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Comm100 Live Chat
Step by Step Walkthrough

This is an operational demo which walks you through the major processes of Comm100 Live Chat,
including signing up, pasting code, and monitoring and chatting with visitors. It is designed to give
you a quick overall idea of Comm100 Live Chat.

Step 1. Signing up

Visit Comm100 Live Chat product page at http://www.comm100.com/livechat/ to sign up.

Instructions

1. Selecta product bundle according to your needs Note:
and click SIGN UP to continue. .
A . . . Ifyou already have an account with
2. F|II_ in your information and submit your Comm100, please skip this step and click
registration. here to log in.
3. Log into your email account to activate your
account. After your registration is submitted
successfully, CommZ100 sends you a confirmation email. Please click the link in the email to
activate your site account.

Once your site account is activated, the login information, including site Id, login email, and
password, will be sent to you by email.

Step 2. Logging in

] . . Note:
Onthe Login page, please enter your Site Id, Email and ore
Password to Iog n. If the Live Chat tab is not shown on the
product bar, please go to Billing &
After logging in, you are redirected to the Admin Purchase to upgrade Product Plan or add
module. Click the Live Chat tab to go to the Live Chat Products.

module.

Step 3. Deploying Comm100 Live Chat onto Website

To use Comm2100 Live Chat on your website, you need to copy the chat code and paste it onto your
site. Once the chat code is pasted, a chat button appears on your web pages.
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3.1 Getting Code

Comm100 provides five default website integration
plans. You can use our pre-defined plan.

Instructions
1. Click Website Integration.
2. Selecta plan form the drop-down list.

3. Get the live chat code.

Please click here for the details.

3.2 Pasting Code

Paste your Comm100 Live Chat code inthe source code
of your website.

You can put the live chat code anywhere between the
HTML Tag <body> and </body>.Your chat button
displays at the corresponding place on your web page.

After pasting the code, please open the web page with a
browser and you can see a chat button appear in this

page.

Note:

You can also create a new website
integration plan according to your needs.
Click here for more details.

Note:

1. You need to paste the code onto all web
pages you want to monitor without any
changes.

2. The process of pasting code may vary
with website building tools you are using.

Click here for more examples.

Now, the status of the chat button is Offline. Your website visitors can click the button to leave
offline messages to you. To make the button show Online, please click Chat & Monitor to log into

Visitor Monitor.

Step 4. Log into Visitor Monitor

Operators need to log into the Visitor Monitor window
to monitor visitors or chat with them.

Instructions
1. Click Chat & Monitor.
2. Input your Site Id, Email, and Password to log

n.

Please click here for the details.

Note:

If you only want to monitor visitors, you
can choose Away and then log in.
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Step 5. Chatting with Visitors

You can monitor all web pages that are pasted with Comm100 Live Chat code. When visitors are on
these web pages, you can see their information and chat with them in your Visitor Monitor.

Monitoring Visitors

Select a visitor and you can view his/her information, including the referrer page from which this
visitor comes to your site, the landing page, the current page, the search engine and search
keywords this visitor used to search for your site, 1P, Time Zone, City, Browser, Operating
System and so on.

Visitors Requesting for Chat

Visitors can click on the chat button to request a chat when the chat button shows online. After a
visitor submits his chat request, his/her status changes from In site to Waiting for chat. You will
receive a sound alert and/or a pop-up alert when a visitor is waiting for chat.

Accepting Visitors’ Chats

Select a waiting-for-chat visitor and then click Accept or double click on this visitor to accept the
chat request.

Tracking Chats

If youwant to do follow-ups or further track the customer’s query after the chat, you can click on the
Ticket tab to manually attach the transcript to a ticket.

Ending Chats
If youwant to leave the chat, please click Stop.

Please click here for more Visitor Monitor help instructions.

Step 6. Viewing Transcripts

Chat transcripts, offline messages, and visitors' navigation history are stored in your site account.
Instructions

1. Click Transcripts;

2. Adjust the time range and set other search conditions if necessary;

3. Click Query.

Please click here for the details.
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Step 7. Viewing Reports

Reports are statistical summaries and graphical presentations of your live chat data regarding chats,
auto invitations, search engines and keywords, ratings, operators’ status and performance.

A sample Reports page is shown in Figure 7-1.

Live Chat B{=3=4 Forum

Email Marketing

User & Contact Knowledge Base

1% Dashboard Reports

B chat & Monitor
‘@ Website Integration

Help Desk

Admin Partner

Reports are statistical summaries and graphical prasentations of your live chat data regarding chats, auto invitations, search
engines and keywords, ratings, operators’ status and pedormance. Through analyzing the reports generated in different
periods of time, you can evaluate vour customer service and identify the areas that need improvement,

ﬁ Comm 100 Apps Integration

& Canned Messages ¥isit & Chat Metrics

I Wisit & Chat Metrics is 2 statistical report on
wisits, chats and the chat conwersation rate on
waur sitels],

=

E canned URLs I
{v} Settings
) Transcripts

{li] Reports

& Ban List

Missed & Refused Chats

Missed & Refused Chats is a report on when and by
whaom a certain chat (visiter's narme and email) iz
missed ar refused, This repart helps vou perform
further aperations an missed and refused chats,

4

Popup & Accepted Auto Invitations

Popup & Accepted Auto Invitations iz a report on
popup times, accepted times and the acceptance
rate of your aute invitation(s).

)

!

Search Engine Report

Search Engine Reportis a report on search engines
waur wisitars uze to zearch for your webzite,
Search Engine helps improve your SEC,

pe

Rating Report
Rating Report iz a statistical repart on visitors’
evaluation of your service performance,

*

Operator Online Tinve in One Day

Operator Online Time in One Day is 2 report on
operator’s status [Cnline, Away and Offline) at
avery point of time in a2 defined day.

©

Operator Performance

Cperatar pedfarmance is a repart an aperatar
workload and service perfarmance, including
average online time, average away time, chat
times, chat minutes, average rating, rating times
and sa on,

Q

Chat Metrics

Chat Metrics iz a report on operators’ chattimes,
chat minutes and average chat minutes,

+ Search Keywrords Report

Search Keywords Reportis a report on search
keywards your visitors uze to search for pour
website, Search Keywords helps improve your
SEC,

Dperator Average Online Time in a Period

Operator Average Online Time in a Period is 2
repart on operators’ average online & away time in
3 defined period of time,

Figure 7-1 Reports

Step 8. Operator Permissions

Permission settings help you customize the control of your operators about what they can do or

cannot do in your Comm100 Live Chat module.
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Instructions

1.
2.
3.
4.

5.

Go to the Admin module;

Click Operators;

Select an operator and click Set Operator
Permission icon;

Go to the Live Chat tab and then check the

permissions you want to assign to this operator.

Click Save.

Please click here for the details.

Contact Us and Get Help

Note:

1. Site administrators always have full
permissions.

2. You can also manage operator

permissions by group. Click here for more

details.
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We have gone through the major processes of CommZ100 Live Chat. To know in details about
Comm100 Live Chat, please take a look at the Feature List page.

Comm100 is committed to continuously improving your experience with our products. If you have a
technical issue with our products that you need help resolving, please visit our Help Desk.

Thanks for reading!
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