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UNITY CONTACT CENTER – WEBCHAT SETUP
1 Setting up a Queue

In the Kakapo Portal go to Contact Center and then click Queues and Add Queue then enter an identifier and a name for the queue. The identifier is not seen by customers and cannot be modified so please make sure the correct identifier is used.
Select from the list of restrictions and set the time zone for that queue. Click “Add Queue”. To then make changes in that queue select “View” against the queue name.
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2 Adding a Webchat Media Stream

To set up a webchat click Media Streams in the Queue section and then click Add Media Stream. Enter the relevant webchat configuration and any automatic responses. 
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Kakapo Systems Web Chat Profile

add or update a media stream to the queue, each media stream represents an entry point into the queue through a media type

@ Kakapo Systems Web Chat

Name Kakspa Systems web Chat ]
Media Type

n Your name: *
Conversation Can Be Transferred w
Conversation Can Be Escalated w
Availability E-mail: *
Timezone Dayiight savings from Sunday 25/03/2018 3t 01:00 until Sundsy 28/10/2018 at 02:00
In Office Profile
Use Last Agent If Available =] Phone number: *
Web Chat Configuration

Use the [EstimatedWaithinutes] and [Estimated\WaitSeconds] delimiters in the welcome message to insert the average response time for this media stream, based on the last 10 conversations.

Ldentifer [akapasystems.5a s hakaposystems.com

Resoreome .
ire Emal c)

fea ‘ Kakapo Systems Web Chat

Require Phone c)

Attechments Allowed @ Kakapo Systems Web Chat

Conversation can be rated %) Hey, please type a message to start

Vielcome Message Hey, please type a message to start the chat!

Hi

Unstaffed Message [Sorry, our office is currently closed but we have.

/ (26D
-
recorded your details and will try to contact you

shortly. Kakapo Systems Web Chat
4 Were looking for an agent now,
please hold on &

Missed Message [Sorry to miss you but all agents are currently helping

others. However your detals have been saved and
we wil tr to contact you shorty. -

4 Kakapo Systems Web Chat
Sorry to miss you but all agents are
currently helping others. However

your details have been saved and
we willtry to contact you shortly

When unstaffed or missed send a
notification to these addresses (one email
address per ine)

telimemore@kakaposystems.com

Write your message. [}





At the bottom of the media stream profile page you can brand the webchat using different colours, avatars, text and locations, as shown below.
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The web chat client can be branded using the below properties, default values will be used where no property value is set

Visibilty [Oniy show when an agent = joned

Hide web chat when conversation is

completed =

Hide web chat when close button dicked [

Primary Colour

Unreserved Sender Name. Use Media Stream Name
Use Agent Name when Reserved @
Web Chat Start Image Box design with custom image and text i

Web Chat Avatar

Invert Start Image e

Start Text [How can we help? d
Button Text [chat tiow ]
Web Chat Location [Eottom Right ~,

Web Chat Delay

How can we help?




Click Add Media Stream and then go back to into the media stream profile by clicking View. Click Test Stream at the bottom of the media stream profile page, as shown below.
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The portal will then show you how the icon will behave and provide you with the HTML code that you need to copy and paste into any webpage where you want to Webchat to appear on.
[image: image5.png]Copy the below text and paste it into your HTML page.

<script type="text/iayaserint” sta="hites://narial.unityclient.camy/webshat/is/webshatis” id="WebChatClisnt” aususld="BaltsSalss@drd. sk’ Shrsamidentifier="SalksChat@BoltsSales > </script>

Problems? We can help!





3 Adding a Routing Phase

A routing phase is a rule that instructs the contact center who to alert when a new webchat conversation comes in. Routing phases are managed through the contact center media stream menu, as shown below.
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Sales Chat

Manage this contact center media stream using the components below

©

Profil

Configure the contact center medis stream

%

Routing Phases.

Manage the routing phases for this media stream

License Details.

Users

History Log

User Templates

Contact Center




To add a new routing phase click “Add Phase”, fill in the required fields, add the desired users and then click Add Phase.
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Phases are used to configure routing rules for 3 media stream when 3 new message is received
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[We're looking for an agent now, please hold on 1)
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Al agents will be sleted of new conversaions simuitanously
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[Alastair
All Agents
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‘Arjun Harikun
Best Agents
Biyas Babu
Charlotte Quart

‘ Kakapo Systems Web Chat

Kakapo Systems Web Chat
Hey, please type a message to start
the chat!

Hi

Kakapo Systems Web Chat
Were looking for an agent now,
please hold on &

[ —

Add

Add Al

[Steve Tutt 5
|chris Tutt
Jenna Wimshurst





You have now successfully created a Webchat media stream, the agents assigned to the queue in the routing phase should now restart their Unity client. Once they have done that the new queue/webchat media stream will be available in the Personal Wallboard.
Please refer to the full length user guide for more information and in-depth instructions on setting up and using Unity Contact Center.
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