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Add a new report detail Accepted vs Declined/Ignored per agent
Per Agent it shows how many chats were accepted or declined/ignored. When the bars are clicked the

accepted and declined/ignored chats are displayed underneath for that queue.

Stop  December 18, 2017

v | Start December 15, 2017

Select A Report|  Accepted vs Dedlined/Ignored per Agent
Accepted vs Declined/lgnored per Agent between Friday Dec 15 and Monday Dec 18
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Accepted Chats gnored/Decined Chats

IT Dispatcher incoming request in Test

©|T Dispatcher 01

Available
853 2 participants

Message to acknowledge when an agent declines a chat session

IT Dispatcher 03 - There is an incoming reque
o
e}

9:41 AM

Wednesday, December 20, 2017

©|T Dispatcher 03

available
38 2 Participants
There is an incoming request in Test Queue.

Wednesday, December 20, 2017
o There is an incoming request in Load Testing Queue. 937 AM Incominy >
Their question is Hello, T have a quick question about a feature on Their question is Hi, question about VA.
Chime for Lync . Mia Greens has been waiting for 0 seconds
Adam Wyatt has been waiting for 30 seconds Respond with "y" to accept this request.
Respond with "y" to accept this request.
N 941 AM
n 9:37 AM
e There is an incoming request in Test Queue. 9:41 AM
9:37 AM Their question is Hi, question about VA.
Mia Greens has been waiting for 8 seconds
Respond with "y" to accept this request.

e You have declined

Last message received on 12/20/2017 at 9:41 AM.

Last message received on 12/20/2017 at %:37 AM.

Old message for Agents

©) Q00O

New message for Agents




Address issue where session history search wasn't respecting end dates - #3208
On Queue Dashboard > Session History when a stop date is entered the table did not reflect that stop

date. Now when a Start and Stop date are entered and you hit Search the table will only display data for
that date range.

Session History
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Session 1D

Session Started

Sep 22, 2017 2:26 PM
Sep 22, 2017 2:28 PM
Sep 22, 2017 2:36 PM
Sep 22, 2017 2:47 PM
Sap 25, 2017 10:45 AM
Sep 25, 2017 10:46 AM
Sep 25, 2017 10:52 AM
Sep 26, 2017 9:37 AM
Sep 26, 2017 %:44 AM
Sep 26, 2017 :47 AM
Sep 26. 2017 %:50 AM
Sep 26, 2017 10:23 AM
Sep 26. 2017 10:40 AM

Sep 26. 2017 10:52 AM

Question

Mo question provided

I need help with fixing blus screen
Changing school email id
Changing course

International Transfer

Transfer Abroad

Session History now

Start  September 1, 2017 ﬂmai September 26, 2017
Guest

John Smith (smith@gmail.com)

Agent

Patrick Madden
Patrick Madden
Patrick Madden

Patrick Madden

Patrick Madden
Patrick Madden
Fikri Ghazi
Fikri Ghazi
Fikri Ghazi
Fikri Ghazi
Fikni Ghazi
Fikri Ghazi

Fikri Ghazi
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CHIME

& Dashboard
® Monitor
= Detsils

M Charts & Metrics

& Agents

= Suggestions & Reples -
@ Alerts -

¥ Outages ~

@ Manager Chat Aoom

® Test web Client

©125323PM
9/20/2017 UTC 3403

Session History

‘Search By Guest Email

Session ID Session Started

Sep 6 2017 10:11 AM
Sep & 2017 1015 AM
Sep 6 2007 143 PM
Sep 6 2017 147 PM
Sep 11, 2017 10653 AM

Sep 1L

17 10:54 AM
Sep 11, 2017 1054 AM
Sep 11, 2017 242PM
Sep 14, 2017 10:05 AM
S6p 14, 2017 1006 AM

Sep 14, 2017 10:07 AM

Sep 14,2017 1013 AM

Queue Status
Based on
Avalsity %
Search By Session Id

Question

Test

Test

Test
Test 20 sec reroute.

Test

Start :

Guest

August 28, 2017 =]

My Guest Dashboard

© Learn more about Chime

My Agent Dashboard

Wy Manoger Home ~ () -

Agents Online: 0/6 Connected / Waiting: 00

Awerage Wait: 000

%  Build 26882855

Average Dusation  0:00

Resalved?

U
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jaaaanna

0017 Instant

Session History before




Add PDF/TXT export for session details (chat transcript + session info) - #2876

When Session Details is selected for any chat, at the to
file and the other exports to a PDF file.

p right there are two icons. One exports to a Text

CHIME

Guest: James Pappas

Question: | need help with blue screen!
State:

Queue Internal Servicing

Chat Session Stats Metadata Tags & Comments Routing

Chat Content

James Pappas Oct 27,
| need help with blue screen!

sipiitdispatcher03 @instant-tech.com Oct 27,
Thank you for contacting Internal Servicing. The average wait time is 46.

Please wait while | locate an agent for you.

sipiitdispatcher03 @instant-tech.com Oct 27,
Expert Lamia Mukanovic has accepted your request.

James Pappas Oct 27,
James Pappas : | need help with blue screen!

Lamia Mukanovic Oct 27,
Good afternoon James, how are you?

James Pappas Oct 27,
James Pappas : Hello

2017 3:22 PM

2017 3:23 PM

2017 3:25 PM

Fixed an inconsistency with the Average Duration statistic on the Queue Dashboard - #3264
Previously did not include wait time in the Average Duration Statistic; now it does.

CHIME
Support Queue
CHIME

@ Dashboard

10:19:43 AM
10/23/2017 UTC -04:00
sipitdispatcher0s@instant-tech.com

Based on
Availability

&

Charts & Metrics / Basic Statistics

Select AReport  average Chat Duration ~  Start  October 21, 2017

@ Monitor

Average Chat Duration between Saturdgye®

B Details 400

Queue Status

Home My Guest Dashboard My Agent Dashboard My Manager Home ~ Admin 9 -
Agents Online: 1 /10 Connected / Waiting: 0/0

:24=324 sec

Average Wait:  1:00 Average Duratigs

o~
e’

il Stop  October 23, 2017 Generate Chart

Export CSV

1 and Monday Oct 23

léa Charts & Metrics

& Agents

& Session History

¥= Suggestions & Replies ~

32438

' Alerts
¥ Outages ~ 0 0
]
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@ Test Web Client

Average Chat Duration




Slight changes to the Agent Dashboard Ul
Moving the Queues underneath the agent and making the Active Chat Sessions the only item on the
right hand side (putting the chats next to each other, rather than underneath each other)
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CHIM

Home My Guest Dashboard My Agent Dashboard 9 v

)

Lamia Mukanovic .
2 [ oniine JET] 2] CHIME Instant 2

Support Queue IT Helpdesk Instant Sales Queue
> Agent Skills (2) @ View Dashboard @ View Dashboard & View Dashboard

My Status My Status My Status
& Download Agent Assist Tool

© Learn about the Agent Assist Tool Active Chat Sessions | 5 refresn

Guest: Rose Lee

& Authenticated

Question:

Questi , we want to upgrade to Hi, we want to upgrade to more queues and agents, how much will that cost?

more queues and agents, how much

will that cost? = Details Question  Hi, we want to upgrade to more queues and
agents, how much will that cost?

D History Email Roselee@aol.com Send email transcript
A Replies Session [ )

Resolved?:

Old Agent Dashboard Ul Gl Session 24851 PA

Started

2:48:51 PM

Guest Rose Lee

& Notes & Tags
Wait Time 00:00:10

e Referring  hitpi//vitqa02/Chime
Site
¥ virtual Agent Custom Tab 1
e E Previous 0
¥ Virtual Agent Custom Tab 2 Sessions
Session ID 260

)

Home My Guest Dashboard My Agent Dashboard 9

0
I
=
m

Active Chat Sessions | o refresh

Lamia Mukanovic

i

| Online BES Guest James Pappas 59 PM Guest: Nanao Tokyo 3:26:59 PM B
Question; | need help with blue screen? Question: question about virtual agent
> Agent Skills @ Guest: James Pappas  Question:
& Authenticated | need help with blue screen!
s = Details
& Download Agent Assist Tool
D History Name Body Type Language
@ Learn about the Agent Assist Tool . . . .
Web Conference Link Join online conference: {ConferenceUri} TXT English =z 4
 Replies
@ Files

? rnstant

Internal Servicing IT Helpdesk = MetaData

[ Notes & Tags

@ View Dashboard View Dashboard

My Status: My Status: @

New Agent Dashboard Ul




Added in Enhanced Ul for the Agent Assist Tool (2)

Added two new features to Agent Assist Tool. First feature is enable sound and that is when the sound is
turned up a ping is heard when a chat comes in for an agent. The second feature is to enhance the toast
message the agent sees. The toast message is better and pops up on the screen instead of a toast
message when this is turned on. To control these settings, right click on the Chime Agent Assist on your
task bar on the right lower side of your desktop.

im Instant Chime - Agent Assistant *

Basic Settings | active Chime Queues

Chime Server URL:  example: hitp://192.168.1.82/Chime/

|httpﬂf,r

Test

v Auto-accept chat toasts from Instant Chime queues?

¥ Open Context Window?

Extension Window Size: |Large j

Update interval (Minutes) 5 =

¥ Enable Sound?

¥ Use Enhanced Agent Toast? Close | Save

Settings...
Refresh Chirmne Cueue List...

About Chime Agent Assistant...
Exit

iM There is an incoming request in IT Helpdesk.

There is an incoming request in IT Helpdesk.

There is an incoming request in IT Helpdesk.

Their question is How de | connect my printer to the network?.
Ethan Davis has been waiting for 0 seconds

Respond with "y" to accept this request.

@ Accept (y) m Decline (n)




Chime now has integration with Microsoft Teams (3)
The ability to use Chime in Microsoft Teams essentially is the ability to add in a web link tab to a Team

General (Chime for Lync) | Microsoft Teams

gl Search Q ©
g Favorites Conversations
= Chime for Lync =
e CHIME

a 4 Back

2" Add team

L iechiHelpdesk

Files  OneNote

e

General Help

7]

Microsoft Office

Milestones Chime v+

Private  No classification

Chime for Lync > General -+

850 3 -

Home My Guest Dashboard .v

® No Outages

lech HelpdeskiQueue

Ghoose a category tolgetitheibestihel pioryourissue

= (]

Password Reset Outlook/Exchange

) Web Chat a Skype for Business

Suggestions:

Software Installation

Hardware

we
o

+ % How Install A Printer
v % How To Install A Router

A % Server Installation

Click the link to learn how to install a server

—‘IA—wﬁumvthUSAQ
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