1.

4.

How do | View Seeker Name with Chime?
Editing Text Resources and using System Variables

Access the Chime application — the link should look something like this:
“your_chime_URL/chime”

Once you are logged in, click on the “Queues” tab at the top of the page. Note: You must be an
administrator in Chime to access this page.

CH

E My Dashboard System Dashboard Queues | Admin Logs

Enabled Name Description Dispatcher

Pick the queue you want to edit, and click on the “Edit Queue” Icon.

CH E My Dashboard System Dashboard Queues Admin Logs Hello, vincent adams Log Out

Enabled Name Description Dispatcher Mode #Ag
@ Chime Contact Center chime contact_center Development 7 Cassie Regan @
@ [E=E)  Demo Support Demo Supports demo support Testing 3 Jamie Grogan F®
@ m Fastclaim Fastclaim queue Fastclaim Testing 1 vgtest5 user-y9 #F®
@ Helpdesk India Indian Helpdesk queue DispatchST Helpindia Testing 13 Cassie Regan Z®
@ Helpdesk North America Helpdesk for your everyda.. DispatchST HelphNA Testing 19 Cassie Regan F®

This will bring up a new window called “Queue Settings”. From the Queue Settings window, click
on the “Text Resources” tab.

Note: Text resources are the automated messages sent to seekers and agents. They are all
customizable.

Queue Settings

Basic People [ Text Resources | Routing Advanced

Load a Standard Text Resource: Default E| Apply
Seeker Text Seeker Resources
Agent Text Welcome Message (7

Thanks for contacting the helpdesk. Please tell us more about your issue and we will find

System Text someone to help!
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5. Now click on the “Agent Text” tab.

Queue Settings

Advanced

P people .

Default E| Apply

Resources

@

Incoming Request

There is an incoming request in the Queue. Their question is $5eekerquesti0n_ ‘\n Press y o

System Text

accept this request.
Standard Chat Connected @
Replies

6. Next, we will want to edit the “Incoming Request” text. This is the text that an agent sees when
a seeker comes in with a request. Click the edit button to change the Incoming Request

message.

Queue Settings

Basic People Routing Advanced

Load a Standard Text Resource: Default Apply
Seeker Text Agent Resources
Agent Text Incoming Request C’J
There is an incoming request in the Queue. Their question is $seekerguestion. \n Press y to
System Text i
’ accept this request.
Standard Chat Connected (2}
Replies

You are now connected.\nCustomer Question: $seekerqueslion

7. This will bring up the “Text Editor” window. This is where you will change the Incoming Request

message.
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Text Editor

System Variables ~

Basic Peo
Thanks for contacting the helpdesk. Please tell us more about your issue and we
Load a Stani will find someone to help!
Seeker Text
Agent Text @
System Text
Standard B
Replies

@
@

8. Next, since we want to be able to see the seeker’s name, we will add a “System Variable” to this
text. To do this, click on the System Variables menu.

9. Once you've clicked on the System Variables drop-down menu, you will see a long list of the
different variables available to use. If you want to see the full name of the seeker in this text
resource, choose “Full name of the seeker.” This will insert that variable into the text area. This
should look something like “$seekerfullname.”

Note: You can copy and paste the following paragraph into the text field:

There is an incoming request in the queue from
Sseekerfullname. Press 'y' to accept, or 'n' to decline.
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Text Editor

| system Variables ~ |

Basic Peop

Total number of W{ Variables supported by 8l Chime engine

Load a Stant Seeker position in queue

Count of available experts in the g
SEEKer [ext Unigue 1D of a chat session

Agent Text URI of the expert connected to i secker
Current date
S}'Sii‘m Text Current time
Display name of the experi@nnecied to the seeker
Standard
Replies Email address of the expg®¥ connected with the seeker

First name of the expe
Full name of the expe
Name of the queue
eue

Average wait time Yor seekers in the queue

Display name of the seeker
Full name of the seeker

First name of the seeker

Initial seeker question

Unigue |D of the seeker

\Wait time for this seeker

post-conversation survey url

transfer from

transfer to

Seeker's email address

Interview node

Chat history
Last status modified

This refers io the URL which will open Monitoring Panel in browser

This refers to the URL which will open Monitoring Panel — Dashboard URL

This variable holds the ticketing/information panel URL as defined in CRM configuration document

This refers to Conversation chat unid

10. If you have added the new system variable to the text resource, and are finished with any
changes, you may click “Preview Text” to see what your message will look like in a chat.

11. If you are done viewing the preview, or don’t want to, then click Save. If you are finished editing
text resources, click Save in the Queue Settings window, and then Close.
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12. Now that you have edited text resources to include a system variable, you can add more
system variables to other text resources, if desired, as well as test that the text resources
show up correctly in chats. Here’s what the text should look like in a Sametime chat:

@ chime contact_center [started: 2:20:56 PM] == || =] . -

Find a person or number o

chime contact_center ‘

2h =

chime contact_center
There is an incoming request in the queue from Tim Howlett. Press 'y to accept. or

n' to decline.
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