adb6c229e)
& Session History

= Aliases

i= Suggestions & Replies

w2t Alerts ~
¥ Outages ~

< Manager Chat Room Last updated May 19, 2022 2:09:55 PM. Next update in 41 seconds.
@ Test Web Client

¢ Test With Teams
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CHIME View Session Details

Chat Session Stats Metadata Tags & Comments Routing

* View session details to Queue Details Fil
see the chat transcript of

S d Guest Email: vgarg@instant-tech.com
i 55 i tarte |
t h e C h at View Session Details Referring Site: M/A

Ma'_',-' 26, 2022 4:05 AM 1 Agent Assigned: Vivek Garg
* View basic information |

such as guest email, o
resolution status, and . - | R gmym}1.-httpsl;,qsman-.rindshe|pdesksandbox.samanagmm,ﬁncidents,fgzwsz11
guest rating ‘ | T e v

e Additional information
includes the routing
history of the chat,
session tags/comments,
and metadata

Session Stats & Information Session 72619

Connected Time: 00:02:18

Guest Rating:

Guest Comment N/A
Sentiment Score

Guest Comment: 1
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CHIME Charts & Metrics

© 2:12:48 PM Always On Queue Status Trending Summary Agents Online: 2/ 18 Connected / Waiting: 0/0
5/19/2022 UTC

Used to review statistics within a

. @ Charts & Metrics / Basic Statistics
single queue -

## Queue Settings

* Select a piece of data on the chart to ... ot epr o NI -

. w v
@& Maonitor
SNOW t1ne sessions a A
& Details 11§ 59 | PM | May 19, 2022 #  Generate Chart = Export CSV
e Export data to Excel
|4 Charts & Metrics N N
©2:11:40PM Queue Status
<oy s Always On i Agents
Instant Support 5/19/2022 UTC -0400 | oniine_| 2 Chat Statistics for Instant Support between Apr 28 and May 19
Instant-Support .
70
£ Queue Settings Trending Summary Agents Online: | 2/18 Connected / Waiting: 0/0 & Session History

(UptoSmindelay) | AverageWait: 0:17  Average Duration: 0:17
@& Dashboard

Charts & Metrics = Aliases
@ Monitor
= Details A {= Suggestions & Replies
e ¢
&% Charts & Metrics
T Alerts ~
& Agents Basic Agent Performance

Statistics

12
B Session History Ef'flqency Metrics ¥ Outages ~ 3 5 .
and Load 0 p - /£

< Manager Chat Room

= Aliases

i= Suggestions & Replies

® Test Web Client

w Alerts

r, i < Text Analytics Chat Bot Statistics and
Metrics

O Test With Teams

TimedOut ils Ansviered Disconnecte il Waiting
ils ASA (sec)

ils Rollad Over iy Deflacted il Total

© Manager Chat Room

#® Test Web Client

© Test With Teams
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CHIME Agents

@ 1:12:05 PM Always On Queue Status Trending Summary Agents Online: 3 /5 Connected / Waiting: 0/ 0

5/20/2022 UTC -04:00

U S e d to m O n ito r SLB Example 21505 Queue-Dispatcher-1 m (Up to 5 min delay) Average Wait:  0:18 Average Duration:  6:36
a ge nt Stat u S i n q u e u e 2 Ben Morris Select a Date Range| & Refresh From: | May 15, 2022 To: May 20, 2022
. £ Queue Settings m
Last updated May 20, 2022 10 00:00:10 00:05:55 00:59:14
(online,

@ Dashboard 1:11:10 PM. Next update in 4 Conversations Average Speed to Answer Average Chat Duration Total Chat Duration

enabled/disabled) ... o

'D Set Active Chat Count

* View agent chatand === s ppen st 1

Agent Activity for Ben Morris Chats between May 15, 2022 and May 20, 2022

. i Charts & Metrics .
presence history and Quese Agents 4
. . Agent Name Status E : Connected, D
recent activity :
PY Ti p . Age nt = Aliases Ben Morris o 0 )
) = Suggestions & Replies ~ ene ? o ; |‘E.;.‘-_5 fay 1 May 1 18 :
I . ffl . . Patrick Madden @ [EEA=Ed [o = o ’

on InE/O Ine Status IS ® Alerts ~ Eric Richards & )
- 0

. Vivek Garg
read only

< Manager Chat Room Search Chat Results

Search

® Test Web Client

Guest Question Date / Time |s Resolved? View Details
¢ Test With Teams
Ben Morris May 19, 2022 10:38 PM
Ben Morris May 19, 2022 8:47 PM
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CHIME

* View chat history for
the queue

* Open chat transcripts
to review past chats

e Search by session ID
or by email address

SLB Example Queue

e

# Queue Settings
& Dashboard

@ Monitor

£ Details

bt Charts & Metrics

& Agents

& Session History

i= Suggestions & Replies «

Tt Alerts =

@ Test Web Client

¢ Test With Teams

@ 1:14:55 PM
5/20/2022 UTC -04:00
Queue-Dispatcher-1

Always On

Session History

Guest email :

Session Started

72576 ' RN May 19, 2022 3:52
PM

72577 & |l May 19, 2022 3:54
PM

72578 &' NEEXE May 19, 2022 3:56
PM

72579 ' JEEIE] May 19, 2022 3:56
PM

72581 &' EESEL May 19, 2022 7.57
PM

ppii-Ned 72582 May 19, 2022 7:58

PM

72584 & EESLE May 19, 2022 7:59

PM

72586 ' =L May 19, 2022 807

PM

72588 ' T May 19, 2022 8:08

PM

72589 May 19, 2022 822

PM

72500 ' EEEEN May 19, 2022 8:32

PM

Session ID :

Session History

Queue Status

Question

test

Hello... | need some help with
my printer

Hello... | need help with my pri
nter

Hello... | need help with my pri
nter

Hello... | need help with my pri
nter

Hello... | need help with my pri
nter

Hello... | need help with my pri
nter

Hello... | need help with my pri
nter

Start

Guest

Ben Morris (bmorris@instant-t

9476-b223adbc229e)

Ben Morris (bmorris@instant-t

T T= TR

9476-b223adbc229e)

Ben Morris (bmorris@instant-tech.com) (fée1

9476-b223ad6c229¢)

Ben Meorris (bmorris@instant-tech.com) (fée1

9476-b223ad6c229e)

Ben Morris (bmorris@instant-t

9476

Ben Morris (

9476-b22

Ben Morris (

adoc229e)

9476-b22

Ben Morris (bmorris@instant-tech.com) (fée1

9476-b223ad6c229¢)

maorris@instant-

Trending Summary Agents Online:

(Up to 5 min delay)

May 19, 2022

h.com) (fee12eaf-cd1b-4a65-

h.com) (feel12eaf-cd1b-4ab5-

2eaf-cd1b-4ab5-

2eaf-cd1b-4a65-

h.com) (fee12eaf-cd1b-4ab5-
h.com) (fee12eaf-cd1b-4ab5-
2eaf-cd1b-4ab5-

h.com) (féel

2eaf-cd1b-4ab5-

Ben Morris (bmorris@instant-tech.com) (fee12eaf-cd1b-4a65-

9476-b223ad6c229e)

Ben Morri

9476-b223ad6c229e)

(bmorris@instant-tech.com) (fée12

af-cd1b-4a65-

m

Ben Morris (bmorris@instant-tech.com) (foe12eaf-cd1b-4ab5-

90 A

9476-b223ad6c229¢)

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

Average Wait:

3 /5 Connected / Waiting: 0/ 0

0:18 Average Duration:  6:36

May 20, 2022

Agent

Ben Morris

Ben Morris

Patrick Madden

Patrick Madden, Ben
Marris

Patrick Madden

joagaananae




CHIME Standard Replies

@ 1:24:04 PM Always On Queue Status
® P m d m SLB Example Queue 5/20/2022 UTC -04:00 | Online |
re a e essage pleQ Queue-Dispatcher-1

@ Trending Summary Agents Online: 3 /5 Connected / Waiting: 0/0

re p I ieS th at a re ava i I a b I e P (Upto 5 min delay)  Average Wait: 0:18 Average Duration: 6:36

for agents B

Unresponsive you still need my help, you can request a chat again. Thanks for stopping by.

@ Dashboard Search...
* Creat tandard
re a e n eW S a n a r ) Title Message Type Edit Remove
& Monitor
re I ies a n d t h e Wi I I b e Hold End Thank you for holding, appreciate your patience. TXT E n
p y = Detals Hold Update Thanks for holding! We do apologise about the wait. TXT B u
ava I I a b I e fo r a I I a ge nts I n |#a Charts & Metrics Mare Info | will need to collect additional information before we proceed. TXT E n
Screen Share We're having a little trouble diagnosing your issue based on the information provided— TXT B u
t h e q u e u e & Agents would you be willing to let me see your screen to assist further?
Remote May | remote in to further assist with troubleshooting, Please provide the asset number of  TXT
& Session History ) e J £ E u
Assistance your device to proceed.
= Aliases Conversation Thank you for using our live chat service. | am now closing this chat. If you have any more | TXT E n
End issues, please don't hesitate to let us know. Have a great day!
i= Suggestions & Replies ~ User Hello, it seems that you're no longer responding. | will have to close the chat for now. If TXT E n
= Suggestions Screenshare Screen Share Invite Card B u
4 Standard Replies The Agent working with you has request.ed t_hat you join.a screenshare session 19 e_lssist
with resolving the issue you have come in with. Please click the button below to join the
meeting:
wt Alerts =

Join Microsoft Teams Meeting

pYm——

¥ Outages =

» Manager Chat Room
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multiple queues — I e o trvrs e o
If managing a single v v

gueue refer to charts &

UserI for Managers With System Dashboard

May 20, 2022 B  Generate Chart = Export CSV

m et ri CS Average Speed to Answer by Agent between Sunday May 15 and Friday May 20

Reporting Categories:

CHIME System Reports

Agent

Analytics
Basic —l
Global
Performance
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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
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