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1 Netop LiveGuide Enterprise

This guide give s an overview of Netop LiveGuide En terprise for  system administrators
and for operators.

System administrators ~ are the users who ha ve full access to all features so that they
can set up the system. In the implementation phase, system administrator s have
these tasks :

e Create call groups, ensure that operators are created as users, create tools for
operators and generate the code for the Web site call button.

e Ensure that the code for the Web site call button is implemented o n the Web site.

e Sendlog on information to the operators who are going to answer customer calls.

When a call button has been operational for a period of time, system administrator S

can review logs of all calls and produce extensive statistics to verify and document

system performance and campai gn effectiveness.

Operators are the users who handle calls from customers who request information or
assistance by clicking a Web site call button. Customer calls are listed in a global call
list according to call grou p so that operators only see calls that are relevant to them.

When an operator selects a call, an instant messaging session with the customer is

started. The operator can

e Communicate with the customer using text chat, or switch to audio and video.
e Transfer the customer call to another operator.
e Use the tools that the system administrator made available.

When the instant messaging session starts, the operator automatically sees the chat
history if the customer has called previously.

Sections 2, 3,5and 6  are primarily for system administrators while s ection 4
describes the operator  sdoptions.

2 Create a call button

From an overall perspective, ¢ reating a call button to place on your com pany Web
site consists in creating components that a call button can use, and in determining
how these components should be put together.

These components are the necessary building blocks:

e Departments

e Users

e QuickTools

e Language presets

A department corresponds to a call group. You will only need more than one
department if you  want to direct your customers to specific operators. In the
examples below, we wil/| be using two departments:

Users are the operators who will be handling customer calls.

QuickTools are collections of tools that you can create to help operators be more
efficient. There are two main types of QuickTools: predefined texts and predefined
links.

Language presets are the texts that the customer will see on the customer interface,
i ke f or ¥ouarernuinber %gueue% in queue 0. You can base your language
presets on default texts that you can then customize.

When these building blocks have been defined, you can create a campaign A
campaign is associated with one or more departments and uses the texts defined as



language presets. Other c ampaign parameters include the time period in which the
campaign is active, the online and offline hours and the actual image used as the

active call button.

In the following sections, we will be using a software company as an example. The

company would li
their Support department.

2.1 Create departments

Onthe Settings tab, inthe Departments

1 Add department

Szles

Entire sales team, covering NA, EMEA and APAC

ke their customers to be able to contact their Sales department and

group, add a new department.

Customers will see the
name that you type here
while the description is
only used internally.

coul

Cancel
Add a department for each group of operators that will be taking calls , for example
ifiSal esd and fiSupporto. The |l ist of departments
To add a department click here
I View departments
0 |Mame  Desoripon | Edit | Delete|
1 Sales Entire sales team, covering NA&, EMEA and APAC o |
2 Support Global support, all products o T
2.2 Create users
On the Settings tab,inthe Users group, add a new user.
B Add user The name | S

ame Amands Jessica Smith
ame Amanda
sjz@webzppzzolutionz.com
srasesae
srasesae
Locked r
vord renewa v
add

B Personal image upload

|[ Browse.. ] Upload image and save user Delete image

Recommended size: 200x150 pixels or a 4:2 aspect ratio.

Please upload jpg/jpeg files.

actual name while the
display name is the
name that customers

Generate password
see.

A secure password can
be generated using

the Generate
password link. The
operators use e -mail
and password when
they log on to take
customer calls. The e -
mail is used for logon
purposes only and is
not visible to
customers.




The image shown here is the default image; a personal image can be added by
clicking Browse . Customers will also see this image. Note that the recommended
size is 2 00x150 pixels or a 4:3 aspect ratio .

Add all users who will be taking customer call. The list of users could then look like
this:

I Mandatory category If yOU Choose tO use a
mandatory category,
® o) operators cannot end a
B customer call until they
have selected a
IView users Category
| Display Hame [Wame __________[Email ______________[Depariment _______|lastlogon [image | Edit | Oelete |
Amanda Amanda Jessica Smith  =js@webappssolutions.com Sales ¥ Addmore  mW/A TZ‘; & |
Dzniel Dzniel Green dgi@webappssolutions.com Support % | Addmore  N/A @ & w
David David Vincent Carter dvc@webappsscolutions.com Support % | Add more M/A @ & T
Eric Eric Peters ep@webappssclutions.com Sales | Add more M/A @ & T
Thomas Thomas Lee Wright tlw@webappssclutions.com Sales w | Add more M/A @ & T
Sava changes

For operators from the support department, the category could be product names.
For operators from sales, the category could also be product names or it could be
Afdemoo, fAexisting cust omer &pecifit pategoren dra dafinedasu st omer 0 .
part of defining QuickTools. Mandatory categories is a useful tool for statistics on
topics for customer calls.

All the users above use the default picture. Th is can easily be changed by clicking the
edit button
2.3 Create standard texts, links and categories

Onthe Settings tab,inthe QuickTools group, adda QuickText forthe Sales
department

I Add quicktext The operators from the Sales
department will see the name of
the QuickText and when they

Mesting - product presentation

I wiould be delighted to have an opportunity to
demonstrate our new product release. Maybe we .SeIeCt the name of the teXt when
could set up an appointment next week? in a chat session, the entire text

will be shown to  the customer.

Cancel

The QuickTexts for the Support department are different but the text can be copied
and modified. Add as many QuickTexts as the operators need; when the need arises,
more QuickTexts can be added.

A preliminary set of QuickTexts might look like this:



here QuickTexts | QuickLinks | Popups | Redirects | Categories
1 Department - Sales

Nowe ______________Jvatoe | Edit | Delei |
I would be happy to visit your company and give a presentation of our company and the
Arrange meeting opportunities I see for our continued collaboration. Would you like me to set up a & T
meeting?
Meeting - product I would be delighted to have an opportunity to demonstrate our new product release. 2 Il
presentaiton Maybe we could set up an appointment naxt weak?
Meeting - product I would be delighted to have an opportunity to demonstrate our new product releasa. & Il
presentation Maybe we could set up an appointment next week?
here QuickTexts | QuickLinks | Popups | Redirects | Categories
1 Department - Support
_
Which product? Which product and product version are you calling about?
To request a new feature, please follow this procedure: 1. Download a feature request
Feature request process form on our Web site. 2. Fill in the form. 3. Send the report in an e-mail. We will get & i

back to you with a response within one work week.

QuickLinks, popups and redirects are all links but of different types:

e A QuickLink is a standard Web link that directs the customer to another Web site.

e Apopupis also alink to Web site but the Web site opens in a popup window.

e Avredirect is away to control the Website behind the LiveGuide window. The
LiveGuide opens in a new window in front of the Website with the call button.

Because the LiveGuide is ontop of the browser the operator can take control and
redirect the user to a new URL.

To create a link, regardless of type, you type a name and a Web address, for
example:

1 Add quicklink Operators will see the name of the
link and when they select the
netop name in a list, the actual link willl
Http /v netap.com| be sent to the customer.
Add| Cancsl . . .
Note that including  http:// inthe

actual address is mandatory.

Like QuickTexts, QuickLinks, popups and redirects are created separately for each
department.

Links are not mandatory and you can create as many or as few as the operators
need.

The final component of QuickTools is categories. As part of creating users, you
selected whether the  use of categories  should be mandatory for operators before
ending a call but no actual categories were defined. Categories for each department
are defined as part of defining QuickTools.
1Add category Categories are  used to specify the
overall topic of customer calls and
Potential customer are useful for statistical purposes.

Cancel

You can define as many or as few categories as you need, for example:



here

QuickTexts | QuickLinks | Popups | Redirects | Categories
I Department - Sales

wamee | Edit_[ Delet|
Potential customer

Preszles demo

Meeting set up

Reguest for product enhancement

R
= = = =

here

QuickTexts | QuickLinks | Popups | Redirects | Categoriss
IDepartment - Support

orne | Edit | Delet|

Support - product X

& o
Support - product ¥ o 0|
Support - product 2 & T
Hi pric bug & )
Med prio bug & |

2.4 Create texts for call button

The fourth and final component necessary to create a campaign is definition of the
texts to be used on the call button interface.

Onthe Settings tab, inthe Language presets group, add alanguage preset
1 Edit language preset
O
Choose 2 preset w Go

+ Chat messages and events

+ Start mode

+ Queue mode

+ E-mail chat log

+ Help mode

+ No support mode

+ Chat mode

Cancel

Type a name that you will use to identify the ca mpai gn, for example ASal es
Supporto. You could then | ater choose to create sep

ASupporto

The description is just an aid to identify this campaign when you have eventually
created several.



Select one of the existing lang  uage presets to use as a basis. This will populate all
categories and you can then proceed by editing the default texts. For example, if you

expand the Start mode section:

1 Edit language preset

Sales and Support campaing

Continucus campaign, used by customers who
want to contact either sales or support.

Choose a preset w Go

+ Chat messages and events

Start mode

Welcome to

View image
10/27 (*)
Metop LiveGuide

View image
15/18 (*)
You can have 2 live meeting with ane of our
employses.

View image Flezsze select a department below:

52/240 (*)

+ Queue mode

L E noail chat log

Here you would change the company name (middle text) and probably
message (bottom text), for example to
Start mode
Welcome to
Vigw image
10/27 (%)
Webspps Selutions
Vigw image
17718 (*)
You can conact our suppert or our sales
department.
We vill get back to you within 20 seconds
Vigw image
Flease select @ department below:
132/240 (*)

Review the text in all sections and edit to make them suit your Web site and
business.

Two things are common for all sections:

also the start



e You can pause on the underlined View image text to see where
the current text will be pla ced on the call button

e The maximum number of characters as well as the number actually used, for

exampl e ,IsOisted Beneath each text box.

We recommend that you experiment with the various text options and use the View
image to get impression of  the look and layout.

When your language presets are saved, the presets will be listed along with the
existing language presets:

Iview language presets

Name __|Descripion | Campaigns | Default
English English texts

Cannct edit this template
Danish Danish texts

Sales and Support
campaign

Cannot edit this template
C.ontlnuous campaign, used by customers who want to contact Default ] o
either sales or support.

2.5 Create a campaign

If you have created departments, users, QuickTools and language presets as

described in the above sections, you have all the building blocks for setting up a
campaign.




On the Campaign s tab, add a campaign.

REdit campaign The campaign name is used internally only.
Campaign name Sales and Support - continuous Add the departments that Sh0u|d be
i St ¥ associated with the campaign. In this example
Pt = ~ ... | bpoththe Salesand the Support department.
upport ¥ |Delete
] T You can add up to 6 departments.
Al more
tangisgconcescr.  |SHESSCTSIOtAEScL Select the language preset you defined as part
d 1-12-200 = . .
o = of settings. I n this exa
End date 27-02-2009 = . N
Parameter SaSu Support Campal gno'
e Enstand suslo * Set a start and an end date for the campaign.
Offline email contact@webappssolutions.com

Outside of this date interval, the ca mpaign will
be shown as offline.  If a campaign has no end
date, it will continue indefinitely.

Upload launcher [CINo launcher (for LiveBanners)

The Parameter field identifies the campai  gn
that customers are calling from. This

inform ation is shown in the call list that

operators see when they take calls.

| (Bromse) Use Video/audio to define how operators
Netop and customer should communicate. A
customer contact always starts as a chat and
! ; ‘M geg tin in this example the customer can choose to go
@ 9 ontouseaudio. Setting the opti
and audi o0 means that th
Online! choose to switch to audio.
The de_faul_t images, one for when Fh_e _
’ campaign is online and one when it is offline,
NEER are typically company specific as are, of
7 | course, the logo.
please upload 2 11030 pixels image. The offline and online images can be JPG or
Next >> GIF format; to generate attention, an

animated GIF can be used. T here are no size
requirements or restrictions.

The image look is essential for the success of
your camplain  with respect to how many

calls customers make: customers must be

able to immediately recognize the button as

a clickable area.

The onl ine and offline scheduled is defined in
the next step.
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On the next page, define the campaign schedule:

Campaign schedule for Sales and Support - continuous

Monday 2:00 23:59 & 24.12.2008 Closed & T

Tuesday 2:00 23:53 ol 25.12.2008 Closed ol T

Wednesday 1:00 3:00 & 26.12.2008 Closed & T
2:00 15:00 01.01.2009 Clesed & T
20:00 23:53 Add holiday

Thursday 2:00 14:00 &
16100 23159

Friday 2:00 20:00 P

Saturday Closed &

Sunday Closad e

Done Go Back

The weekdays and hours are the periods when the campaign is active and users can
contact either Sales or Support.

The holidays list comprises exceptions to the normal opening hours.

Click Done to finalize the campaign and see the list of campaigns:

To add a campaign clic here

I View campaigns

D |Campaignname | Creationdate | Startdate
i Sales and Support - continucus 13.11.2008 01.12.2008 Yes ol T

3 Upload a call button

When you have created the components that a call button uses and put them
together in a campaign, you are ready to upload the information to a Web site.

Click the FrontEnd tab and select a campaign.

I Frontend - code generation

Netop

LiveGuide

Web Select campaign |Sa|es and Support - continuous |¥

Meeting

<l-- LiveGuide.biz --=
<script type="text/java
<script type="text/java " src="http
<script type="text/java "=displayl
<noscript=<a href="https://lg.mediznst.dk/Ige/engine/files/netop/user/swf.php?
campaign=netopbdepartment=undefinedfsubcampaign=1&myurl=nc3:Z0javascript” target="_blank"=<img
src="https://|g.medianet.dk/Ige/engine/cnline.php?campaign=netopisubcampaign=1&from=no%20javascript” border="0"
style="cursor:pointer;" /=</a></noscript>

<l-- LiveGuide.biz --=

"=campaign="netop"; subcampaign="1";

=" ==/scripts

The code that implements the call button to be placed on the company Web site is
automatically generated.

The image is a live preview of what the customer will see on the Web site.

11




Click the preview button to see what the customer will see Wm
when clicking the actual button on the Web site. m

= #)

Tip If all customer calls should go directly to one
department, for ex ample the Support department, this is

easily changed by sel ecSeleatg ASup
department listonthe FrontEnd tab.

Welcome to
WebApps Solutions

our support or our sales

back to you within 30

select a department bekow:

ETe
(2]
@ Internet H100% ~

Your task is to copy the code and make sure it is placed in the appropriate place on
the Web site by the Web site administrator.

You must also make sure that the operators, in this example the users from the
Sales and Support departments, have access to the call center functionality so that
they are ready when the button is live.



Click the Back End tab to see the link.

I Backend link

https: {la.medianet. dkAge fenaine files fnetop fadmin

Copy the link and make sure tha t each of the operators who a re part of the campaign
receive the link as well as their password information.

An e -mail to an operator could look like this:

I./E.,; H ® 3 &« + |+ Linkto call center for Sales and Support campaign - Message (H.. - = X
|
Message Insert Options Format Text L7
Ty " T -
g T |veraana -ls AT W[EE IS -| (&) 835 %}] 0 = Y‘ = %
B B2 — 9 H
Paste B I U ||EJ_’7 SR % ~[[=(= =||£= 25| Address Check Fallow Spelling
- 7 = = : Book Mames [ Up~ -
Clipboard Basic Text P} MNames Include Options ™ || Proofing
This message has not been sent.
[ To,. ] |I:IgE'f\'ebagp_ssnluﬁnns.cnm |
(e | |
Subject: |Linkt0 call center far Sales and Support campaign |
Link to call center: https://lg.medianet.dk/lge/engine/files/netop/admin H

You will be prompted for yvour e-mail and a password.
Password: wlsGHGE4

You will be requested to change your password the first time vou log on.

Mote that the password must be at least 6 characters, and include numbers as well as upper and
lowercase letters.

4




4 Manage calls

When operators click the call center link and log on, they see a window like this:

Current operators and customers

The operators who are currently logged on as well as the customers who are either in
a call or waiting for an operator to respond are all listed. In the example, only th e
operator called Daniel is logged on and he is communicating with User_1.

Chat area

Operators answer a customer call by clicking the customer name and the chat begins

in the chat area. In the example, Daniel has welcomed User_1 , and User_1 has
indicated that he or she has a question related to a specific product. If the customer

has called before, the last conversation is automatically shown at the top of the chat
area.

QuickTools for the department

When communicating w ith the cu stomer, the operator has the QuickTools created for
the department at  disposal in the QuickTools for the department area. In the

example, Daniel used the QuickText called Welcome. There is a separate tab for each
QuickTool: QT, QL, Pop, Red and Cat.

If the operator thinks that another operator is better able to assist the customer, the
operator can transfer the call by clicking the Transfer  button.

If the operator needs assistance, he or she can switch tothe Support Room tab and

ask the other operators fo  r advice.
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