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1 Netop Live Guide

This guide describes how system administrators should configure Netop Live Guide and

gives a brief overview of operator options.

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 :

1 Create c hat groups, ensu re that operators are created as users, create tools for
operators and generate the co de for the Web site ¢ hat button or the hyperlink to
open chat.

1 Ensure that the code for the Web site ¢ hat button is implemented on the Web site.

1 Sendlog on informationt o the operators who are going to answer customer c hats .

When a ¢ hat button has been operational for a period of time, system administrator s can

review logs of all c  hats and produce extensive statistics to verify and document system
performance and campai  gn effectiveness.

Operators are the users who handle ¢ hats from customers who request information or
assistance by clicking a Web site chat button . Customer chats are listed in a global  chat
list according to ¢ hat group so that operators only see calls that are relevant to them.

When an operator selects a chat, an instant messaging session with the customer is
started. The operator can

T Communicate with the customer using text chat, or switch to audio and video.
1 Transfer the customerc hat to another operator.
1 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 through 6 as well as sections 8 and 9 describe system administrator tasks
while section 7 gives an overview of the operator sdoptions.

2 Create ac hat button

Creating a chat button to place on your com pany Web site consists in creating
components thata  chat button can use, and in determining how these componen ts
should be put together.

These components are the necessary building blocks:

1 Departments

1 Operators

M Tools

i Language presets

A department corresponds to a ¢ hat group. You will only need more than one

department if you want to direct your customers to specific operators. In the examples

bel ow, we wi |l be using two depar.t ments: fiSal
Operators are the u  sers who will be handling customer ¢ hats .

Tools consist of different types of aids that you can create to help operators be more

efficient , for example predefined texts and predefined links.

Language presets are the texts that the customer will see in the interface, like for

e x a mp IThankiou - we hav e received the form you sent us 0. You can base your

language presets on default texts that you can then customize.

In addition to these mandatory building blocks, you may also choose to create one or

more forms that operato  rs can ask customersto fil  lin or that can be presented to the

customer before or after operators answer a customer chat .
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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 lan guage
presets. Other campaign parameters include the time period in which the campaign is

active, the online and offline hours and the actual image used as the active chat button
In the following sections, we will be using a software company as an example . The

company would like their customers to be able to contact their Sales department and
their Support department.

2.1 Create departments

Onthe Setup menu, click Departments and then the Add new button:

Add a department for each group of operators
that will be taking chats, f or exampl
e [ods ° and ASupporto.
Description e sales team, covering | @ The list of departments could then look like
NA, EMEA and APAC .
this:
(*) Mandatory Cancel Save
Setup > Departments
@
10 25 50 100
fdd newh First Previous Next Last
] a Description Date created
[} Entire sales team, EMEA and US N/A
=) Support for all products N/A

2.2 Add operators

Onthe Setup menu, click Operators andthenthe Addnew button:

Thenameis t he user 6s actual name
name is the name that customers see.

Name * Amanda Jessica Smith L

The e -mail is used for logon purposes only and is not
Displayname* - amanda o visible to customers.

email s webappssolutions.com e A secure password can be generated using the Generate
password link.

Password * (3]

Operators use e -mail and password when they log on to
take customer chats. They will be requested to change
their password on their first logon so you can start by
using the same password for all operators, for example
your company hame followed by 123. Thi s also makes it
e oo, recicel el e simpler for you to send the login email as you can let

everyon e know to use their email and company name
Renew password [every 3 months B followed by 123 to access the Operator Console

Confirm password *

Department * Sales =] o

Add department +

Locked B e The skills list can be used to register skills for individual
Email notification Operato IS.




Tip: Make su  re you maintain a list of operators and their passwords

When you click the  Generate password link to automatically create a secure password,
a small dialog box opens:

@ Generate passwore: - .= |1~ sl | Before you click  Populate fields to automatically paste the
B az[| passwordintothe Password and Confirm password fields, make
Password: sure to copy the secure password to a list of operators and
passwords that you can maintain in for example Word or Excel.

Populate fields

Once the password is copied to the appropriate fields, it is

Clear fields
L represented with dots and is no longe r legible.
Close
Add all operators
who will be taking S —
customer chat. The S Fist e
list of operators T - G Tirras Locked ]
COUld then |00k ] ;; Amanda |essica Smith Amanda ajs@webappssolutions.com  Sales N/A No 31-03-2011 12:26:08
X . L
like this:
() ﬂ Daniel Green Daniel dg@webappssolutions.com  Suppart N/A No 31-03-2011 12:24:57
[
D @ David Vincent Cartel Vincent dvc@webappssolutions.com  Sales N/A No 31-03-2011 12:26:08

The last operator in the above list uses the default picture. Th  is can easily be changed by
selecting the operator and clicking the Edit button

Use the link at the top of the page to use a different default picture.

2.3 Create forms (not available inBasic edition )

Note: Formsare not available in Netop Live Guide Basic edition .

Forms are optional building blocks when you create a chat button and can be viewed as
a structured way of collecting input from customers visiting the company site. For

example, in our software company example a form could be used to collect information

from customers wh o request a free trial download. In this case the operator would likely
wantto push the form to the customer during a conversation but forms can also be
pushed before the conversation begins , after the conversation has ended, or during out

of office hours when no operators are available to answer customer chats.

Onthe Settings menu, click Forms editor and use the fields to the right to start
creating the new form:

Create form In the right side of the page, type a
suitable name and a description that
Name | Fres trial dovmload| can help you identify the form
Description  |We ask for a little bit of contact - purpose .

information so that we can provide expertE
Once one or more forms have been

Copy from | Choose form v | created, you can use  Copy from to
cromte have a new form created based on an
L existing one.
When you click Create , the form designer opens with the new, empty form and you can

start adding fields:



Design view: "Free tial" Manage form
Manage form

Design view Save Preview Edits dings

| Back to existing forms |

Add entries

Add entries
Field | Text field —_— [add"]

The form designer has three components:

1 Designview :when you start adding fields to your empty form, the design view
shows the fields on the form and lets you change the sequence of fields.

1 Man age form : while you are adding fields to your form, you will want to use this
section to save occasionally and also to get a preview of what the form will look like
to the user. When you have completed the form, you will want to edit form settings
to defin e how the user input should be handled.

Please note that changes to a form are not saved until you click Save inthe Manage

form section.

1 Addentries : thisis where you add fields and static components like text and space
to your form.

Entry types
I To add a field to a form, select the relevant type of entry and then click Add .

These are the available entry types:

Text field Atext field is asingle -line input area where the user can
type any text.

A text field could for example be used for an input field
where the customer types his or her name.

Text area Atextarea is amulti -line input area where the user can
type any text.

A text area could for example be used for an input field
where the customer can type free text comments.

Drop -down A drop -down list allows the user to choose a value from a
list.
A drop -down list could for example be used to have the

customer identify the country he or she is from.

Check box A check box allows the user to make multiple selections
from a number of option  s.

A check box could for example be used to have the
customer request information materials on a number of
different products.

Option button group An option button group allows the user to select only one
out of a predefined set of options.

An option butt on group could for example be used to have
the customer indicate which business area he or she is in.

Text Text is static text that does not allow for user input.
Formatting options like font, font style, font size, font color
and alignment are available for static text.



Spacer

Form setting s

1 Inthe Manage form

Form settings

[ send results by email(enter your e-mail below)

expert tachnical support during your

ittle bit of contact infarmation so that |

Text could for example be used to provide information to the

user.

Spacer is an indication of space between two entries on a
form. The actual space is given in pixels.

A spacer is used for basic formatting to ensure that the

custo mer has a good overview of the fields and information

on the form.

section, click Edit settings

Select how you want to receive the input that the

customer has provided in the form.

Note that these options are

in additi on to the standard

logging of form input; form input will be logged and be
available for later analysis by the system administrator
even if you do not select any of the available options.

By e -mail If you select to receive input by e -mail, you must specify a valid e -
mail address. This could for example bea joint operatol
that is checked at regular intervals.

To chat Sending the customer input to the operators chat is possible only

when th e form is used in a situation when an operator is actually

logged on, that is in situations when a form is presented to a

customer before a chat is opened or when the operator pushes a

form to the customer. When a form is presented to a customer
a chat session or outside office hours when no operators are

available, the form input cannot be sent to the chat.

2.3.1 Form example

| : download request form

after

Say you wanted to create a simple form requesting basic information from customers

who wantt o download free trial software.

When requesting a download via a Web page, the form might look like this:

First name=

Last name®

E-mail™

Telephone®

Country™=

today?=

Re-type e-mail™

Are you affiliated with an educational
institution?=

What is your reason for downloading

- Please select -

" ves

Mo

-- Please select - -

So th ese are the types of information you want to collect using a Live Guide form.



In Live Guide, this might translate into the Firstname ()
following formwhent  he customer seesit  before, Lastname )
during or after a chat conversation

E-mail (*)
Re-type e-mail (*)
Telephone (*)

Country

|Australia 1wl
Are you affiliated with an educational
institution? (*)

O Yes

(= No

What is your reason for downloading
today? (*)

30-day trial v

{*) - Mandatory

The screen shot below shows the same form in design view. The field with the yellow box

round it is the current one and its properties are shown under Edit field
Settings > Forms editor
@
Design view: "Frae trial” Manage form
Reorder Edit Remove = Save Preview Edit settings
Re-type e-mail [*) Back to existing forms
Add entries -
Reorder  Edit  Remove Field [ Text field IR
Telephone (*)
Reorder Edit Remove
Country
Reorder Edit Remove
Are you affiliated with an educational institution? (*)
Yes
s/ No g
Reorder Edit Remove
What is your reason for dowmloading teday? (*)
The form fields are:
1 Four text fields (first name, last name, e -mail, telephone)
I Two drop -down fields (country, reason for downloading)
1 One option button group (affiliation with educational institution)
2.3.2 Form example II: ski rental information
Another example where you might choose to use a form could be to collect information
from a user looking to rent something, for example skiing equipment.
Onthe company Web site the information might already be collected in drop -down lists

like the ones below:

Adults {18+ years) w m

Alpine L B | Select level w m




If a customer chose to contact a company sales representative through a Live Guide chat
button instead of booking online on the company Web site, it might be useful with a form
to collect the same information.

In Live Guide, the form might look like this: UB] reton. | e

Close preview

The Live Guide operator, in this example likely a sales
representative, can choose to push the form to the
customer if and when relevant in the conversation.

Close form

Please supply basic information
in the fields below so that we
can more quickly assist you with
recommendations and pricing.

Age group (%)

Choose age graup M
Equipment

Choose equipment A

Proficiency
Choose proficiency M

[*1- Mandstory

The screen shot below shows the same form in design view. The field with the yellow box

round it is the current one and its properties are shown under Edit field
Settings > Forms editor
Design view: "Ski rental” Manage form
Reorder Edit Remove Save Preview Edit settings
Please supply basic information in the fields below so that we can Back to existing forms
more guickly assist you with recommendations and pricing.
Add entries
Reorder Edit Remove
Drop-down has been added.
Age group ()
Field | Drop-down v || add |
Reorder  Edit  Remove Edit field _
Equipment Mumber of options =
s 5
MNo. Text Default selected
Reorder Edit Remove _—
> Beginner Delete (]
Click Edit button to edit this DropDown ——
> Intermediate Delete [
> Advanced Delete (]
> Advanced Plus Delete (]
>>  Choose proficiancy Delate v _
Default dropdown text
[¥] Mandstory
Update Cancel
e -

The form fields are:

1 Onetext area (the explan  atory, fixed text)
1 Three drop -down fields (age group, equipment, proficiency), only one of which is
mandatory



2.4 Create operator tools

Tools for operators are created from the Tools menu: £ Tools

Canned messages
Knowledge base
Links

Push page

Forms

Category

The tools fall into four different categories:

Predefined texts 1 Predefined texts are defined clicking either Canned
messages or Knowledge base

Both tools are texts that are created to help the operator
when in a chat converation: instead of typing a text, the

operator can select the name of a text and the customer

then sees the complete text . The difference between the two

is that Canned messages are short texts, like greetings

when a customer j oins while Knowledge base are longer,
procedure -related texts. In our software company example,

a Knowledge base text might explain how  customer should
make a feature request.

Also, the Canned messages would typically be general
texts that are can be used across departments while
Knowledge base texts would likely be department -specific.

Links 9 Links are created clicking either Links or Push page .

Alink under Links is a standard Web link that directs the
customer to another Web site.

Alink under Push page is away to control the Website
behind the Live Guide window. The Live Guide opens in a

new window in front of the Website with the chat button
Because the Live Guide is on top of the browser the operator
can take control and redirect the user to a new U RL

Forms The forms previously created in the Forms editor section
are associated with departments from Forms .

Note: Forms are

not available in

Netop Live Guide

Basic edition .

Categories Categories are used to specify the overall topic of customer
chats, | i ke for example fAPresales

and are useful for statistical purposes.

Even though they are very different in nature, the operator tools share these
characteristics:

1 Tools are defined separately for each department since, f or example, the Support
and the Sales department will typically need different tools. On the other hand tools
can easily be copied from one department to another in scenarios when one
department 6s tools should be based on awdhart has
department.
1 Tools can be organized in a folder structure which is tailored to the department. For
example, if the Support department typically used predefined texts that relate to

10



product support and to product download, the Canned messages for th e Support
department could be organized in those two folders.

None of the tools are mandatory but can help operators be more efficient.

2.4.1 Predefined texts: Canned messages and Knowledge base

Onthe Tools menu, click Canned messages and then clickthe  Add new entry button
& for the department you want to create a text for.

- IZ Product presentation

| would be delighted to have an opportunity to demonstrate our new product release. Maybe we could set up an appointment next week?

+ A s ®

The operators from the Sales department will see the name of the Canned message (in

the above example fAiProduct presentationd and AArrange
the name of the  text when in a chat session, the entire text will be shown to the

customer.

If you plan to create a large number of canned messages for a department, you can
create folders to have the messages group. In the above example, folders have not been
used.

The c anned messages for the Support department are different and because several
types of texts are planned, folders have been created to organize the texts in categories.

B % + & [+6
+ [ Product support
+ [ Product download
+ @ Follow up

+ @ Please wait

Note that folders and texts can be copied from another department.

Add as many canned messages as the operators need; when the need arises, more texts
can be added.

If operators frequently need longer, procedural texts such texts would typically be
defined clicking Knowledge base . For example, if operators from the support
department frequently tell customers how to make a request for a new feature, the
entire procedure text could be defined as part of Knowledge base

- &

= [ Feature request process| o [ X

ork week

Add as many procedure texts as the operators need. If the Sales department needs the
same texts that have already be en defined for the Support department, the texts can be
copied .

2.4.2 Links: Links and Push page

Links and Push page are both links but of different types:

1 A Link is astandard Web link  that directs the customer to another Web site.
1 A Push page is a way to control the Website behind the Live Guide window. Live
Guide opens in a new window in front of the Website with the chat button . Because

11



the Live Guide isontop of the browser the operator can take control and redirect the
userto a new page.

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

- &

http:/ fwww.netop.com

Operators will see the name of the link and when they select the name in a list, the
actual link willl be sent to the customer.

Note that including  http:// inthe actual a ddress is mandatory.

If you create many links for the operators, organizing them in folders might be a good
idea.

Like Canned messages and Knowledge base items, Links and Push page are
created separately for each department.

2.4.3 Forms (notavailable in Basic edition )

Note: Forms are not available in Netop Live Guide Basic edition .

Click Forms onthe Tools menu to make the forms that you previously created available
to the departments that will be using them.

Select a department and then add existing forms using the Add New E ntry + & putton:
- &
— [# Free trial download & b3
Free trial download E'

Forms work like the other tools with respect to organization: you can add folders to
i mprove the operatorsd overview if you want to

2.4.4 Categories

Categories constitute the last tools component. Categories are used to specify the overall
topic of customer  chat s and are useful for statistical purposes.

-8

IZ Potential Customer v (%

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

[2} Potential Customer

@ Meeting set up
+ [ Requests

[} Presales demo

As part of defining categories for a department, you also define whether the use of
categories is mandatory . If you choose to make categories mandatory within the

department, operators from that department cannot end a customer chat until they have
selected a category.

12
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2.5 Create texts for chat button

The final compo nent necessary to create a campaign is definition of the texts to be used
on the chat button interface.

Note that a complete default language preset is available and could potentially be used

as is. However, this is not recommended practice and hardly rea listic as the default
language preset includes information that should be customized, for example company
name and opening hours.

Onthe Settings menu, click Language presets

Settings > Language presets
@
10 25 50 100
Add new +
First Previous Mext Last
Name & Description Campaigns Default
Danish This language preset cannot be edited. To create a new preset based on No
o this just select it and click Duplicate
. This language preset cannot be edited. To create a new preset based on
e this just select it and click Duplicate L
Select one of the existing sets of text and click the Duplicate  button to cre ate a copy
that can be modified.
Type a name that you will use to identify the campaic
Supporto. You could then | ater choose to create separ

ASupporto

The description is just an aid to identify this campaign when you have eventually created
several.
The Edit Fields page is a complete list of all texts that customers will see on the chat

button user interface or in any interaction with Live Guide.

I The Description column explains where or when the text is used.

1 The Custom text column is where you can write your own text. Note that the
numbers in parenthesis, for example A(67/100)0, ind
of 100 characters have been used.

1 The Originalte xt columnisthetext from t he systemds IYauctgnuage prese
copy this text, paste it to the custom text and then edit as you see fit .

1 The Preview button shows how the customer will see the text one the chat button
has been implemented.

13



Settings > Language presets

Edit fields
Description Custom text Original text Options
Message to a customer (0/100) You are no longer allowed to contact a customer
who has been banned * : representative.
Due to database issues We have technical problems at the moment.
the Live Guide customer (0/100) We apologize and kindly ask you to get back to us Preview
console cannot connect * later.

The Live Guide code on
the Web page is incorrect (0/100) There was an error on our Web page. Preview

MESSEQE to a customer

that he or she was not (0/100)
transferred to another

customer representative *

You were not transferred to another customer
representative. You are now talking to Preview
{DisplayName}.

Transfer to another (0/100) Transfer to another customer representative

X E Preview
operator * {DisplayName}. Please wait

il . .
left the chat session * (0/100) {DisplayNamej left the chat session. Thank you for rr—

contacting us!

We could not connect you to a customer
Connection failed * (or100) representative. Preview

Please try again later.

Connacted o * (0/100) ¥ are now talking 1o {DisnlavName: Prowvisw

Tip s We recom mend that you experiment with the various text options and use the
Preview button to get an impression of the look and layout.

Once you have created your own language preset, you will notice that a filter is
added that enables you to review and edit the te xts in shorter lists:

Settings > Language presets

Edit fields @

bearch..  E

Filter [Chat messages and events ]

Chat messages and events

Description Custom text Original Start mode Options
Queue mode
Message to a customer whe You are no longer allowed 1o contact a customer o You are n{E-mail chat log e
has been banned * representative. (e300 represent Help mode
No support mode
Due to database issues the We have technical problems at the moment. - We have y Chat mode
Live Guide custamer console  we apologize and kindly ask you to get back to us | ©8/100) e apolo Forms e Preview
2.6 Define time settings
All campaigns that you create and operate using Live Guide use the same time zone
setting . The time zone setting impacts all time stamps used in Live Guide and hence all
logged data and all statistics. To see or change the current time zone:

i Onthe Settings menu, click Time .

We recommend that you set the time zone to your local time zone and that you do
not change time zone once you have active campaigns.

If you change time zone when you have started collecting data from one or more active
campaigns, time stamps are automatically changed in logged data, form results and
statics.

In addition to time zone, you can also set your preferred date format. This setting also
impacts all date and time stamps and , like time zone, it should be set priorto la unching
campaigns.

14




2.7 Create a campaign

When you have created departments, users, forms, tools, and language presets as
described in the above sections, you have all the building blocks for setting up a
campaign.

Onthe Setup menu, click Campaign s andthenthe Addnew button .

Provide the required informatio n and click the
Next button to go to the next page.

Campaign tips

9 Offline and online images : The offline and online images can be JPG or GIF
format; to generate attention, an animated GIF can be used. The offline and online
graphics should be distinct so that customers can clearly see when the chat is open.

There are no size requirements or res trictions. The image look is essential for the
success of your camp aign with respect to how many chat s customers make:
customers must be able to immediately recognize the button as a clickable area.

1 Opening hours: The weekdays and hours are the periods whe n the campaign is
active and users can contact the departments have been added to the campaign. For
a campaign to be active when one or more operators are available, set the opening
hours to AOpen all hour so. I f no operators have | o0g
automatically offline.

When your campaign has been defined, you might decide that Live Guide should initiate

a chat with any customer who stays on the campaign page for, say, 2 minutes. This is

set up Proactive chat onthe Settings menu; refertothesect i on e ntDefiné ed #
settings for proactivechat o6 f or det ail s.

2.8 Define settings for proactive chat (notavailablein  Basic edition )

Note: Proactive chatis not available in Netop Live Guide Basic edition .

When you have created a campaign, you can ¢ hoose to have Live Guide take proactive
action when a customer has been browsing the page with the chat button  for a period of
time.

Note that before you can define proactive chat, you  need to make sure that you have:

1 Created a department.
Inthe aboveex ampl e we created the departments fASal esod an

1 Added at least one operator from each department.
15






























