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Getting Started

Help. For additional
help using the Admin
Console or configuring
Live Assistant, refer to
Live Assistant’s online
Help, available from the
Help link on the Admin
Console.

For information about
using Live Assistant’s
Agent Console, refer to
the Live Assistant Agent
Console Quick Start
Guide.

As an administrator, you’ll use the Jive Live Assistant Admin Console to
configure and manage your installation of Jive Live Assistant. This guide is
designed to get you up and running quickly with the Admin Console.
Starting with an overview of Live Assistant, you’ll see how the parts of the
system work together, and then, using the default installation, use the
demo agent account and workgroup to test the system and see that it
works correctly. Next, you’ll do some basic configuring, and then deploy
the Webchat Client web application and, if desired, the Agent web
application, to your application server.

Note: The screen shots and components shown in this guide are for
illustration purposes and may differ somewhat from your
implementation.

Live Assistant overview

Jive Live Assistant™ is a secure environment for real-time business-to-
customer chat. Before configuring Live Assistant, you need to understand
how its three related components, the Webchat Client, the Agent Console,
and the Admin Console, work together.

Live Assistant system components

1. Jive Live Assistant Server

][é! Admin Console
TR

P— -

Sove Live Anbwlamt Versbor 300 et 3

\ssAmams

The web-based Admin Console controls
properties and settings for the Webchat
Client, the Live Assistant Server, and the
Agent Console.

The Live Assistant Server
stores and routes
messages and other data.

e

3. Agents use the Agent Console
installed on their computers to
interact with the customers
who've contacted them
through the Webchat Client.

2. The web-based Webchat
Client is the portal through
which customers carry out
chat sessions with agents.
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How the chat process works

T —————— ]
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3. Chat request is routed
1. Customer clicks e VY BOFTARE to a queue within a
request help link g workgroup on the Live
on your website... . Assistant Server
2. ...which opens the Webchat based on the queue’s
Client. Customer types info routing rules.
into fields and clicks Start Chat

to send chat request.

|

Chat Queue

Chat Request From Joes

4. Routed chat request appears in Agent Console on
agent’s computer. The agent can accept or reject
the request.

3 Mipcttwerw. Ivesaibwars. com: 5090 - Chat - Moz [ VB

| [whatm yur 54
e
g s HVE BOFTWARE

8 Joms Vst e o e i o

5. When the agent accepts the chat
request, the Chat window
opens in the Agent Console.

6. Customer types questions and
responses into lower box of Webchat
Client. Both customer’s entries and
agent’s responses display in upper box.
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Terminology

Understanding the following terms used in this guide makes using the
Admin Console easier.

Admin Console: The web-based administration tool used to manage Live
Assistant.

Administrator: The person who will use the Admin Console to configure
and manage Live Assistant.

Agent: Any system user who uses the Live Assistant Agent Console to
provide direct, chat-based assistance to a customer.

Agent Console: The client application an agent uses to handle incoming
chat requests, monitor queue status, and manage multiple chat sessions.

Agent group: A cluster of agents. Agent groups allow you to add multiple
agents as a single entity to workgroups without having to add each agent
individually.

Chat session: A text-based conversation between a Live Assistant agent and
a customer.

Group: A collection of users assigned to a contact list.

Queue: A request queue holds the caller in place and routes the call to an
available agent based on routing rules.

Request offer: An incoming chat request offered to an agent. The agent can
accept the offer, decline it, or wait until it times out and is routed elsewhere.

User: A person who has been added to the Live Assistant system and
assigned a password. Users can be added to workgroups to become
agents.

Webchat Client: A client for communicating with a Live Assistant agent
through a web browser.

Workgroup: A cluster of request queues and associated agents.
Workgroups are usually defined by a particular set of business
responsibilities (such as “sales” or “support”). For example, a workgroup
could be devoted to answering customer inquiries about a particular
product the company sells.
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Admin Console overview

The Live Assistant Admin Console allows you to set up, configure, and
administer the Live Assistant program and its users. Administrative tasks
include:

¢ Monitoring and managing the chat server and associated database
e Creating agent accounts
e Setting up agent groups, workgroups, and queues

o Monitoring chat sessions and queue activity

e Viewing server, workgroup, and queue statistics

Jive Live Assistant Admin Console gleL
Menu ta bS Server Users/Groups Sessions Group Chat Live Assistant Logout [admin]
Workgroups Manager Workgroup Summary Main » Summary Of Warkgroup
d

Below is a list of workgroups in the system. A waorkgroup is a an alias for contacting a group of agents and is made

Create Workgroup
up of one or more gueues.

Agent Groups Total Workgroups: 1.
Menu tab contents
. . Sroup Summary
dISplay n the o AT Ty Name Status Agents (Active/Total) Queues Users in Queues Edit Delete
sidebar pane. Click a 1. ibm o WWaiting for agent 01 1 0 4 Q
menu item here to Reports -
. . Chat Transcripts 2. sales © DOpen 14145 1 0 g [x]
see its propertles N —— I -
displayed in the 3. javalobby O Waiting for agent 0.2 1 ] ® Q
content pane. Taols ~
agent Download 4. deptmeeting o WWaiting for agent 052 1 0 g (%]
webchat -
5. messenger 2 WWaiting for agent 02 1 0 1.4 Q
Settings
Content pane. e R 6. pinemeadow © ‘Waiting for agent 0/3 1 0 -4 Q

Configure properties
and settings here.
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Using Live Assistant for the first time

When you use Live Assistant for the first time, you’ll use the demo
workgroup and the demo agent account to begin setting up your system
and to see how the Live Assistant components work together.

In the default installation of Live Assistant Server, the Live Assistant Agent
Download application and the Webchat Client application are installed on
the Live Assistant Server as plugins (see illustration below). These are
bundled together initially so that you can see, as you work with the default
system setup, how the Agent, Server, and Webchat Client work together.
Later you can install the Webchat and Agent applications to your own
application server to fit the needs of your deployment.

Live Assistant Server

& o [

Live Assistant Webchat Client
Agent application application
(WAR) (WAR)

Run the Agent installer

As part of setting up and testing the Live Assistant system, you’ll need to
download the Agent Console installer on the computers your agents will be

using. For the purpose of setup and testing, just install on one agent
computer for now.

To download and run the Agent installer:

1. After the Live Assistant server has been installed, navigate to your
Admin Console website (the default is http://localhost:9090/).

2. Login to the Admin Console using the credentials you set when you
installed the Live Assistant server. If you did not set up new credentials,
use the default ones:

username: admin
password: admin

3. Inthe Admin Console, click the Live Assistant tab. The Workgroup
Summary screen displays, showing a summary of all workgroups
currently in the system. Verify that the demo workgroup exists.

Note: The demo workgroup is set up automatically during installation.
You can delete the demo workgroup when you no longer need
it.
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Jive Live Assistant Admin Console

Server Users/Groups Sessions Group Chat Live Assistant

Workgroups Manager Workgroup Summary Main » Surnmary Of Workgroups
Create Workgroup Below is a list of warkgroups in the system. A workgroup is a an alias for contacting a group of agents and is made up
of one or more gueues.
F t G Total Workgroups: 1.

If the demo workgroup gent bratps

Group Summary
was Created Name Status Agents (ActivefTotal) Queues Users in Queues Edit Delete

. Create Agent Group \
SUCCGSSfU”y, you will 1. demo 9 Waiting for agent 0 a a ¥ @
. . Report:

see it in the list of oo

Chat Transcripts
workgroups.

Usage Sumrmary

4. On the first computer on which you want to install the Agent Console, in
your web browser, navigate to the Admin Console, log in, and click the
Live Assistant tab.

5. In the sidebar pane under Tools, click Agent Download. The Agent
download page on your local host displays. Click the link to download
the file live_assistant_agent.exe.

IIVE Jive Live Assistant Agent Download

Download the Jive Live Assistant agent console below.

Download Jive Live Assistant 2.2.Agent

i live assistant agent.exe {Z2.1 MB)

Send d lead informatien to other agents:

Cut and paste the following text to send the download information to other agents.
To use Jiwve Liwve Assistant, wyou will need to download and install the agent
console on ¥OUr computer.

Download the Jive Liwve Assistant agent console on this page:
http://wyw. jivesoftware. com: 90907 agent

Demo Login Information:

To easily log into the server, a demo workgroup and user account has been created.
To login, install and run the agent application. When the login dialogy shows
up, enter the following information:

Username: demo
Password: demo
Server: jivesoftware.com

6. Follow the onscreen instructions to run the file and install the Live
Assistant Agent Console.
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Run a test chat session

If you don’t know the
name of your server, log
in to the Admin Console
and view the server
name on the Server
Settings page (refer to
the picture on page 6).

By running a test chat session, you'll see how the Webchat Client and the
Agent Console work during a basic chat session. You'll use the demo
workgroup that came with the installation for this. Later, once you know
how to set up your own workgroups, you can delete the demo workgroup if
you want.

To log in to the Agent Console and run a test chat session:

1.

After installation, start the Agent Console and log in using the demo
credentials and the name of your server.

Username: demo

Password: demo

LIVE ASSISTANT

gsername: WOUFUSErname

Password:  |eessssss

Setver: jivesoftware caom
[ 5ave Password [ Auto Login
Quit Advanced Legin —— Click to log in.

When you log in, Live Assistant automatically logs you in to the demo
workgroup.

Run a test chat session as follows.

Navigate to the Webchat webpage on your local host and click the live
help link to initiate a request for a chat session (or, in the Admin
Console, click the Live Assistant tab and then, in the sidebar pane
under Tools, click Webchat to go to the host page and click the live help
link).

In the Webchat window, fill in the required fields, including a brief test
message, and then click the Start Chat button.
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) hitp: /fiwww. jivesoftware.com: 9090 - Inf...

5 LIVE ASSISTANT

Chat Live with a Representative

Enter a name to identify yourself while chatting with a
support representative. You may supply additional
inforrmation if you like.

Username:*  [paur user name |

Type “Test request” in Email Address:+ |pouremsil@address |

this field. Guestion; * |Test request |

powerad by JIVE SOFTWARE

Done

5. Switch back to the Agent Console to see if the chat request came
through. A chat request window should be open in the upper left of the
Console. Click the Accept button. The Chat window opens.

@ Jive Live Assistant - holly@jivesoftware.com

Live Assistant  Wiew  Help Search: Go

| & Available v u [} |
(& My Chats | 57 Chat History | &3 Orline Agents | e Al Che{ 1 b x © Add Contact

Wisitar Room Duration State E_j Offline Group
W Joes BiSr713E60@con. ., 41 sec By, Chatting

Chat window End b % < Invite B Transfer Canned Response Agents In Room &

Guestion - Test request Agent
The test requeSt you Joes has joined the room &

sent from the Agent has joined the roam
Webchat Client Visitor Information For Joes
displays here.
Room Hame Fi5r713860@confe
Question Tesk request
Email Address joes@hotmail, com
2‘? Request URL itk fuws, jivesal
Type your test Test response Time Entered Queue Tue Aug 09 15:31: v
response here and Serd | |£ | >
then C“Ck the send & Session Details{1) §.‘° Hiskary | Q Co-Brows( 4 X

button. & Joes %

6. Switch back to the Webchat Client to see that your response went
through.
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The test response you
sent from the Admin
Console’s Chat
window displays in
the Webchat Client
window.

In the Agent Console,
click to close Chat

3 http: /Awww. jivesoftware.com:9090 - Chat - ... E|E|E|

You are now chatting with ‘Agent’
—Agent: Test response

TransFerring data From v, jivesoftware, com. ..

é LIVE ASSISTANT [EEC— Click to end the chat

session.

7. Close the chat session in both the Agent Console and the Webchat

Client:

e |n the Webchat Client, click X End and then close the Webchat

window.

¢ Inthe Agent Console, click the X on the chat tab to close the Chat

window and then click Yes to confirm.

=
o
7

{‘

window.

" Joe Smith\x
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Configuring Live Assistant

Now that you've installed the Agent Console and tested the system, you
can configure your installation.

Configuring Live Assistant involves the following basic steps:
1. Creating users for your Live Assistant system.

2. Creating agent groups.

3. Creating workgroups and workgroup queues.

4. Adding agents and agent groups to workgroup queues.

For the purpose of getting started, you can use most of Live Assistant’s
default server and other settings.

Create users

After verifying your Live Assistant installation, you’ll need to add users to
the Live Assistant system.

Users vs. Agents. Live
Assistant makes a
distinction between 1. Inthe Admin Console, click the Users/Groups tab, then, in the sidebar
users and agents. pane under Users, click Create New User.

Users are general
system users who may
or may not also be
agents. All agents,
however, are users. Users Create User Main » Create User

To create a new user:

Jive Live Assistant Admin Console el gl

Server UsersfGroups Sessions Group Chat Live Assistant Logout [admin]

User Summary

Use the form below to create a new user.

Create New User ]

Enter a username for the User Search Create MNew User

user here. Once VOL,J seta Registration Properties Usernama: * |Joes |

username, you can't Advance User Search :

change it. You can change Tl o Smith |
. . Groups ) = =

all the other information, Email: |Joes@h0tma|l.com |

Group Surmmary
however.

oy F—
Create New Group Password:
COUTAIEERIRES

* Required fields

To keep the Create User
screen open so you can
add another user after
adding the first one, click
the Create & Create
Another button. 2. Inthe Create User screen, complete the fields. Required fields have an
asterisk to the right of their names. When finished, click the Create

User button.

[ Create User ][ Create & Create Another ][ Cancel ]
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Create agent groups

Type a name for the

Agents can be assigned to more than one queue and more than one
workgroup. In fact, there is no limit to the number of queues and
workgroups to which an agent can be assigned. Suppose you want to add
the same three or more agents to different queues or workgroups. Rather
than having to add each agent individually to each queue or workgroup,
you can create agent groups and then simply add the groups to the queue
or workgroup.

To create an agent group:

1. Inthe Admin Console, click the Live Assistant tab and then, in the
sidebar pane under Agent Groups, click Create Agent Group.

Jive Live Assistant Admin Console

Server Usersf/Groups Sessions Group Chat Live Assistant Logout [admin]

Workgroups Manager Create Agent Group Main » Create Agent Group
Wiew Workgroups .
Use the form below to create a new agent group. After creating the group you

Create Workgroup should go to the group management page to add support agents to the group.

Agent Groups | Create Mew Agent Group

Group Summary Mame: * Engineers

agent group (required),
and then type a
description (optional).

Click to create another
agent group.

Create Agent Group ]

Product engineers

Reports Description:
Chat Transcripts

UUsage Summary

Tools

Agent Download Create Group

2. When finished, click the Create Group button. The Agent screen
refreshes, confirming the group was created successfully.

Jive Live Assistant Admin Console e el

Server Usersf/Groups Sessions Group Chat Live Assistant Logout [admin]

Workgroups Manager Agent Group Create Main » Agent Group Create

View Workgroups

Agent group Engineers created successfully!
Create Workgroup 4 group =ng ¥

[ Go to Group Details ] [ Create Another Group
Agent Groups

Group Summary

Create Agent Group

Reports

3. Click the Go to Group Details button to add agents to this group. The
Agent Group Properties screen displays a summary of the new group’s
properties.
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Jive Live Assistant Admin Console R e

Server UsersfGroups Sessions Group Chat Live Assistant Logout [admin]

Workgroups Manager Agent Group Properties Main » Agent Group Properties

Wiew Workgroups . .
Below is a summary of properties for the group as well as admins and members. Use the forms on
the page to add members and optionally desingate them as groups administrators

Agent Group Properties

Create Workgroup

Agent Groups

MName: Engineers
Group Summary

Description:
Options Created: Aug 9, 2005

Agent Group
Properties -

Create Agent Group

Address Admin Remove

Members box.
Mo members in this group. Use the form below to add some.
Reports

Chat Transcripts

Usage Surnmary
Add Support Agents

Tools To add support agents, enter their user name (for a local user), or a fully gualified address, ie

The names of the “userdsite.com”. To browse local users, click "Browse Agents”.

agents you selected
display here.

Agent Download

webchat ~—

Agent List * & Browse Agents

Settings

Global Settings X X
Example: "johndoe" {a local user), "user@site.com”, "person@place”
Global Interceptors

Dispatcher Settings

Add Agents

4. Click the Browse Agents link and then select the desired agents from
the Possible Agents to Add dialog box.

FPossible Agents to Add
Username Name Add

1 aa

2 acheek acheek

3 achim Achim

4 admin Administrator
Click to add the user in > gl v e
the row. | SETE

7 andrew Andrew Wright n

8 angel

9 angeloso i
Click when finished s
adding users to the {_Done )
group.

To change a group
member’s status or to
delete the member, click

the check box for that

member and then click
the Update or Remove
buttons, respectively.

5. When finished, click the Add Agents button at the bottom of the Agent
Group Properties screen. The screen refreshes to display the agents’
names in the Members box:

Name Address Admin  Remowve
dave  dave@jivesoftware. com F F
holly  holly@jivesoftware. com F F
derek  derek@jivesoftware. com [l |

[ Update ] [ Remaove ]
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Create workgroups and workgroup queues

Help. For more In Live Assistant, you use workgroups to organize chat request queues and
information on setting agents into entities that reflect the way you do business. Workgroups are
up routing rules for usually organized by function or specialty. Each workgroup contains
workgroups, refer to the queues that manage chat requests coming in from customers. The Live
Admin Console online Assi

. ssistant server routes chat requests to workgroup queues based on

routing rules you set up for each queue.

The following example shows chat request routing for a company that sells
sports equipment. The company has divided its support agents into
workgroups based on the roles of sales and support, and queues within
each workgroup based on the sport.

Chat Request Routing

Workgroups
1 ACﬂstomer subfmits ( Sales "I Agents in
a chat request for
help on finding a (T queue 3. The chat request goes
style of basketball ([ Basteton | (Basketban|  tothefirst available
shoe. (CE5eaer | e —— | agent in the Basketball
) ) EEnl ) [ ‘N X -] queue. If that agent
WEB CLIENT (m . . . refuses the chat

o ’_, Sl 0 | request or can't take it,
kel

the chat request will
-

go to the next
available agent.

Live Assistant Server

Soccer |
2. The server sends all p . ——s
basketball-sales related _i Support XX -]
requests to the 5 . . .
Basketball queue in the [ Basketball | L
Sales workgroup. : .
greup Eoceer ] 4. If no agent in the .

— Basketball queue is

[ Tennmis | available, then the

- < request may go to the

first available agent in
the next queue in the
Sales workgroup.

Create a workgroup and add initial users

When you create a workgroup, you give it a name, description, and its initial
members. New workgroups also come with a default queue. You can add
more queues at any time.

Note. Agents have to
belong to at least one
workgroup queue to 1. Inthe Admin Console, click the Live Assistant tab, and then, in the

receive chat requests. sidebar pane under Workgroups Manager, click Create Workgroup.

To create a workgroup:

13-
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Jive Live Assistant Admin Console

Server Usersf/Groups Sessions Group Chat Live Assistant Logout [admin]
Workgroups Manager Create Workgroup Main » Create Workgroup
Wi iork
e Workaroups Use the form below to create a new workgroup in the system.
Type a hame fOr the Agent Groups | ncatelhwivorkoroup
Workgroup Name [ | @workgroup jivesoftware. com
workgroup (lowercase) rop-Smmmrary This (S vs are of the warkaroup @uworkgroup |
and then enter a Create Agent Group to use which could describe
L. . ) departrnents, products or skill. An
description if desired. example would be support,
Reports myproduct or experts.
) Chat Transcripts Initial Agent List: {optional) & Browse Agents
Clle to browse for Usage Summary Add the |n|t|:a| agents who havi_
PretrrT S b afre-tree—tht
agents to add to your _— warkgroup,
ools
Workgroup. Cormrna delimited lists, ex. bob,mary,suzy
Agent Download D inti i I
Type a description for Webchat et
this workgroup workgroup.
- Settings
(optional).
Global Settings
Global Interceptors [ Create Workgroup ] [ Cancel ]
Dispatcher Settings

2. Complete the fields and then click the Create Workgroup button. The
Workgroup Queues screen displays.

In the next section, you’ll add a queue to a workgroup.

Add a queue to a workgroup

This example shows you how to add a queue to the new workgroup you
created.

To add a queue to a workgroup:

1. Inthe Admin Console, click the Live Assistant tab.

2. Inthe Name column of the Workgroup Summary screen, click the name
of the workgroup you created.

3. Inthe sidebar pane under Workgroup Settings, click Queues.

4. Inthe Workgroup Queues screen, click the Create New Queue link
next to Queue Tasks.

Jive Live Assistant Admin Console Rk tant 2.2.0
server UsersfGroups Sessions Group Chat Live Assistant Logout [admin]
Workgroups Manager Workgroup Queues For Main = Waorkgroup Queues

Wiew Workgroups demo@workgroup jivesoftware.com

Create Workgroup X X X X
A reguest queue handles incoming client support requests. To add agents to a queue, click on an

Click to open the ok dran St available queue below,

Workgroup Queue Properties Clueue Tasks: Create r@ Clueue

Creation screen.

Routing Rules

NamefDescription  Agents (active/total) In Queue Avg. Wait Time (sec) Manage Delete

; ~
Interceptors 1. Default Queue 0/ 0 0 = o

Form Builder
Form Variables
Forrn Images
Form Text
Offline Settings
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The Workgroup Queue Creation screen displays:

Jive Live Assistant Admin Console

Server Users/Groups Sessions Group Chat Live Assistant Logout [admin]

Workgroups Manager Workgroup Queue Creation Main » Workgroup Queus Creation

View Workgroups

Use the form below to create a new gqueue in the warkgroup demo@workgroup.jivesoftware.com.
Create Workgroup

R Create New Queue
Workgroup Settings

Workgroup dermo@workgroup jivesoftware com
Properties
Queue Name: *
Type a name for the Specify a name for the | |
new queue’ and’ |f Eouting Rule queue. (ex, productl)
H Hee T Interceptors Description:
des'red' a descrlptlon' Form Builder Specify a description for the

queue,
Form Wariables

Form Images

Forrn Text

Offline Settings

* Required fields
Transcript Settings

Configure Chathot

5. Complete the fields as described and then click the Create Queue
button. The Workgroup Queues screen displays, showing the newly
created queue. Next, you'll add agents and agent groups to your
queue.

Add agents and agent groups to queues

In the previous section, you created a new queue for the workgroup you
created. In this section, you’ll see how to add additional users and user
groups.

To add users and user groups:

1. Inthe Admin Console, click the Live Assistant tab and then, in the
Name column of the Workgroups Summary screen, click the name of
your workgroup.

2. Inthe sidebar pane under Workgroup Settings, click Queues.

3. Inthe Workgroup Queues screen, click the name of the desired queue.
The Manage Queue screen displays.

4. Scroll down to the Agents section and click the Browse Agents link to
the right of the Agents box.

Agents: hollyBjivesoftware.com & Browse Agents
Please specify all
agents responsible for
this queue,
9 a
Agent Grot_lps. @ Browse Agent Groups
Please specify all agent
groups responsible for
this queue.

The Possible Agents to Add dialog box displays.
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Click to add the user Possible Agents to Add
named in the row. et Hame Add
1 admin Administratar
2 angeloso
3 anonymous-rsp
4 barry Barry
5 bil bill
6 blabj BJ
7 hruce bruce
g camelot
Selected users will
display in this box. ——————
-ance

5. After selecting the desired agents to add, click the Done button.

The Possible Agents to Add dialog box closes and you are returned to
the Manage Queue screen.

6. To add agent groups, click the Browse Agent Groups link, then select
the desired groups from the popup dialog box and then click the Done
button. The dialog box closes and you are returned to the Manage
Queue screen.

7. Inthe Dispatcher Settings section, select how you want Live Assistant
to determine which agent is the best choice to receive a request offer.

Dispatcher Settings:
Select the algorithm for
choosing the best
agent of this queue to
receive an offer.

Chats number and availability {default)

If, when this queue has E“I‘?“e Overflow @ Mever overflow requests

- : olicy:
more questions than it Speci?;, failover for this () Owerflaw requests to a random gueue
can handle at a time, gueue.

h " & Owerflow reguests to a specified gueue:
you want the overtlow

questions to go to
another queue, select
an option here.

b

" Required field.

8. When finished, click the Save Settings button.
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Workgroup status.
“Open” status indicates
an agent is currently
signed in to the
workgroup through the
Agent Console and the
workgroup is currently
accepting chat requests.
“Waiting for agent”
means the workgroup is
not accepting chat
requests because no
agent is available to
chat. “Closed” means
the workgroup is not
accepting chat requests.
For more information
about workgroups, refer
to the Admin Console
online Help.

View the summary of workgroup activity

The workgroup summary screen shows you how many agents are assigned
to each workgroup and how many of the total are currently engaged in an
active chat session. You can also see the number of queues and agents in
the queues.

To view the workgroup activity summary:

1. In the Admin Console, click the Live Assistant tab. The Workgroup
Summary screen displays.

Jive Live Assistant Admin Console

Server Users/Groups Sessions Group Chat Live Assistant Logout [admin]
Workgroups Manager Workgroup Summary Main » Summary Of Workaroups
Create Workgroup Below is a list of workgroups in the syster. A workgroup is a an alias for contacting a group of agents and is made

up of one or more gueues.
Agent Groups Tatal Workgroups: 12
Group Summary
Name Status Agents {Active/Total) Queues Users in Queues Edit Delete
Create Agent Group
1. ibm D Waiting far agent oA 1 1] @ [}
Reports
Chat Transcripts 2. sales 2 VWaiting for agent 0/15 1 o @ Q
Usage Summary
™
3. javalobby 2 Waiting for agent 02 1 o 4 [x]
Tools
demo
Agent Download Demo
. mp o
Webchat 4. workgroup for @ Open 143 2 o U
testing and
setup.
Settings
Global Settings 9. deptmeeting 2 VWaiting for agent 02 1 o -4 [x]
Global Interceptors .
bB.  messenger 2 Waiting for agent 02 1 ul 4 (<]
Dispatcher Settings -
. 7. pinemeadow O Waiting for agent 0/3 1 ul 4 [%]
License -
EeereclDeail 8. suppornt © Open 15 1 o g [x]

Set a schedule for a workgroup

You can set the hours a workgroup is “open” for business—the hours it will
accept chat requests into its queues. The workgroup will open and close
according to the schedule you set.

To set a schedule for a workgroup:

1. In the Admin Console, click the Live Assistant tab and then, in the
Workgroup Summary screen, click the name of the workgroup.

2. Inthe sidebar pane under Workgroup Settings, click Schedule. The
Workgroup Schedule screen displays.
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Jive Live Assistant Admin Console I i

Server Users/Groups Sessions Group Chat Live Assistant Logout [admin]
Workgroups Manager Workgroup Schedule For Main » Schedule Workgroup Availability
Wiew Workgroups demo@workgroup jivesoftware.com

Create Workgroup . .
Use the form below to edit the schedule this workgroup operates on.

Workgroup Settings Workgroup Schedule

Click to enable scheduling RioEsities

for this workgroup.

(& Don't follow a schedule - the workgroup will be opened and closed manually.
Queues

Routing Rules @ The workgroup should open and close according to the following schedule:

Interceptors Mon | Tue | Wed | Thurs | Fri Sat | Sun

Form Builder O O

| Day Of Week:

Select the days of the week

the workgroup will be open, foiniaaes | Hour of Day: | Pick Time... v | until | Pick Time... v |
then select the hours it will O

open and close. offline Settings

Transcript Setkings

FOTTIT W ariae

Configure Chatbot

Search

3. Change the settings as desired and then click the Save Settings
button.

Open or close a workgroup manually

Suppose your support center is closed for the day and you want to prevent
new requests from being received but you don’t want to shut out the
customers who are already in the workgroup queue or are being helped by
an agent. If you do not have a schedule set up for the workgroup, you can
manually close the workgroup to new requests.

To manually close a workgroup to new requests:
1. Inthe Admin Console, click the Live Assistant tab.

2. Inthe Workgroup Summary screen, click the name of the workgroup.
The Workgroup Properties screen displays for that workgroup.

Jive Live Assistant Admin Console

Server Users/Groups Sessions Group Chat Live Assistant Logout [admin]
Workgroups Manager Workgroup Properties For Main » Workgroup Properties
View Workgroups demo@workgroup jivesoftware.com

Create Workgroup
Below are the general properties of the demo warkgroup

Workgroup Settings
Workgroup Summary

z
Warkgroup MNarme demo@workgroup jivesoftware. com
Queues
Routing Rules Online Status @ Waorkgroup is currently active and accepting requests.
Interceptars )
Schedule Waorkgraup in manual mode. [
Form Builder
Form varicbles Chat Serer
Form Images Demo workgroup for testing and
Setup.
A UEESS Description

Offline Settings

Transcript Settings

3. To close the workgroup, in the Online Status row, click the Close
button. The button changes to read “Enable” and the green dot icon
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indicating an open status changes to red:

Workgroup Summary

Workgroup Narme demo@warkgroup. jivesoftware.com

Online Status @ Workgroup is currently closed.

Schedule Workgroup in manual made. [
cha S

4. To open the workgroup, click the Enable button.

Set workgroup email transcript properties

The system will occasionally need to send emails of session transcripts to

customers. You'll need to set up a workgroup email account to make this
possible.

To set up email transcript capability for a workgroup:

1. Inthe Admin Console, click the Live Assistant tab and then, in the
Workgroups Summary screen, click the name of the workgroup for
which you want to set up email.

2. In the sidebar pane under Workgroup Settings, click Transcript
Settings. The Transcript Settings screen displays.

Jive Live Assistant Admin Console el

nt 2.2.0

Server UsersfGroups Sessions Group Chat Live Assistant

Logout [admin]

Workgroups Manager Transcript Settings For

demo@workgroup.jivesoftware.com

Main » Transcript Settings
View Workgroups

Create Workgroup . X X
Specify text to use when sending a transcript

Workgroup Settings

Properties
Queues
Routing Rules
Interceptors
Farm Builder
Form Wariables
Form Images

Farrn Text

Workgroup Transcript Config

From:

Specify who the transcript is fram, | |
such as ACME Caompany.

From Email:

Specify the email address the | |
rnessage will be from. Ex.

support@acme.com

Subject:

The subject that will appear to the | |
user,

If desired, create a
message that will

Offline Settings

Transcript Settings
i Cerfigure Chatbat Message:
accompany the transcrlpt' R Text to prepend to the transcript
Search being sent.
Schedule
Delte

3. Type in email account information for the workgroup in the fields
provided, including subject and message. When finished, click the
Save Changes button.

Note: SMTP settings are controlled under Email Settings in the Server
tab of the Admin Console. For more information, refer to the
Admin Console online Help.
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Set workgroup offline properties

Select to display either
a webpage or an email
form to customers.

Use the workgroup offline settings to display a message to customers when
the workgroup is closed.

To set offline properties for a workgroup:

1. Inthe Admin Console, click the Live Assistant tab and then, in the
Workgroup Summary screen, click the name of the workgroup.

2. Inthe sidebar pane under Workgroup Settings, click Offline Settings.
The Workgroup Offline screen displays.

Jive Live Assistant Admin Console

Server

YWorkgroups Manager
View Workgroups
Create Workgroup

Workgroup Settings

Properties

QJueues

Users fGroups

Enter an email address
for your SMTP server,
then enter a message
to be displayed to
customers when the
workgroup is offline.

Routing Rules
Interceptors

Forrn Builder

Forrm Variables
Form Images

Farm Text

Transcript Settings
Configure Chatbot

Search

Offline Settings

Sessions Group Chat Live Assistant

Offline Settings For demo@workgroup jivesoftware.com

Specify action to take when the workgroup is offline.

Workgroup Summary

O Display a web page

Redirect the user to a specifed web page if the workgroup is offline.
@ Show an email form

Email Address:
Email address to send all offline messages to,

Subject:
The subject of all offline email messages.,

Offline Text:

Text to display to the user in the email form.

Save Changes

Jive Live 220

Logout [admin]

L
L

3. Type in the offline message information and then click the Save
Changes button.
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Deploying the Webchat Client and Agent web applications

To make the chat service work on your website, you need to deploy the
Webchat Client application to your application server (the server must have
Servlet 2.3 or greater support). You can deploy both the Webchat Client
and the Agent web applications.

Deploy the Webchat Client application

To deploy the Webchat Client application:

1. The files you will need are located in the plugins directory of your Jive
Live Assistant installation. From the plugins directory, copy the file
webchat.war to the webapps directory of your application server.
Copying the WAR file to the directory automatically installs it.

Note: Some application servers may require using a deploy tool to
install a WAR file instead of copying the WAR file to a webapps
directory.

2. Using your web browser, navigate to the web application (for example,
http://www.example.com/webchat). You will be automatically taken to
the beginning of the setup process. Follow the onscreen instructions.

3. Next, you will need to set up a “chat now” button, or some equivalent,
on your webpage that customers can click to request a chat session.
Include the following html code on the webpage where you want the
Chat Now icon to appear, except substitute your website address for
the placeholder address shown in bold, and the desired workgroup
address for the placeholder workgroup address also shown in bold.

<I-- Insert this snippet where you would like the Chat
button image to show up -->

<script language="JavaScript" type="text/javascript”
src="http://www.example.com/webchat/jivelive.jsp"></scri
pt>

<script>
showChatButton("your@workgroup.example.com®);
</script>

<I-- End of Live Assistant Snippet -->
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Deploy the Agent application

To deploy the Agent application:

1.

The files you will need are located in the plugins directory of your Jive
Live Assistant installation. From the plugins directory, copy the file
agent.war to the webapps directory of your application server.
Copying the WAR file to the directory automatically installs it.

Note: Some application servers may require using a deploy tool to
install a WAR file instead of copying the WAR file to a webapps
directory.

Using your web browser, navigate to the web application (for example,
http://www.example.com/agent). You will be automatically taken to the
beginning of the setup process. Follow the onscreen instructions.

Download the live_assistant_agent.exe file, then send a link to this
page to all agents.
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