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2 Velaro End User Guide

1 Introduction

The Velaro Web Agent End User's Guide. This guide should be used by your team
members that are responsible for logging into the Velaro account.

This manual provides you with instructions on how to login and recieve chats with the
Velaro Web Agent on a daily basis.

This manual covers features of interest to agents of the Velaro Web Agent version 7.0
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1.2 System Requirements

The Velaro Web Agent a web based application. The Web Agent requires your site to be updated
to Velaro 7.0 containing the code pulled from our new Control Panel at cp.velaro.com.

1.3 Customer Support

Velaro customers receive unparalleled service and support. To receive support, you can visit the
Velaro web site at https//www.velaro.com. Select the Support options to participate in the Velaro
public forums, access the Velaro Knowledge Base, send us an e-malil, call us, read our Frequently
Asked Questions, or chat live with us now!

E-mail sales: sales@yvelaro.com

E-mail customer support: support@velaro.com
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Callus (9am - 8pm EST): 800.9VELARO (800-983-5276) option 1 for Sales, option 2 for
Support, option 3 for Billing

2 Getting Started

To begin using the Velaro Web Agent, open a web browser and navigate to the following web
address:

https://agent.velaro.conv/

21 LogginglIn

Select Login from the main menu and users will be presented with the Agent Login window:

velaro S Login [

| Columns | | g} Filter Visitors | L Use Filter Clear Filter | No Filter Set ( Refrazh
DHNS URL Length A Hame Agent Source By v Depa
Mo Visitors
Details Previous Chats Previous Surveys Visttor Path
| Login b4
Login Mame: Enter Your Login Mame I
Password:
= i -
=4 Login O Cancel
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Login name - Enter agent's user name (either created by the user or assigned by the
administrator)*

Password - Enter your password*
*Both user names and passwords are case sensitive

Login - After filling out the necessary information in the Login Name, Password, and Server
address fields, click this button to log into the Velaro service.

Cancel - Click this option to cancel the login process and close this window.

3 Monitoring Visitors

The main application window provides real-time insight into your current website traffic. By
providing your agents with this information they can see where the visitors are coming from, what
page they are currently on, do things such as proactively invite visitors to chat, and much more. By

default, your visitor monitoring screen looks like this:

velaro

7| Columns | (15} Fiter Visiters | L Use Filter Glear Fiter | Mo Filter Sat (© Refresh

DNS URL Length & Name Agent Source Referred By Keywords Department

74-93-220-38-was http://a.velaro.cor 00:00:31 5651

74-93-220-38-was hitp://a.velaro.cor 00:03:36

eceelo

ausisaw2k3pc1ll- file:///C:/Documer 00:42:51
tan7.ncr.com (192 http://nerdirect-te: 01:50:29

tan7.ncr.com (192 hitps//nerdirect-te: 03:08:17
- | £ Online Agents -

& Visitors £y Blocked Visitors ~

(+ Premades -

Site: Rob's test site (7825)

74-83.220-35 washingtonde i comcastbusiness et (74.03.220.38)
E Comeast Businass Communications Sourse
e pwores:

Location Elkridge. MD 21075 (410 Refersl URL:
Country: United States

* | Extra Information

mytext 245

whatisyourquestion:: Wno is number one.

The visitor monitoring screen consists of 3 main areas:

Menus and Toolbars - At the top of the application you have access to the menus and toolbars that
provide navigational access to all of Velaro's features and capabilities. Depending on your focus, the
buttons available on the toolbar will change to match your current context.
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Current Visitors - The list of all visitors that are on your website. This list is highly customizable
and simple to manage. By selecting an individual visitor within the list, you have access to a wide
range of additional information.

Information Tabs - All the other tabs displayed in the window derive their content from the
currently selected visitor. As with the Current Visitors list, you have many customization options that
let you define your preferred layout and display of all this additional information.

3.1 Customizing the Layout
Grouping

The Velaro Web Agent provides a wide variety of information. Any column within the Visitor tab
can be selected and placed in the section below the Visitor tab labeled "Drag a column header
here to group by that column'. Once a column is added to this section, all visitors will be
grouped together. There is no limit to the number of columns that can be grouped together. By
dragging multiple columns to the grouping section, visitors can be viewed in any hierarchical
organization. Below is an example of visitors grouped by the Department column:

velaro il Avaiable v | [ Logout I 27 Control Pansl

| Columns | |7 Filter Visitors L+ Use Fitter Clear Fiter | Mo Filter Set @ Refresh

Department A

DNS URL Length A Name Agent Source Referred By | Keywords
Department: (Count=4)
= Department: support (Count=2)
74-93-220-3 http://a.velz 00:09:39 barry
74-93-220-3 http://a.vela 00:12:38 y
il € _ | £\ Online Agents -
6 Visitors £ Blocked Visitors -
Details || Previous Chats || Previous Surveys | Visitor Path
Sorting

Visitors displayed within the the application may be sorted in ascending or descending order. To
sort visitors, simply click on any column header. Clicking a column the first time will organize
visitors in ascending order, clicking on the same column a second time will re-sort the visitor
display in descending order.

Filtering
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For websites that receive lots of daily traffic or if a specific visitor needs to be found the Web
Agent provide the ability to create realtime filters to display only those visitors in which the agent is
interested in viewing. To activate a filter, simply select the Filter Visitors button to the right of the
column selection. The following options will be presented:

Group By
= 74-03-2 htt support | @ -
= (Blanks) =

tan7.nc htt (Non blanks) a
= tan7.nc htty file:///C:/Documents and & e
E ausisaw filez/ http:/fa.velaro.com/tast/t ‘
E 24-03-7 htt http:f/a.velaro.com/test/t c

http:f/ncrdirect-testrp.ner

EREEEELE ..o cocovc F----

[ . - e | - | T |

Custom filters can be created by selecting the Filter Visitors button.

Filter Builder

And ©
Equals <empty> &

DNS
JRL
Length
Mame
= Visi Agent
Source
|4 Referred By
Referred By
ic.hfc.com Site: Rob's test zite (79
Keywords Source:
Jications .
Department Keywords:
Referral URL:

Selecting columns
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All columns do not need to be displayed in the visitor list. To customize the view simply click on
the Columns button to view the customization menu. Here you will be able to add or remove

columns from the Visitor Tab.
| Columns § i} Fitter Visitors L= Use Filter Clear Fiter | No Filter Set @ Refresh
Salect Columns
Length A Name Agent Source Departme Referred I | Keywords
CRM Record Type:
Ja.ve 00:15:50 5651 € i
L Ja.ve 00:15:56 barry support
Length (sec) fa.ve 00:18:55 support & )
e =/cy/pe 00:58:10 &
fnecrd 02:05:49 — -
wind
This displays the list of columns.

To Add columns to the visitor list, select on the column name and drag it to the area in the visitor
list where you want it to be displayed, this adds the column to the visitor list.

To remove a column from the visitor list, click on the column heading and drag it to the
customization box. This removes the column from the visitor list and adds it to the customization
box.

Removed columns can be added back to the visitor list. To add removed items back click on the
column name in the customization box and drag it to the visitor list to add it back.

3.2 The Visitor List

The Visitor list offers a quick overview of all the visitors who are visiting the site as well as those
who have initiated a chat. This window will display the visitor status, DNS, company name, the
browser which the visitor is using, the URL they were referred from, the length of time the visitor
has been on your site, the number of chat requests made by the visitor, the visitor name, the agent
who assisted the visitor, the source they were referred from and keywords that the visitor entered
n his request.
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|| columns | |4 Fiter Visitors | L Use Fiter - Clear Fiter | No Fiter Set @ Refresh

Group B
v | DNS URL Length Name Agent Source Department Referred By Keywords
74-93-220-38-washingtondc.hfc.comcastbu: http:/fa.velaro.com/test/pagel.asp?Siteld=7C 00:26:22 support (] -
tan7.ner.com (192.127.94.7) http://nerdirect-testrp.ner.com/ProductList/Ce 03:31:02 >
tan7.ner.com (192.127.94.7) http://nerdirect-testrp.ner.com/UK/NCROnline 02:13:15 >
ausisaw2k3pclii-dmz.aus.amer.del.com (1: file:///C:/Documents and Settings/meenakshi_ 01:05:37 (7
.7
74-93-220-38-washingtondc.hfc.comcastbu. http://a.velaro.com/test/pagel.asp?Siteld=7¢ 00:23:22 barry support =
6 Visitors
Details || john test || Previous Chats Previous Surveys || Visitor Path
43t Demographics (&) Referred By
74-93-220-38-washingtondc.hfc.comcastbusiness.net (74.93.220.38) Site: Rob's test site (7925)
Keywords
Location: Elkridge, MD 21075 (410} Referral URL
Country: United States
ISP -unknown-
Hame: 5651

2- Extra Information
E-mail test

tvshow: Fringe

If an agent clicks on a visitor they can request a chat, join an ongoing chat, accept a chat, reject a
chat or block a visitor by selecting the column on the far left with the down arrow option.

If any of these options are grayed out, it is because that action may have already been performed.
For example, if a visitor is already chatting with an agent, the only options available would be join
the chat or to block visitor. Similarly, the accept chat option is enabled only when a visitor has
requested a chat and is waiting for an agent to respond.

|| cowmns | g Fiter Visitors | [+ Use Filter <~ Clear Fiter | No Fiter Set @ Refresh

Group B
I v | DS URL Length Name Agent Source Department Referred By Keywords
74-93-220-38-washingtondc.hfc.comcastbu http://a.velaro.comftest/pagel.asp?Siteld=7¢ 00:28:22 support @ i
tan7.ncr.com (192.127.94.7) http:f/ncrdirect-testrp.ner.com/ProductList/Cc 03:33:02 =
tan7.ncr.com (192.127.94.7) http:f/ncrdirect-testrp.ner.com/UK/NCROnline 02:15:15 =
ausisaw2k3pcl11-dme.aus.amer.del.com (1. file:///C:/Documents and Settings/meenakshi_ 01:07:37 U
% Request Chat .2
hingtondc.hfc.comecastbu. http://a.velaro.com/test/pagel.asp?Siteld=7¢ 00:25:22 barry support =
€2 Reguest Cobrowse
& Accept Chat
L2 Accept Click-To-call
O Reject Chat -
19 Biock
Py e

To Access the Visitor Options:
1. Select the visitor by clicking on the visitor's details row in the table.
2. Click on down arrow on the far left column of the Visitor Details in the Visitor List.
3. Select action from the Visitor Menu.

Column Descriptions:
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N —

NonsEWw

8.
9.

10.
11.

12.

The first column is the previously descriped Visitor options drop down.

The second column will display the visitor's status with an icon to signify whether the visitor
is browsing the site, initiated a chat request, whether the agent initiated a chat request, if
they are currently involved in a chat or whether their chat request was missed. Hover over
the icon to see the visitors status. The visitor list can be sorted by status.

The DNS column displays the visitor's ip address and the DNS details

The Browser displays an icon to signify which browser the visitor is using

The URL displays the URL of'the page of the website that the visitor is currently browsing
The Length column displays the amount of time the visitor spent on the website

The Visitor column displays the Visitor's name. This is provided by the visitor when he or
she mitiates a chat

The Agent column displays the name of the agent who is chatting with the visitor

The Source column displays the source of the chat

The Referred by displays the URL from which the visitor was referred to the website

The Keywords displays keywords that the visitor entered which referred him/her to the
website

The Department displays the visitors current department according to the visitor
monitoring script

3.3 Visitor Summaries

Visitor summaries can be viewed through the General tab of the Velaro Web Agent. Select any
visitor name to view more information about them:
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velaro =T

| Columns | [ Fitter Visitors | s Use Filtler < Clear Fiter | No Filter Set @ Refresh

DNS URL Length & Name Agent Source Referred By Keywords Department
173-161-221-5-Ph https://login.velar: 00:05:08 @ Control Panel -
165-88-111-99.pe hitp://www.velaro 00:09:48 = Sales i|
| 65-121-228-201.d https://legin.velar 00:10:25 Selected Visitor @ nhttps:j/login.velan Control Panel
| e I
74-93-220-38-Wa: http://www.velaro 00:12:58 test Eric,Derrick H,Pau = Sales
webmail.northwire hitps://login.velar 00:17:00 Amy Brain = https:/{login.velan Control Panel
136.166.250.100 = https:/flogin.velars 00:21:30 [ https://login.velan Control Panel
rtr.usxpress.com [ hitps:/flogin.velar 00:21:48 = Control Panel
45 Visitors

Details Previous Chats Previous Surveys Visitor Path

4% Demographics &) Referred By

(182.103.216.220) Sita: Velara Mester Azcount (1)

-unknown- Souree:
= Google
Laeation: Jersey City. NJ (201) Keywords: velsro
Country United States Referal URL: hitp:iferwwr google.com/sesrch?hi=endsource=hoSio=vel.
3P _unknown- New visitor today: fes

Retuming visitor (before todayl: Mo

Mama: -unknown-
E-mail: -unknawn-

= ° Extra Information

=-bluecoat-via: 32FTIFEE447TEEGA

Sections Summary:

1. Demographics: Displays the visitor's IP address, city, and country they are browsing
from. This section will also contain the internet service provider, the visitor's name and e-
mail adress (if known from a previous or recent chat).

2. Referred By: Displays the source from which the visitor was referred to the website, the
keywords which referred him and the referral URL.

3. Extra Information: Displays any extra information available about the visitor. This could
be a username, a forwarded ip status or a fax number or any other custom information
your organization wishes agents to view.

34 Previous Chats

After a visitor is selected, an agent may click on the the Previous Chats tab. This tab provides the
transcripts of all previous chats originating from that particular DNS for easy reference. Chats
viewed her could possibly be with different visitors but belonging to the same company, and/or
originating from the same DNS.The chat transcripts include the date and timestamps, the names of
the agents and the visitors who participated in the chat.

Note: When there are no previous chats the window will display "No Previous Chats"
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6 Visitors

Details john test Previous Chats Previous Surveys Visitor Path

@ Refresh Chat Transcript

[ S—
S November 1, 2011 | |Start Time: 10:11 am Visitor: J.n.Jhn Doe

|=| SRR ==
10:31 am jim helps John Doe (. _
ime From ext

& October 27, 2011 10:31:24 am Notice Referred By: -
3:35 pm Rob helps 5195 10:31:24 am Notice MyText: 345

10:31:24 am Notice Whatisyourguestion: Who is number one
= October 25, 2011

10:31:24 am Notice AgentMame: Brieana Drew
9:55 am Rob helps holler at me el

10:31:25 am Notice mytext: 345
9:47 am Rob helps barry

10:31:25 am Notice whatisyourguestion:: Who is number one
= October 20, 2011 10:31:25 am Notice Room ID: 185dd6c0-0351-49¢5-9501-8dd6 fB4eaT@0 e
5:02 pm Rob helps csc 10:31:25 am rob your ticket is 8943938
5:02 pm Rob helps csc 10:31:25 am rob Helio, John Doe. Can | help you with anything today?
5:01 pm Rob helps Guest 10:32:13 am MNotice jim joined session. b
4:56 pm Rob helps test Notice rob exited session.
12:52 pm host1 helps Justin Time jim Hello

Previous Chats Details:
e Allchats are organized by day and time

e The Chat Transcript provides more details about the chat like the start time, end time and
length of chat.
e Chat summary can be viewed by clicking on the + sign or double clicking on it.

3.5 Previous Surveys

All previous visitor surveys can be viewed through the Web Agent. All survey types will be listed
here including: post chat, pre chat, and any other custom survey created within the Control Panel. All
survey information will be grouped and displayed based on a visitor's DNS. This information is great
to reference while chatting with a visitor. Select any survey from the left preview pane and the

survey transcript will be displayed in the center pane.
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3.6

velaro

il ~ovailable b I;l_ Logout | j Control Panel &) Help

._'] Columns ._;, Filter Visitors | L= Use Filtter < - Clear Filter | No Filter Set (‘9 Refresh
Group By
‘ V‘DIIS ‘URJ_ ‘Length ‘Name ‘Agent ‘Snuroe ‘
o T SET eI Ty recprap TG e T e ey s
|| tan7.ncr.com (192.127.94.7) http://nerdirect-testrp.ncr.comy UK/ 03:11:33
| ausisaw2k3pcil1-dme.aus.amer.dell.com (1. file:///C:/Documents and Settings/meenakshi_ 02:03:55
74-93-220-38-washingtondc.hfc.comecastbu, hitp://a.velaro.com/test/pagel.asp?Siteld=7¢ 01:21:34

DT Selected Visitor
Details Previous Chats Previous Surveys Visitor Path
= May £/, 2011
Survey' itted on I lay, May 09, 2011 10:18:36 AM
10:13 am Postchat Survey
) P ;
1041 am Postchat Survey Question Answer Required
B AgentName dummy falze
= May 26, 2011 |il| .
il ] visitor_name posdt chat false
11:00 am Postchat Survey question tasvpfo false
10:52 am Postchat Survey answer thiz is the post chat survey falze
= May 9, 2011
10:18 am

Postchat Survey

= March 14, 2011
9:31 am Test Survey

9:16 am Test Survey
@ February 17, 2011

4:1% pm Postchat Survey

I S T

All Previous Surveys

44 o

Survey Details

Website URL Navigation

When selecting the Visitor Path tab details about the visitor's browsing activity on your website
will be displayed. This section provides a list of all of the pages of your website which the visitor
has navigated to during this browsing session and in the past. You will also be able to view how
much time was spent on each individual page, as well as which page they are still on. Each URL is
displayed so agents can easily select a page for quick reference during the chat. To refresh the
visitor's browsing path simply select the Refresh option located in the lower left corner of the

page.
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velaro e X

|7 | Golumns. | |\ Filter Visitors L= Use Filter Clear Fiter | Mo Filter Sst (' Refrash

DNS URL Length & Name Agent Source Referred By Keywords Department
£5.255.37.195 http:/fwww.velaro 00:00:37 Google @ http:/fwww.googl software for online Sales -
199.43.48.131 http:/fwww.velaro 00:00:50 = Sales |i|
bouvier.msb.priv { https:/flogin.velar 00:00:53 Selected Visitor = Contral Panel
d |

cpci-ches3-0-D-cu https://login.velar 00:03:12 — | https://login.velar, Control Panel
74-93-220-38-Was http:/fwww.velaro 00:05:21 - Sales
pool-173-67-5-74.) http:/fwww.velarc 00:08:08 G Sales
domain.not.configr http:/fwww.velaro 00:10:32 jamal Google @ hitp:/fwww.googl livefluence Sales
53 Visitors

Details Previgus Chats Previous Surveys I Visitor Path I

@ Refresh
Since url
11/1/2011 7:16 am hitps:/ilogin.velaro.com/Default. aspx?tabid=54

2 11/1/2011 7:16 am hitps: in.velsro.com/Defaut. x?tabid=147-id=501 .

Select any link to open the
2 11/1/2011 7216 am hitps:/ilogin.velsro.com/” f-2b76-4cc1-a53b-2bG7a02188c Webpagey p
4 11172011 T-16 am hitps-filogin velaro com/Defautt aspx?tabid=147-id=601
Columns:

1. When: Displays the time at which the visitor started browsing the page
2. Time on Page: Displays the total time that the visitor spent on the page.
3. Page: Displays the URL of'the page.

3.7 Shadowing Chats

Other agents such as supervisors can shadow a chat using the chat tab that will only appear when a
chat is in progress on the right side of the Web Agent under Active Chats. The agent who is
shadowing can join the chat at anytime by clicking on the Join Chat button. The agent who is
shadowing can only exchange messages with the agent who is chatting, the visitor will not be able
to see these messages. The shadow chat also provides a access to pre-made messages as well as
other chat features.

© 2012 Velaro
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velaro

|=| columns | [ Fiter Visitors | L Use Filter <~ Clear Fiter Mo Filter Set @ Refresh

il 2 Unavailable v | [H Logout (I L Control Panel

rab your ticket is 8945854
rab Hello, Larry. Can | help you with anything today?

Viewing Other Agents

Gri B
v | Dns URL Length Name Agent Source
S TSy YT S oA ATV SIS0 T G SR S e
tan7.ncr.com (192.127.94.7) http://nerdirect-testrp.ner.com/UK/ 03:29:09
ausisaw2k3pcl1l-dmz.aus.amer.del.com (1: file:///C:/Documents and Settings/meenakshi_ 02:21:31
74-83-220-38-washingtondc.hfc.comeastbu: http://a.velaro.com/test/pagel.asp?Siteld=7¢ 01:39:11 5651
| |
6 Visitors
Details || Previous Chats | Previous Surveys || Visitor Path | Chat
Chatting With Lars.znd’n 2l & - B BB | g - %
Time From Text
A1/01411 11:34:28 AM  Notice Larry opened session with rob
Notice Referred By
Notice MyText: 345
Notice Whatisyourguestion: Who is number one
Notice Agenthame: Brisana Drew
Notice mytext: 345
Notice whatisyourquestio is number one
Notice Room ID: 9835 -3a9b-024ddd04c30b

Send b

C Active Chats

) Larry

£, online Agents
£ Blocked Visitors

[/ Premades

n

The Web Agent provides agents with the ability to view and chat with other agents. This feature is
useful when a chat needs to be transferred to another agent when a question is unable to be
answered or perhaps needs to be escalated. This option also allows you to have a private chat

with another agent by double clicking on their name.

To view other agents:

1. Click on the Agents tab of your Velaro Web Agent.

2. A pop up window is displayed with a list of agents who are logged in at that time and their

availability to accept chats.
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Toals
Rob Seeley v | [H Logout 4" Options. L Coni anel el

) Active Chats -

= | [ Fimervisitors | L Use Filter </ Clear Fitter | No Filter Set & Rafrasn

£ Online Agents
= (@ velaro Master Account (9)
@ Derrick H *
B riex
There are no visitors are currently online 2 or
a-
B Eric
& Reb
B Eric
& Faul

& Rob Seeley *

A DNS URL Length Name Agent Source Referred By Keywords Department

3y Blocked Visitors -
(> Premades -

s Salesforce -
{» Demographics (&) Referred By

Record <h

(200.5.242 26 Site: Velaro Mastar Account (1} iicraste v (@view ‘) Campsign
'ﬂ Frotus F Solutons Source:
Heywards:
Loestion Referrsl URL:
Couniry:
5P
Plam: 2° Extra Information
Email

company:  MyFax - Protus (1336)

semsme: Driccil

An agent's availability can also be viewed from the Agents window. When an agent is unavailable
to chat, a red circle is displayed next to the icon before the agent's name.

5 Setting Agent Availability

An agent's available to receive chats can be changed directly from the Web Agent. This change
can be made using the Status drop down box. Ifa status is set to available, the agent is logged in

an will receive chats. Ifa status is set to unavailable the agent is logged in but will not receive any
new chats.

velaro Y |

4 Available
=] Columns | | Fitter Visitors | L» Use Fiter .~ Clear Fitter | No Fitter Set £ Unavailable

Group B
v | DNS URL Length Name Agent Source
T e T e T ] T T S B TS T S R S T T
tan7.ncr.com (192.127.94.7) http://ncrdirect-testrp.ner.comy UK/ 03:31:12
ausisaw2k3pclll-dmez.aus.amer.dell.com (1. file:///C:/Documents and Settings/meenakshi_ 02:23:34
74-93-220-38-washingtondc.hfc.comecastbu. http://a.velaro.com/test/pagel.asp?SiteId=7¢C 01:41:14 5651
=)

6 Visitors

6 Conducting Chats

Using the Visitor Menu you can Request a chat with a visitor browsing the site, accept a chat if the

© 2012 Velaro
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visitor's status is displayed as waiting, accept Click to Call if the visitor has requested a click to
call, reject a chat or Block a Visitor.

Note: Only the options that are available to you are displayed and accessible in the visitors
menu, all the other options will be grayed out. For example, if a visitor is already chatting
with an agent, the only option available to you is to Block Visitor. Similarly, the Accept
Chat option is enabled only when a visitor has requested a chat and is waiting for an agent
to respond.

To access the visitors menu first locate the [l icon on the very left of the visitor and click the drop
down arrow, all options will then be visible.

I velaro EITRLYY Avaiable v | @ Logout | £ Control Panel

= Columns | [} Filter Visitors | ., Use Fiter - Clear Fiter | No Fiter Set| @ Refresh

DlIS URL Length Hame Agent A Source Referred By Keywords Department

% Request Chat
“3 Request Cobrowse

@ Accept Chat

[ Accept Click-To-Cal
O Reject Chat

@ Block

1 Visitor

Options Menu:

Request Chat: Use this option to request a proactive chat with a visitor who has been browsing
the website for some time. When you request a chat , the premade messages window will pop up
asking which premade message you would like to use to invite the visitor to chat. Select Premade
message and double click on it to initiate a chat with a user. This pops up a chat request on the
website for the visitor.

Request Cobrowse: Use this option to request a cobrowsing session with a visitor.
Accept Chat: Use this to accept a chat request only if the visitor has initiated a Chat request

Accept Click-to-Call:If a visitor has nitiated a Click to Call request, Click on this Icon to accept
the Click to call.

Reject Chat: Use this option to Reject a chat request. This feature is useful when there are
duplicate or fake chat requests

Block: The Block Visitor option allows you to block chat requests from unwanted or problematic
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visitors.

6.1 Viewing and Sending Text

Once you accept a chat request from a visitor, a new active chat populates on the right hand side
of the web client in the tools bar. Also a chat tab will be available below the visitor list.

velaro A [SETY ~ | i Losout n Optans | Convotpanes & mpl Tooks

© Active Chats

] ot | (3 FRer Vistors | < Use Fer ) CiarFer | NoFtr Set. @ Refresh

ons URL Length 4[| | Name Agent Source Referred By Keywords Department

2visitors.

This chat tab allows you to send as well as view messages from the visitor. The top half of the
window will display visitor messages, system messages, and your own messages. The lower part
of'the window is where you can type in your responses to the visitor's questions.

9 | [a- | ¥

Prechat Survey Information passed
to the agent.

Hello, Stanley. Can | help you with anything today?

| e New text field. Sond b

6.2 Using Premade Messages

Premade messages eliminate repetitive typing of commonly used phrases and FAQs used in chats
with visitors. There are two types of premade messages within Velaro (depending upon account
license purchased) shared and personal. Personal premade messages are messages that agents
create for themselves, no other agents will have access to other agents personal premade
messages. Shared premade messages are created by an administrator and are available to all
agents. Premade messages can be accessed and used within chats by first navigating to the
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Premade Messages tab above the visitor information.

{® Refresh é}ﬂ&vert Layout EAdvanu:ed Fitte§ @ Premade Messages

DNS URL Length Wisitor

A window will open containing all of the premade messages that the user can access and to insert a
premade message into a chat, select the category and then double click the individual message.

velaro = C

0 Active Chats -

@ Refresh | ) Revert Layout [E] Advanced Fiter &/ Premade Messages

D eric test (Eric W.)

DNS URL Length Visitor Agent Source Referred By Keywords Department
65-121-228-201 dia. https:licp. 01:21:38 e https:iicp. velare.com/ Control Panel |~
13616616523 https:/fiog.. 00:08:13 2 https:iflogin velaro.c. Dept #335
65-121-228-201 dia.... httpifiww... 10:26:43 e Sales
641911164 nwnu... hitpiliww... 1026:48 @/ Premades %
167.77.011 hitps:/log... 00:36:42 Global | Department | Personal
62.169.199.74 hitps:/iog... 1 04:58:43 Site: | Velaro Waster Account ~
tan7.ner.com htips:iicp... 00:12:43 Secure? (SSL / secure chat)
207.114.59.77 https:iicp.. 09:54:15 test

2 . es @ Test (1 Item)
79.145.40.133 https:lfiog 00:07:30

S Contact Info for Velaro (5 Ttems)

Q 6517453133 hitps:ifiog... 00:21:52 Richard Hipp S i
196.34.141.206 htpsiicp...  08:40:23 EWAL addresses
stalic-184-80-195-1...  hitp:fiww... 10:28:49 0B Openings. E
20422520815 hitps:/iog..  00:52:21 Sl NI L4

SALES phone o
200.23.29.77 hitp:ffww ... 10:28:44

Preview of GENERAL phone:

Al 136.186.251.100 hittpifivew.. - 02:44:11 You can reach Velaro by caling toll free in the USA at: 1-800-8VELARO (1-800-383-5276), or from other locations by 4 Online Agents 2

caling us at: 443.320.0340, - =
6 Visitor(s) - 1 Chat(s) Sy Blocked Visitors

Details || Previous Chats || Previous Surveys || Visitor Path || Chat

Chatting With eric test | Exit Chat | Send To: Everyone ~ | £ Transfer Chat
Time From Text ‘
014712 03:58:32 AW Notice Vistor information: 74.93.220.37
01/17M2 08:58:32 AM  Nofice Browser: Mozilla/S.0 (Windows NT 6.1; rv:9.0.1) Gecko/20100101 Firefox/9.0.1
014712 03:58:32 AW Notice Chat for site: Velaro Master Account
011712 08:58:32 AM  Notice Department: Sales
01/17/12 08:58:32 AM  Nofice E-mail address: asd
D1A7M2 08:58:32 AW Notice eric test opened session with Eric W,
01/17M2 08:58:32 AM  Nofice Referred By: http:/iwww velare. comi
014712 03:58:32 AW Notice Room D: bES0b317-a1be-4da1-bb04-d5Bcch4297d0
011712 08:58:32 AM  Notice “Your name:: eric test
014712 08:58:32 AW Notice E-mail address:: asd
D1A7M2 08:58:32 AW Notice What is your question:: asd
01/17M2 08:58:32 AM  Nofice Select Language:: en
O1A7H2 08:58:32 AW Eric W. Your ticket number for this chat is 10340480, Please record this number for future reference.
0161712 08:58:32 AM  Eric W. Hello, eric test. | am reviewing your guestion one moment please.

[You"can reach Vekro by caling tol free i the USA at: 1-800-0VELARD (1-800-983-5276), or from other locations by caling us at:_443.320.0340. |

Send b

Sending Notes and Private Text

The chat window also allows agents to exchange messages with managers and other agents.
1. From the Send To box, select who will be able to view the text (Everyone or Agents Only)
2. Type in the private message in the response window
3. Select the Send button to send
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4. The message will only be displayed for the category selected in the Send To field

Detais || Previous Chats || Previous Surveys

Chatting With Staniey | ] Exit Chat [Send To: Everyo
0111 04:11:46 PH
01711 04:11:16 PA
0111 04:11:16 PU

MO 04:1:47 P
MM 04:11:17 P
MM 04:11:17 P
01 04:11:17 P
01 04:11:17 P
0111 08

o
1om

Hello, Stanley. Can | help you with anything today?

6.4 Sending Files

Files can be sent to customer from the chat window using the Send a File button. This feature is
great to send any type of document to a potential customer including manuals, troubleshooting
guides, and pamphlets.

To send a file first click the '“#™ icon which allow you to browse for the file you wish to upload.

Details Google Previous Chats Previous Surveys Visitor Path Chat

Chatting With eric test| {8 Exit Chat | Send To{ Everyone v || B Transferchat- D~ (= | B0+ [|lgh || (g~ | Ba

Time From Text Browse...| |Upload

Once the file has been selected, click the upload button to send the file to the visitor within the
chat.

6.5 E-mailing Transcripts

Chat transcripts can be emailed to anyone directly from the chat window.

L. Click on the =27 icon.
2. In Email to: Type in the email id to which you want to send the transcript.
3. Select the Send button to send the transcript

Chatting With Eric Test| {]Exit Chat | Send To: Everyone ~ || 4B Transfer Chat~ ofi~ I_E.']Il:"ll P | [~ | e
Time From Text I Email: QSend“
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6.6 Pushing a Web Page

A webpage can be pushed to any visitor from within the chat window. To push a web page:

L. Click on the L= icon.
2. Enter the URL to push to the visitor (ex: www.velaro.com)
3. Select Push

Details Google Previous Chats Previous Surveys Visitor Path Chat
Chatting With Eric Test| {8 Exit Chat | Send To: Everyone ~ || B Transferchat- D~ (= | B | [y~ [aiz] B
Time From Text Enter URL to push Pushl

On the visitor's end, if pop-up blockers are disabled the webpage will immediately open in a new
window outside of the chat window. Below is an example of how the webpage displays within the
chat window from the visitor's perspective:

6.7 Transferring Chats

Chats can be transferred from one agent to another through the chat window. For example, if a
support agent is chatting with a visitor and determines they need to speak to someone in the billing
department they may choose the option to transfer and then to their billing department. Chats can
also be transferred to specific agents.

To Transfer a Chat;

L. Click on the & icon.

2. This opens a list of Agents, Departments or Tiers that chats can be transferred to

3. Select agent, department, or tier to transfer chat to

4. The system displays a message that the chat was successfully transferred. Your chat
window disappears as it is transferred to another agent.
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Details Google Previous Chats Previous Surveys Visitar Path Chat
Chatting With Eric Test| {8 Exit Chat | Send To| Everyone v | |2 Transfer Chat~ | 0~ ) | E=IF | (o= | (2= | B
Time From Text Agents F | Hugo

Departments k| Jon

Tiers Bl D

Rob
Eric

Justin 5

6.8 CRM Integration

Velaro Integrates with several CRM systems including Sugar CRM, Netsuite, ZenDesk, and
Salesforce

Each CRM integration requires its own setup by the Administrator within the Velaro Control
Panel. Below are links to our popular CRM integration guides:

Salesforce Integration Guide

Zendesk Integration Guide

Netsuite Integration Guide

SugarCRM Integration Guide

Once the integration has been completed, agent's will be able to search, select, and create records
within these CRM systems directly from the Web Agent.

The following image below displays the chat window including a CRM integration:
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http://community.velaro.com/velaro/topics/how_do_i_integrate_with_netsuite
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Record Search

SiCreate x| () view |[T] Archive Chat

T+ Contact
Lead

Support Case

To create a record within the CRM tool:

Click on the | = ===~
depending on your CRM Settings

icon. This will allow you to create a new case, account, contact, or lead

Agents will then be directed to fill in the appropriate information and click Create Record.
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= CRM

Record Search

iCreate ~ (@@view |[C] Archive Chat
Create Lead

Fields marked with an asterisk (*) are
reguirad.

Lead First Mame™

title
Category

Individual El
status

LEAD-New [=]
Sales Rap

WilLiS [=]
Last Name®

m

6.9 Desktop and File Collaboration

The web client allows agents to start a remote desktop session from the chat window. By starting a

remote desktop session this allows the agent to connect to the visitors's computer to view

mnformation and webpages. This feature can be extremely helpful when explaining features and

23

functions of a webpage. Remote desktop sharing does need to be approved by the visitor and can

also be ended by them at any time during the session.

**Note that the remote desktop feature is enabled at the subscription level of your
account **

To start a Remote Desktop session click on the £4 jcon above the chat text. This will launch a new

window for the agent and on the visitor's end they will get a message to "click here to accept"
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7

Details || Google || Previous

Chatting With eric test ﬁ]fxn Chat  Send To: Everyone

ime

From

11402411 11:40:08 AM  Notice
11/02/11 11:40:08 AM  Notice

11/02/11 11:40:08 AM  Notice

11/02/11 11:40:08 AM  Notice

11402/11 11:40:08 AM  Eric.

11/02/11 11:40:08 AM  Eric.

11402111 11.45

45 AM  Notice

11/02/11 11.4912 AM  Notice

[Enter som

Chats Previous Surveys Visitor Path Chat

~ || & Transferchat- D+ (2 Edv | (g q>'

Text

Your name:: eric test 0
E-mall address: dant pick up

What is your question:: asda

Select Language:: en

“four chat ticket number is: 89683059,

Please record this number for future reference.

Hello, eric test. Please allow me one moment while | review your question =
The visitor's connection to this chat has been lost. In most cases this means they closed their browser window and won't be back. However, you may want wait up to 80 seconds to see if the
connection is stablished

Eric has requested a web :cnfersnce =

Send b

Once the session is started you will be able to see the visitor has joined, change screen sharing

options, and sign out of the session itself

&

Publish =

=

Sharing

w @ B B

Poling | Previous = MNext = Pointer

s % 0[F 2

Highlighter = Record = Audio =§ | Sign Out Hel

Managing Alerts

Participants

=
a2

Participants

Invite... | Hide List | Sort List

& & Al Participants
* eric

* test

§ o

Whenever a visitor initiates a chat a visual alert is displayed and a sound is played based on the
Alerts that an agent has configured (see Configuring the Web Agent > Sound Settings).

Ifthe queuing feature is enabled, the following alert will display for chats:

Chat Reguest

&7 Support: eric

Managing Alerts:
Click on Accept Chat to accept the chat.

Click on Reject Chat to reject the chat.

Click on Ignore Chat to ignore chat.

Click on Info to view the visitor's Prechat Survey. (see below)

1.

2.
3.
4

00:00:21 Accept Reject Ignore Info
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Info for Eric ®
CQuestion Answer

Your name: Eric

E-mail address: testi@test.com

VWhat iz vour guestion: How do | chat?

Select Language: en

8 Conducting Click-to-Call

The Click-to-Call feature allows the visitor to leave a number for an agent to call back
immediately. It is similar to a chat request but using this feature the visitor selects the click to call
button to initiate the request and then enters a number where he/she can be reached.

Click To Call Request *

4 Eric 0 Accept Ignore Info

The agent who is handling the least number of chat requests or has no requests gets the alert for the
click to call request from the visitor. The alert has the 3 following options:

1. Click Accept to accept the click to call request.
2. Click Ignore to ignore the request

3. Click Info to view any survey information the visitor filled out.
. Once the call has been accepted the agent will receive a reference ID.

Click-To-Call Request x
\ir) Call accepted: Click-To-Call Id is 397ff75d-103c-40f3-best-5b4bfelcic3e

oK

You can also utilize the Click-to-Call feature along with one of the following VOIP phone services:
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9

Aptela, CallWithUs, Twilio, and Vonage. When using these services, once the visitor initiates the
call it will automatically dial them as well as the available agent. In this case the agent receives a

Click-to-Call pop up window.

5| click To call

=L End call

Cuestion An

(r))

Wer

phone number 5552135888

Web Agent Options

To access the options where you can configure the Velaro Web Agent, Select Options from the

Tools menu.
This opens the Options windows where you can configure your settings.
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> velaro e B

Columns 2 Filter Visitors Use Filter Clear Filter | Mo Filter Set Refresh
DNS URL Length & Name Agent Sourca Referred By Keywords Department
pubshal4.library.u https://login.velan 00:01:09 @  nhttps://login.velar Control Panel -
ip-213-220-211-27 http: w.velaro 00:01:09 Google &  nhttp:/fwww.googl app live chat Sales
205.173.11.215  hitp:// w.velaro 00:06:15 ~ Options x Sales
adsl-76-205-195-2 http. w.velaro 00:09:06 @9 Sounds || 8 Display Sales
65-121-228-201.di hitps:/flogin.velar 00:09:13 Control Panel
Sounds Enabled
64.55.86.101 hity w.velaro 00:14:30 Sales
J Play Sounds When Unavailable
112.198.193.246  hitps:/flogin.velan 00:14:46 Control Panel
Sound Files
78.133.113.26 http:/fwww.velaro 00:17:49 Sales
New Visitor: newvisitor 2| i
55 Visitors New Chat: ring2electric ||
Details || Previous Chats | Previous Surveys || Visttor Path New Chat Text: | receive text al|R
Waiting To Chat: | knock il
Waiting For Call: | [Do Mot Play a Sound] AL
New Call Reguest: | phone ([
B save || € cancel

Sounds Enabled Disable or enable all sounds

Play Sounds When |Turn all sounds off when status is set to unavailable
Unavailable

New Visitors Play sound when new visitor enters site

New Chat Play sound for new chat alert

New Chat Text Play sound for

Waiting to Chat  |Select sound to play when a visitor is waiting to chat or mute sound not to
play any sound when a visitor is waiting to chat.

Waiting for Call  |Select Sound to play when a visitor is waiting for call or mute sound not to
play any sound when a visitor is waiting for a call.

New Call Request [Select the sound to play when there is a new Call Request
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> velaro e
Columns | [ Filter Visitors Use Filtler -~ Clear Filter | Mo Filter Sat 7 Refrash
DNS URL Length & Name Agent Source Referred By Keywords Department
["* Options x W

W4 Sounds | B Display

Chat Text Colors

My Text: £0026FF | |EE
Visitor Text: #000000 | |EE
o Ve Other Agent Text: #B0B0B0 -\'. =
- : : System Text: #007F0E N :-
Chat Text: Bpt w7
L | @save | @canca J
Display
My Text Select the color for your text within the chat window
Visitor Text Select the color in which the visitor's comments should be displayed in the
chat window.
Other Agents Text |Select the color in which other agents' comments to appear.
System Text Select the color in which system messages to appear.
Chat Text Select the font size for the text .
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