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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, monitoring and chatting with visitors. This chapter 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.commZ100.com/livechat/ to sign up.

Note:

1. If you already have an account with CommZ100, please click here to log in.

2. All Comm100 applications can run either independently or with other applications. And you
can have all CommZ100 products under one site account. Please click here for details.

Fill in your information in the registration form then click OK to submit your registration. After the
registration, you will be guided to the Registration Succeeded page, as shown in Figure 1-1.

Registration Succeeded

Thank you very much for signing up for Comm100.

VWe have sent an email with the following infarmation:
Site Id:
Email:

Password:

You can click here to login.

We are committed to providing highly reliable and secure Comm100 service
foryour business. Ifyou need any help or have any questions, please do not
hesitate to contact us.

Figure 1-1 Registration Succeeded

Your Site Id, Email and Password are shown in this page.

Note:

1. An email including your Comm2100 account information will be sent to your registration email
address (which is recorded as your DEFAULT Site Email).

2. Your offline messages, Comm2100 maintenance notifications and newsletters will be sent to
your Site Email. Please make sure that your Site Email is a valid and currently-in-use address in
order not to miss any important information from your visitors and Comm2100.
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3. You can always change your Site Email. Please click here for details.

Step 2. Logging in

In the Login page, please enter your Site Id, Email and Password in the appropriate fields to log into
your Comm100 account. A sample Login page is shown in Figure 2-1.

Comm100 Login
Site Id: 360174 * Forgot Site Id?
Email: Lukasf@eomm100.com *
Password: (+ssess Forgot your password?
I_ Auto Login
*Required Field
. :
Verisign TRUST&'
Mewr to Comm100? Register here Socured
VERIFT F

Figure 2-1 Login

Now you are at the Live Chat portal as shown in Figure 2-2.

Lhange Password | Logout
Site Idt 36014 | Current Operator) Lukas

Cﬁﬂ"ﬂiﬂﬂ Open Source & Free Hosted Customer Service Software
Live Chat Email Ticket Admin Partner

2 Dashboard Dashboard
= visitor Monitor

£ micket Follow Up Setting
f-l_', tode Plans Hew update has been added to address the voice chat issue
3 Canned URLs

* canned Messages

i 1. Jun & 010 - Comny 100 d mm 100 Live Chat to Version 4.
Report
Wisit & Chat Metrcs 2. May Sth, 2010 - Comml0d Upgrades Commdl00 Live Chat to Version 4.0
Dperator Chat Metrics
Transcripts

1. Comm 100 Live Chat User Guide

2. Cormmi00 Live Chat Video Demmo

2 Comml0n Live Chat Step by Step Walkthraugh

for 1 (1

Lanlonl i hat for Windows Mobil |

6. Realizing Significant Business Value through Live Chat for Windows Mobile

Figure 2-2 Live Chat Portal

Note: Comm100 is adding new applications. After you enable different applications in Feature Center, the
look of this page may be different from this screen shot. Please click here for details.
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Step 3. Create a New Code Plan

A Code Plan is a set of configurations that define your window styles and chat processes. The
configurable items include Chat Button, Chat Window, Invitation Window, Pre-Chat Window,
Offline Message Window, Style and Language. Click on Code Plans in the Live Chat portal to
bring up the Code Plans page shown in Figure 3-1.

You can create a new code plan according to your needs or use our predefined code plans.

Code Plans

A code plan is a set of configurations that defines window styles and chat processes for your website visitors. The
configurable items include Chat Button, Chat Window, Invitation Button, Pre-Chat Window and Offline
Message Window. If a code plan is currently in use on yvour web site, do not delete the plan. Any change in your
code plan reflects accordingly on your website, You may hayve multiple plans if vou need different chat styles for
different pages.

[ Mew Plan |

Id Plan MName = Description Edit Delete Preview Get Code
Default Plan With ) . p—
2022  Float Image Default Plan With Float Image Button X =3 (52
Button
Default Plan 'With . _—_ I =
2024 T GE T Default Plan With Monitor Only & x =5 £
Default Plan With . : .
5021  Static Image Cefault Plan With Static Image . % =] o)
Button Button
Default Plan With . . . =
2023 Text Link Default Plan With Text Link r X =3 52

( Mew Plan |

Figure 3-1 Code Plans

To create a new plan, please click New Plan and then fill in the general settings, as shown in Figure
3-2.
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Mew Code Plan — General Setting

Mame: | 1.2

Description:

__g_l
Language: | English =@
—FPowered By Image
Powered by Comm100
Powered By Open Zource & Free Hosted Customer Service Software _
Image: iy @

Powered by

Cemm100 Live chat

r-h

*Required Field

Figure 3-2 New Code Plan - General Settings

Click Next to customize the detailed settings, as shown in Figure 3-3.

MNew Code Plan - Detail Settings

[0 Tl Chat Window | Invitation Button  Pre-Chat Window | Offline Message Window ‘.'-t'p‘IE|Language

Customize Chat Button

Image-

Select Image From: & Gallery © Custom

Chat Button is the button on your web pages for your websibe visitors to initiate a chat.

Select Type: * Static Image Button T Float Image Button " Text Link © Honitor Only

select Online Image

Offline Image

L ]
_"LIVE CHAT

——
_ VLIVE CHAT,

.  Live Help
¥ Operator Online

l

Next> || Finizh |

Figure 3-3 New Code Plan - Detailed Settings

Click Finish to save the settings and you will be guided to the Get Code page directly.

Note:

Copyright © 2010 Comm100. All Rights Reserved.




emm100
C"!'i'mm Open Source & Free Hosted Customer Service Software

1. Comm100 Live Chat provides four types of chat buttons shown in Figure 3-3. You cannot

change the chat button type after a code plan is saved by clicking Finish. If you want to use another

type of the chat button, please create a new code plan.
2. Please click here to learn more about how to customize code plans.

Step 4. Getting code

After finishing all necessary customizations, you need to copy the code of your code plan and then
paste it onto your web pages.

If you are in the Code Plans page (shown in Figure 3-1), please select a plan then click on the Get
Code icon 52 to get code. Usually if you want to use the live chat on web pages, please copy the
code with JavaScript (the upper one).

Note: If you want to do a test before pasting the code onto your web pages, please click Preview

shown in Figure 4-1.

Get Code

Get the code of a plan, vou can then paste the code to yvour web pages to get Comml00 LiveChat
started with the defined styles and steps,

HTML Tag with
JavaScript:
(Usually for web
pages)

HTML Tag without
JavaScript:
(Usually for BBS or
Ernail)

Back to Plan List

r- ssL @
<!=- BEGIN Comml00 Liwe Chat Button Code --><link -
href="http: //chatserver. comml00.  com/css/connll0_live

chatbutton. css" rel="stylesheet"

type="text/oss" fradiv id="comml00_ChatButton"=><diw
id="comml00_warp"><center=><div

id="comml00_dvhelp"r<a class="comml00_ ahelp css"
href="http: / fwmmr. connl Ol con/livechat "
onclick="commlOOd Chat () ;return false;" _:J

Copy Code ] [ Preview

<!=-— BEGIN Commldd Liwve Chat Email /BEES Button Code - &
—radivF=div style="z-
index:99:position:absolute;visibility:-hidden;"=<a
href="http: // fwmr. comnwlO0d. con">custoner service

software technical support-</ax</div=-a

href="http: f/chatserver. connlil. con/ChatWindow. aspx?
siteld=3c0ld4splanTd=14spartnerId=-
lavisitType=labyHref=1" target=" blank"=-<img _:J

Copy Code

| Backto Plan List |

o

Figure 4-1 Get Code

Note: Please click here to learn the differences between the code with JS and without JS.
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Step 5. Pasting the Code onto Your Website

Open your web page with Notepad, find the place in the source code that you want your chat button
to be and then paste the copied code into this position, as shown in Figure 5-1. You can put the live
chat code onto wherever between HTML Tag <body> and </body>.

.Fn:u Live Chat Software.htm - Motepad
file Edt Fommat Wiew Help
<div> 2

<l== BEGIN Comml0Q0 Live Chat Button Code =--><Tink
ref="http://chatserver.comml00,.com/css/comml00_1ivechatbutton.css'
rel="stylesheet" type='"text/css"/><div id="commlO0_chatButton'><div
id="comm100_warp"><center><div id="comml00_dvhelp"><a
class="comml00_ahelp_css" href="http://www.comml00.com/1ivechat/"
loncTick="comm1l00_chat();return false;" target="_blank" title="Live
chat software for website'><img id="commlO0_ButtonImage"
src="http://chatserver.comml00.com/BBS.aspx?
siteld=36014&planid=14&partnerid=-1" border="0px" alt="Live Chat
software for website" /[></a><script
src="http://chatserver.comml100.com/js/Livechat.js?
siteId=35ﬂ14&p1anId=l4&PartnerId=- -
1"type=""text/javascript '»</script><div id="comml00_track"><a
href="http://www.comml00.com/Tivechat/" target="_blank"><b>Live
5upqort<{ »<fa> by <a style="color:#009999;cursor:pointer;"
nclick="javascript:document.getElementById
(' comm100_dvbox').style.display="";">Comml00</a></div></divs<div
id="comm100_dvbox" class="comml00_dvbox_css" style="display:none;"
nmcusenuer:“this.st¥1e.dis lay="""
nmouseout="this.style.display="none'"><div
class="comml00_dvcontent_css"><p class="comml00_ptitle_css'><b><a
href="http://www.comml00.com/" target="_blank"
c1a55=“commlﬂﬂ_at1t13_c5§” >§qmm10ﬂ<£a? Products:<(b><{p><u1

V. none: =

Figure 5-1 Pasting Code

After pasting the code, please open the web page with your browser and then you can see a chat
button shown on this page. The status of the chat button is Offline if you have not logged into
Visitor Monitor. Please log into Visitor Monitor to make your chat button shown online.

Note:

1. You need to paste the code onto all web pages you want to monitor without any changes. Any
modification might make your live chat not work properly.

2. The process of pasting code depends on the website provider and website builder being used.
Click here for more examples and welcome to share your experience with us.

3. Your website builder tool sometime automatically modify the live chat code when you paste
the code onto your website. Please contact us by email or live chat if you run into such a problem.
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Step 6. Log into Visitor Monitor

Click on Visitor Monitor in the Live Chat portal to log into Visitor Monitor with your information,
as shown in Figure 6-1.

: Passw | Logout
Site Id: 36014 | Current Cperator: Lukas

C@mm.'oﬂ Open Source & Free Hosted Customer Service Software
Email Ticket | Forum | Newsletter | Knowledge Base " Admin Partner

£
— Get Code

= YWisitor Monito

i Get the code af & plan. You can then paste the code to your wab pages ko get Commlil LiveChat
L= Ticke®t| Follow

1 o 1 Lowew [ Bust Vinetos MHonstor - srndoss It ermeet [aploner

@mmion

Bl code Plans
:[ﬂnnzd URLs |
¥ Canned Mess

s pepor
Wisit & Chat
Operator C
Transcripts

8014
Ermuy LuskcasPoamm B0, oom
Padiword

Click to login = status: | gubine | v | &

Ok

ié
Away

Figure 6-1 Log into Visitor Monitor

Note:

1. When you log into Visitor Monitor, you can choose a status, Online or Away.

2. If you choose Online when you log into Visitor Monitor, the status of the chat button (using
the code with JavaScript) changes to Online automatically after you log in.

3. If you choose Away when you log into Visitor Monitor, the status of the chat button (using
the code with JavaScript) does not change after you log in but you can monitor visitors in real time.

Step 7. Chatting with Visitors

Visitors on your web pages (pasted with the live chat code) are shown in the Visitor List of the
Visitor Monitor window, as shown in Figure 7-1.
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Select a visitor then you can view his/her information, including: IP, Time Zone, City, State/Province,
Country, Browser, Operating System, Flash Version, Screen Resolution, Language, etc.

Visitors can click on the chat button on your website to request a chat with you. After a visitor
submits his chat request, the visitor's status changes from In site to Waiting for chat.

Select a Waiting-for-chat visitor and then click Accept or double click on this visitor to accept
his/her chat request, as shown in Figure 7-1.

f'-r. omm 00 Live Chat Yesitor Monitor - Site Ld 38010 4 Operator Lukas - Windows Internet Explorer

Web Panel | Status: | Online |+ || Logout

Srbe 1d: 36014 I.E‘urre ft Dperator; Lukad

C#mm 100 Dpen Source & Free Hosted Customer Service Software

s Accept | Refuse G tnvite @ J0in (S tor g Operstors  Preference @3 Melp  In Site: 3 Waiting for Chat: 1 Filber: | All Visitars | v
Status Ticket 1d Mame Operators Current Page
In site 7215150121

I Lindsay W e s w—
Pre chat 2 A5.180471

Click Accpt or double click on &
vigitor by accept the reguest

[T C

Current Page:

Rafarrer:

I- Havigation History Fre-chat Form Ticket
Wisiter Id: J Time Zone;  GMT-E
Lakest Name:  Lindsay City:  VANCOUVER

Latast Email: lindia i camml 00 com Stata/Pravincs BRITISH COLUMBIA
First Vit Tirmi: 20101206 23:15:10 CountryRagenn: CANADA
Wig® Tirmgs: BrOwEer: IE8D
Chat Times: 0 Operaking System:  WInNT
Ciperators: Flash Version: 10.1.85.3
Wisit Tirme: Z010-12-06 23115110 Scresn Resolubon: 1307823
es T2.1%1%0.121 Language: an-Us

Figure 7-1 Accept a Chat Request

A chat panel (shown in Figure 7-2) appears in Visitor Monitor once the chat session is successfully
initiated. You chat with your visitor in this chat panel.
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£ CommiOn Live Chat Vesitor Monitor - Site Td 368014 Operator Lukas - Windows Internet Dxplorer

Cﬁl nm 100 Web Panel | Ststus: | Online |+ || Logout
Open Source & Free Hosted Customer Service Software Site Td: 36014 | Current Operhtor: Lukas

G Accept igo Refuse @5 Invite B Join (3 Monitor 93 Operators f Preference @ Help In Site: 3 Waiting for Chat: 0 Filter: | All Visitars | =
Status Ticket 1d Fame Operators Current Page
Ln gotn 7245.150.121 i sl
Chatting Lindsay Lukias |, SRR .
Pra chat 72.15.150.1x1 B sl i
Ll L
Wiatar Mame: Lindesy Ticket [d; - Mawigation History Fre-chat Form Ticket
4 Transfer go Stop : File ¥ Message 5] URL .:u Hequest Yolce Vidtor 14 3 Tine Zone:  GHT-8
Latert Ermail: lany s vy e ] 000, Sy St Provings: BRITIZH C
Firgt Wisit Tirmg: 2010-13-06 23:15:10 Country/Region: CANADS
Chat Panel Wigit Times: 1 Browsen:  [E 8.0
Chat Times: 1 Operating Sysbermn:  WinNT
Operators:  Lukas Flash Version: 10.1.85.3

Wisit Tirme: 2010-12-06 23:1%5:10 Soreen Resolution: 1317TxBZ3
P 7215150121 Larguages: en-us
Current Page:
Raferrar:

Figure 7-2 Chat Panel

If you want to do follow-ups after the chat, you can click on the Ticket tab to manually attach the
transcript to a ticket, as shown in Figure 7-3.

Info Havigation History Pre-chat Form -

You can attach this chat to a ticket and then send follow ups in the Email Ticket portal.

(=) A new ticket,

I An existing ticket. Ticket Id:  =36014-T

Submit ] l Open Email Ticket Portal

Figure 7-3 Attacked to a ticket

If you want to stop the chat, click Stop in Chat Panel to end it, as shown in Figure 7-4.
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Wisitor Name: Lindsay Ticket Id:

%= Transfer | 3= Stop ﬁ File = Message 5| URL | Request Yoice

Please wait for g site operator to respond...
Operator Lukas has joined the chat.

Click to stop the chat

| Send

Figure 7-4 Stop a Chat

Step 8. Integrating with CommZ100 Email Ticket

You can integrate Comm2100 Live Chat with Comm2100 Email Ticket. With the help of Comm100
Email ticket, you can easily do follow-ups to chat transcripts and offline messages.

Click on Ticket Follow UP Settings in the Live Chat portal to enable these options. After that, your
offline message and chat transcripts will be automatically generated into new tickets. A sample
Ticket Follow UP Settings page is shown in Figure 8-1.

C@mm '00 Open Source & Free Hosted Customer Service Software
(BN ETM Email Ticket | Forum | Newsletter | Knowledge Base " Admin Partner

fax Dashboard
E, Visitor Monitor

Ticker Follow Up Setting

5 . Butamatically creste & ticket for & chat or an offline message and then operstors can go to Email
| Ticket Follow Up Setting Ticket portal to da the fallow ups

= Cade Plans

L Canned URLs Submit

¥ Canned Messages

s Report [T Automatically create a ticket when a chat request is accepted by operator.
Wisit & Chat Metrics ul
Operator Chat Metrics Automatically create a ticket when an offline message is submitted.
Transcripts with these two options salectad, a ticket will be created once an operator accapts the chak

request from & wisster or an offline message 15 successfully submitted. Then you can view and
manage the ticket on the Emall Ticket portal, This enables you to afficiently follow up on the
query by email and manage customer gueries from different communication channels at one
point,

[ Submit

Figure 8-1 Integrating with Email Ticket

Click on Tickets in the Email Ticket portal and you can manage all tickets in the Tickets page. A
sample Tickets page is shown in Figure 8-2.
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Change Passward | Lagout
Sike I1d: 36014 | Current Cperator: Lukas

c@mmroo Open Source & Free Hosted Customer Service Software

Live Chat

ﬂai hhlﬂlafd Tickets

Admin

Forum | Newsletter | Knowledge Base Partner

G An ermail ticket refers to the procass of managing customer issues and usually contains

Settings variows information on each customer, resolutions of common issues, and other such data.
Email Settings All your tickets are listed in this page. Tou can create a new ticket or view, edit, delete an
Email Templates existing bicket, And after clicking View, you can do more operations to this ticket such as
Canned Responses editing, deleting, adding notes or sending emails rou can also use Query or Quick Query to

Business Days search for certain ticket{s) and manage your queries.

Web to Email Ticket

E Advanced Settings Query: IAH Tickets -I | Manage Queries I. ._ﬂ&nk Dung_'.
Fields
Auto Update - 3
Auto Follow Up | New Ticket |
E""‘“ Follow Up Emalls Subject COMLACt status  Priority Assignee View Edit Delete
5 Sepurts Fram Chat 28 Limdsay Mo New Mormal  Lukas B x
Recycle Bin From Chat 14 Support@c New Hormal  Lukas 7 [ b4
Fram Chak 25 B.Mashhao New Moarmal Lukas |':H o
1d: —Go | From Chat 32 Ellen.Lea@:New Normal  Lukas 74— X
My 5 Recent Tickets WA/ F H Pagesize; [0 vI Current Page Ttems: 4 Total Ttems: 4
Fram Chat 28

Figure 8-2 Tickets

Note: After you select Automatically create a ticket when an offline message is submitted,
offline messages will be automatically received as new tickets and will not be sent to your Site
Email any more. You can go to your Email Ticket system to view and follow your tickets. Please
click here to learn more about CommZ100 Email Ticket.

This is the major process of getting started with CommZ100 Live Chat. For more about Comm100
Live Chat, please refer to: http://www.comm2100.com/livechat/

Contact Us and Get Help

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, you can either visit our Knowledge
Base to get a quick answer or post your feedback in our Forum at CommZ100 Live Chat support
forum.

Thanks for reading!

Copyright © 2010 Comm100. All Rights Reserved. | 11


http://www.comm100.com/emailticket/
http://www.comm100.com/livechat/
http://hosted.comm100.com/KnowledgeBase/Main/Category.aspx?SiteID=10000&ID=1
http://hosted.comm100.com/KnowledgeBase/Main/Category.aspx?SiteID=10000&ID=1
http://hosted.comm100.com/Forum/Comm100-Live-Chat-support-forum_f1.aspx?siteId=10000
http://hosted.comm100.com/Forum/Comm100-Live-Chat-support-forum_f1.aspx?siteId=10000

