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Product description

The functionality of chats in Creatio allows you to communicate with customers and process
requests via communication channels convenient for them in real-time. Employees of the company
can write to the clientin any communication channel convenient for them from the action bar of any
section. And incoming requestsare processed by chat operators in the communication panel. During
the conversation, the operator can advise clients, share files and launch business processes directly
from the Creatio communication panel. The entire interaction history is saved on the contact page.
(Work with chats | Creatio Academy)

The Internal chat for Creatio product is a solution that allows you to use the chat functionality
within the Creatio system. The add-on makes it possible to send requests to users of the main
system (employees) and users of the portal. The module simplifies communication between
company employees by combining in one system (Creatio), in addition to work, also communication
without the usage of additional messengers.

Creatio @
R&D Support #
$ Annual quota 0
880,000
$ Clos Vo
% Quota attainment 9
@

The product can be used by companies in any industry or business area, as it offers a unique setting
for chats and their use cases.

Users of the system can choose different channels of communication within the system to send their
request.You can exchange text information, files and images.
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Use cases

o Work of support and processing of requests within the company;
e Instant communication between different departments of the company;
e Communication with portal users (customers or employees) without using additional channels;

e An additional channel for sending information to users of the system.

Key features

e A separate communication module for portal users and company employees;

Ability to communicate without using external channels and process requests in real time;

Ability to communicate with users of the main system and users of the portal in personal
and groupchats;

The ability to link chat to the records of the section;

Setting up an unlimited number of internal communication channels and chats;

Transfer by a client or employee of various types of information: text, file, image;

Processing of incoming internal requests by operators in the communication panel;

Possibility for the chat operator to write to the client or view the history from the action
panel of anysection;

e Display of internal chats in the chronology of related sections;
When working with internal channels, the following standard chat functionality is supported:

e Separate processing of messages from different channels by different operators;

Setting up messaging processes;

Various algorithms for accepting a chat into work by an operator;

Saving the history of interaction with clients in a separate section and on the chat page;

When communicating with the client again, there is access to past correspondence in
the chat,which allows you to better understand the client's request;

When working with requests, display the correspondence in the process of processing the request;

Ability to customize response templates for faster response to requests.

Notes and restrictions

The server, on which the site is located, must be able to access the site by name.

Technical requirements

The product is compatible with all products on the Creatio platform version 7.18.2 and higher.
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Product installation and setup

Product installation

&

[
T
What can | do for you? b CI’ECItIO ﬁ
VIEW = ﬁl

To install packages, press this button and go to «Application Hub».

Open system designer

Application Hub

Or go to «System Designer» and select «Application Hub».

s

Application management

Application Hub

On the «Application Hub» page, click «New App».

Select the «Install from Marketplace» block and click the «Select» button.
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SELECT TEMPLATE

===
il & ==

P e e————

RECORDS & BUSINESS DASHBOARDS MARKETPLACE POWERED

PROCESSES Visualize analytics nstall a ready-to-go app from
Manage data records and our Marketplace
business processes

INSTALL FROM FILE CUSTOM

nstall a ready-to-ge app from a Create your perfect design from
file scratch

Cancel

If you install a product package from a file, you must request an up-to-date package from Sales’Up
support. Next, on the «App Center» page, click «<New Application» and select «Install from file»,
specify the path to the archive with the package and complete the installation.
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SELECT TEMPLATE
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RECORDS & BUSINESS DASHBOARDS MARKETPLACE POWERED

PROCESSES Visualize analytics nstall a ready-to-go app from

Manage data records and our Marketplace
business processes

INSTALL FROM FILE CUSTOM

Install a ready-to-go app from a Create your perfect design from
file scratch

General settings

The standard setup of chat channels is described at the academy Creatio Academy |
Improve your skills with Creatio Training Courses & Certification.

How to set up chat processing:
Set up chat | Creatio Academy.

Additional settings

In the «Internal chat default member role» system setting, the user can specify the role that
will beautomatically assigned to the chat member:
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Internal chat default member role What can | do for you? Creatio

CLOSE

Internal chat default member role e* SulnternalChatDefaultMemberRole
=" Integer l
e .3 e ) N L

2 - Admin

3 - Member

4 - Subscriber

Access for reading for internal users
@ Allowforall
) Restrict for all

) Allow by operation

Access for modification for internal users
® Allowforall
O Restrict for all

O  Allow by operation

Access for portal users

Allow reading for portal users

In the «Internal chat default member role» system setting, the user can change the sound of the
incoming chat message.

Internal chat message notification sound What can | do for you Creatio

CLOSE

Internal chat message notification sound * SulnternalChatMessageNotificationSound
BLOB
CLEAR VALUE : ;

Access for reading for internal users
@ Allow for all
) Restrict for all

O  Allow by operation

Access for modification for internal users
@ Alowforall
(O Restrict for all

) Allow by operation

Access for portal users

Allow reading for portal users

Linking chats to system sections

In order to link chats to system’s sections, it is necessary to create a replacing object for the SulnternalChat
object by adding columns (links) to those objects, which need to be linked to chats.

To create a replacing object:

1. Go to advanced settings in the system designer.
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Advanced settings

SQL gquery console

2. Choose the package, in which a replacing object is created (e.g. «Custom» package); press the
«Add» button and choose the «Replacing object» option;

Configuration

& Object
CLOSE COMPILE ~ ACTIONS ~
& Replacing object

& Source code
Q_ Search by package I
B Freedom Ul page
All packages [l B Module
7 SUBEme O B Page view model
a -SU_Demo Budget ® g Section view model
Custom ®
A 8 Detail (list) view model
ActionsDashboard
5 Detail (fields) view model
AnalyticsDashboard
B Replacing view model
Base
. &, Business process
BaseProcessDesigner
Basescoring @ Restservice
Base ENU @ Soap service
BpmonlineCloudintegration : {8y User task
BulkEmail : @ SQL script
BusinessRuleDesigner7x : Data
CFX.SectionCaseColors L Import

3. In the SulnternalChat object, add columns (links) to those objects, which need to be linked to
chats.

-
N WM PUBLISH -  OPENPROCESS  ACTIONS + Creatio

© Entity 4b89655
v General

Q, Search de *
Column1

Inherited columns

Lookup
Columns

Indexes No (None)

" Events
Copy this value when copying records
i Source code

Pages Data source

% Business rules

- [ Do not control integrity
Lookup view On lookup value deletion;
@ Selection window @® Block deletion if there are connected records in current object with this value
Q List (O Delete records from current object with this value

Behavior

After the replacing object is added, it is necessary to set up the link between columns in the «Internal chat
connection settings» lookup.

1. Go to the «Lookups» section in the system designer.
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2. In the «Internal chat connection settings» lookup, add columns’ names, which were earlier added
to the replacing object.

.
g .
Lookups - Creatio r
m CLOSE ACTIONS + VIEW + g
Internal chat connection settings Ia
¥ $1 Filters/folders =
Dashboards - e
Account 0 UsrAccount 9
Feed
Contact 1 UsrContact
Leads
Order 2 UsrOrder o
Accounts nvoice 3 Usrlnvoice
Contacts Activity 4 UsrActivity Bo

Activities

Opportunities

Addition: In the «Position» column, a display order of the connection in a group chat settings is specified.
Change the position in this lookup, when it is needed to change a display order of the connection in a group
chat settings.

User can set the dependency for connection columns by adding it in the «Internal chat connection
dependency settings» lookup.

>

Lookups - Creatio

m CLOSE  ACTIONS = VIEW ~

Internal chat con on dependency settings

2 Filters/folders =

Dashboards e
Order ¥ Account ¥ Account Account @
Feed
Activity Order Order Order
Activity Contact Contact Contact e
Accounts Contact Account Account Account
Order Contact Contact Contact :
Contacts ! ' ! ! B
Activity Invoice Invoice Invoice
Activities
Invoice Account Account Account
Opportunities
Activity Account Account Account

This way, after the dependency setup, filtration is automatically applied when connection between objects
is added.

For example: When linking chat to an account and order, after the account selection, there are only those
orders available, account of which is account chosen for the connection.
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Chat settings

Name*

Test

Members - 1

Add members

@ General & 8+

~

G2

Q Vladyslav Lytvynchuk

Abe;( Solutions

o

==}

Contact

<D

Order

9 I

L]

ORD-15
ORD-31
ORD-30
ORD-18
ORD-28
ORD-64
ORD-76

ORD-924

Adding «Internal chats» detail to display chat’s linkage to objects

By default, after adding the connection to the object, there is no detail with the connection displayed on the
page. For the display of this connection:

1. Open section wizard on the linked object page;

What can | do for you?

4 @

2. Add the «<CHATS» tab;

B &
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Tab settings

cwes

El General

Title *
CHATS

Code *
Tab0620fee6TabLabel

3. On the «CHATS» tab, add the «Internal chats» detail.

Detail settings

SAVE CANCEL

El General o~

Detail *

\ v+
Internal chat messages
Internal chats B
Internal chats (chats Ul without caption)
Internal chats (chats Ul)
Interview I
Invoice approvals

Invoice attachments

Invoices

4. Save changes and clear cache.

As a result, «Internal chats» detail will be added to the «CHATS» tab of the linked object.

< ACCOUNT INFO PLANNING CONTACTS AND STRUCTURE CHATS CONNECTED TO >

Internal chats F ¥ ™ [] Show closed
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Product utilization

User experience with chats

Users have a new Chat icon, which after clicking on it, opens a chat on the configured channel in the right
panel.

Creatio

gon@,

006

® W M
(= > L)

T m

There are «Chats» and «Usual chats» tabs available for the users.

Personal chat setup

a

To set up a personal chat for internal communication, text, files and images exchange, go to chats

Creatio ¢

&

ol
sox@

Dashboards

Feed

Leads

| Accounts

Contacts

Activities 6/2022352PM 1. Draft 2 .

Opportunities

T
gCO0006

¥ Orders

% Contracts

New sales chat

Documents

= Products

i

To add a personal chat, click this button on the «Chats» tab and select the «Contacts» action.
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Chats o

' Contacts

=
Rachel ,.
upervis e  Create chat

aon@

i @ Show closed chats

Sales chat

R&D Support e

In the list of contacts that opens, contacts with a user in the system (main system and portal)
will be available for selection. Select the contact you want to create a private chat with and
click the «Select» button.

(¥

SELECT CANCEL VIEW ~

Full name v | | | SEARCH

F e Ema Account
Supervisor SunnyTimes
Rachel Green r.green@gmail.com Run Market

Volodymyr Kvasnitskyi
Lana Taris LanaTaris@lia.tir

Irene Chukhrii

Leo Shelton DriveFinance

In the modal window that opens, click the «Save» button.
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Chat settings

3]

22 Members - 2

F Vladyslav Lytvynchuk (2]

9 Andrew Wayne e

Cancel Delete

Note!
For the convenience of exchanging files and images (for example, screenshots), the ability to use the key

combination «Ctrl + C» and «Ctrl + V» has been added. Thus, the copied screenshot cannot be saved to a
separate file, but added using the key combination «Ctrl + V» in the chat text input block.

X Image.png

KA
L)

1]

SV

ssage

Group chat setup

To set up a group chat for internal communication, text messages, files, and image, go to chats : .

To add a group chat, click the button a on the Chats tab and select the Create Chat action.

Chats o R

. £
No chats available an Contacts 0
I 2at Create chat I

@ Show closed chats @

The user can add a contact or a role (group) to the chat. When adding a contact,
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Chat settings

22 Members - 8

Add members

@ General 2;

-

000D

William Clarks
Symon Clarke

Caleb Jones
Alexander Wilson
Vladyslav Lytvynchuk

3 SalesUp Demo Bot

2 Account
& Contact
Cancel Save Delete

Close chat

Contacts that have a user in the system (main system and portal) will be available for selection. Select the
contact you want to create a private chat with and click the «Select» button.

S : Contact
SELECT CANCEL
Full name -

Full name

Supervisor

Rachel Green
Volodymyr Kvasnitskyi
Lana Taris

Irene Chukhrii

Leo Shelton

VIEW ~

|

Emai

r.green@gmail.com

LanaTaris@lia.tir
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Account
SunnyTimes

Run Market

DriveFinance

In the modal window that opens, specify the name of the chat and click «Save».
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If the user needs to add a group of participants included in the role, after selecting the role, all users
included in it will be added to the chat.

Chat settings

22 Members - 8 G General@&+
“

Add members

@ William Clarks ah X
. Symon Clarke ah X
o Caleb Jones ah X
@ Alexander Wilson ah X

F Vladyslav Lytvynchuk a

3 SalesUp Demo Bot an X

c3 Account ~

2 Contact v
Cancel Save Delete  Close chat

After adding the role, you must click the «Save» button.

SELECT CANCEL VIEW ~

Name v SEARCH

~  All employees

1st-line support
2nd-line support
3rd-line support
Accounting Department
CC agents

— Finance

Finance. Managers group

Sales Department

—  Studio

Administrator

Navnlanar

With a single click in the area of the icon or the name of the chat, the chat creator can make
changes,namely:

e Change the name of the chat;

e Add and remove chat users;

e Close chat.
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Chat settings

22 Members - 8 e General Q¢ 3+

Add members

-
‘ William Clarks

e Alexander Wilson

(‘ Vladyslav Lytvynchuk

@ SalesUp Demo Bot
@ Account
G Contact

Cancel Save Delete Close chat

After adding or removing a chat participant, other chat participants will be informed about it.

©
.~ Sales chat «
==

Removed members: Lana Taris

Supervisor @

Guys, does anyone remember
what is our X-mas discount?

Added members: Lana Taris

Supervisor @

Let's welcome Lana, our new

Hello team!

Business Analyst!

17:05

‘ Lana Taris

Hey guys!
Can't wait to work with you!
17:05

Message >
@
¥
In the chat settings, the administrator can change the participant's role in the chat from «Participant» to
«Viewer» or «Administrators.

Internal chats for Creatio V2.0.1 28.02.2023
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Chat settings
28 Members -8 General ¢ S+

Add members g

0 William Clarks - X
. Symon Clarke - X
. Caleb Jones an X

Q Alexander Wilson @Xx
G Vladyslav Lytvynchuk

(; SalesUp Demo Bot - X

= Account

® Contact

Cancel Save Delete  Close chat

Access to chats through linked objects

In order to have a quick transition to chats, there is a possibility to go to a chat or view the information on a
chat from the linked object.

For example: If a chat is linked to an account, records from all chats related to this account are displayed
on the account’s page (tab «Chats») on the «Internal chats» detail.

.
. N
Vertigo Systems What can | dofor you » | Creatio t‘-
ACTIONS » & LTINS VIEW > O g
oo NEXTSTEPS(0) % = W K @ 4 @ @& B o
- o
E h dat
vaKu w”um ACCOUNT INFO PLANNING CONTACTS AND STRUCTURE CHATS CONNECTED TO TIMELINE VKURSI HISTORY ATTACHMENT
e R o
Vertigo Systems 2 No Yes
Customer
Vertigo Systems No Yes
Vertigo Systems No No
.
+44 (20) 3427 1374

Double-click on the detail’s record makes messages from the chat display on the opened page. In addition,
users can leave a message from this view, which will be synchronized with the chat in the main view.
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(Vg

Vertigo Systems 2

CLOSE ACTIONS ~

NEXTSTEPS(0) 3 m K @O 4 0 B B

Vertigo Systems 2

MESSAGES ATTACHMENTS AND NOTES FEED
Active

Vertigo Systems 2

=
TRTIGD WATE"

1/4/2023 8:44 PM

Moreover, on the «Timeline» tab all actions and messages of the chat, which is linked to an object, will
appear by clicking «Show chat».

Vertigo Systems Creatio ?
cons+ weu- o &
NEXT STEPS (0) < mEE Q@ 49 0 B B
] )
VERTIGO SUSTEMS S i PG NTACTS AN N -

g00006

Active Fr 2/24/2023 9:48 AM Viadyslav Lytvynchuk Waiting for your feedback!

Additional features

There are new available icons on the «Next steps» panel of a record to send messages to a user or group
from any section.

By clicking the blue icon internal general chat with a contact opens on behalf of the administrator.

Internal chats for Creatio V2.0.1 28.02.2023 20



William Walker

AcTions «

L4

William Walker

System Administrato

+44 782 274 8352

william.walker.work@

gmail.com

Our company

William Walker

ACTIONS ¥

William Walker

System Administrator

Our company

NEXTSTEPS(0) %5 m QO 40 BB

K

Pri

CONNECTED TO MAINTENANCE

TIMELINE

CONTACT INFO

Employee
Mr.
Walker

45

n options

+

Addresses

NEXT STEPS (0)

A

CONTACT INFO

Employee

Our company SalesUp Demo

CLOSE ACTIONS «

Our company SalesUp

Our company

L 4 UPDATE

NEXT STEPS (2)

<

Work on the case

Demo

ACCOUNT

INFO
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above toadd at

You don't have any tasks yet

=
Creatio  « &= coo: @
VIEW v ¥ ® ﬁ
illi Ik e
William Walker
Our company Sale @
\ = pre Show more v
”‘ o
ENGAGEMENT €
Hello, William Walker! My name is @
Vladyslav Lytvynchuk. How can |
Megan Lewis help you? 04:19PM e
Male
Hello there .
L
o " What is your th
- 103 N
[~ %
el = >
.
-
Creatio ) f‘
William Walker «
VIEW » 3 ﬁ
D = 0
What is the status of the ORD-10
arder? e
m/Navigation/SuNavigation.a 9
x?Order=0RD-10 @
Male It has already been completed.
But we expect payment from the o
dient.
| control it.
Let me know when there is new
22 .
information.
A

&

A
G
a
o

Mary King

Mary King

ter Moore

jason Robinson

Walker

»

Q00O O2O9O09°
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Important! If there are no previous messages from this user, the system will notify in case of the try to open
a chat:

4 @ © B

There are no connected contacts

L

Click on the green icon opens a modal window, where the connection of the Object to chat is already set
with a possibility for future actions available:

Vertigo Systems

CLOSE ACTIONS ~ L 4 UPDATE

100%

NEXT STEPS (0) 3 | | l ® 4 @0 & B
-
Accounts N
Enrich data
YLRTIGD SUTLmS You don'
Contacts
Press
Activities Vertigo Systems
_ ACCOUNT INFO PLANNING CONTACTS AND STRUCTURE CHA
Opportunities Customer -
Orders Symon Clarke
Communication options
= .
Vertigo Systems What can | do for you? >| Credtlo | chats Usuaichats Fe O
RA032908
- — 4
_ ACTIONS > € . 7 g saleschat Q
| Selectaction . ’@;f SalesUp DemoBot  2/242023433PM
T Order 'ORD-1 (sample)’ by account Acc. @
. ] a
y |
e e 7] 2 Alphasupport
YERTIGO SUTEMS o ey 22412023 428 PM
5 Apex consultation e
Name® 2 @ et \adystav Lytwynchuk 272472023 418 PM
Vertiga Systems A = @ 8 Added members: Andrew Wayne e
Type = &
sk z Ll Apex Solutions
e 3 P 2ar2023
'CM,‘N ? B 2/2472023 418 PM
Symon Clarke |
. | e A Test
Web TRalecha 2
ooy Vladyslav Lytwnchuk 272412024237 M
Www.vertigosys.com L ok Chat reopened 24.02.2023 at 16:17
Primary phone a
+44(20)3427 1374 Symon Clarke Peter Moore Vertigo support
1 hat WAMY  \iadysav Lytvynchuk  2/24/72023 408 PM
Category Symon Clarke  Peter Moore 2 e
5 members Added members: Peter Moore
= Create N
Industry Andrew Wayne
Business services l cancel i 22412023 2:36 PM
v‘m_ William Walker
. Primary contact % No data Vladystav Lytwnchuk  2/24/202% 2.3 PM

Internal chats for Creatio V2.0.1 28.02.2023 22



Select action

. Symon Clarke [P
. Peter Moore &z

Existing chats ~
,mg‘,,,, Vertigo support 2/24/2023 4:08 PM 2]
m,sm.,, Vertigo Systems 2/24/2023 9:48 AM | 2]
m;ﬁ,(, Vertigo Systems 2 1/4/2023 8:44 PM [Ed]
m;ﬁ,(, Vertigo Systems 11/7/2022 5:28 PM | Ed]
Create chat ~
Account +/ Vertigo Systems
Contact Symon Clarke Peter Moore
Chat

Symon Clarke Peter Moore
members

Create
Cancel

The transition to a new chat linked to an object; transition to existing chats linked to an object; transition to

a personal chat with a user.

For example: When adding a new chat from the object «Account», in the opened modal window it is

possible to quickly move to:

1. Personal chat with a contact, which is linked to an account;

Select action

Personal chats

Existing chats

w;,a,;,. Vertigo support 2/24/2023 4:08 PM

g VETHgo Systems 2/24/2023 9:48 AM

e Vertigo Systems 2

1/4/2023 8:44 PM

mﬁ,n Vertigo Systems 11/7/2022 5:28 PM

B AR

Create chat

Account ' Vertigo Systems

Contact Symon Clarke Peter Moore

Chat

mon Clarke Peter Moore
members =

Cancel

Internal chats for Creatio V2.0.1 28.02.2023
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3. Existing chat, which is linked to an account;

Select action

Personal chats

. Symon Clarke
e Peter Moore

Existing chats \

_,,,?, .« Vertigo support 212412023 4:08 PM

2 Vertigo Systems 2/24/2023 9:48 AM

L

-
L

Vertigo Systems 2 1/4/2023 8:44 PM

= w Vertigo Systems 11/7/2022 5:28 PM

THKEIETE

Create chat

Account +/ Vertigo Systems

Contact Symon Clarke Peter Moore

Chat

mon Clarke Peter Moore
members Sy

Cancel

4. New chat, which is linked to an account.

Internal communication channel setup
A new channel provider has been added to configure internal communication channels.

The setup is carried out similarly to other standard providers (Telegram, WhatsApp, Facebook).

Adding a channel
To add anew internal communication channel, you have to:

In the chat manager, similar to the standard logic described at the academy, add a channel with the «Internal»
type.

Chats C >
ats reatio
B channels

provider Facebook messenger e . -

Telegram
Chat queue WhatsApp
Name Routing rule Chat timeout, minutes

All agents To all agents 60

Chat actions  +
Caption Process Queve

Create case Create case from chat All agents

On the page for adding/editing an internal communication channel, you must fill in all the required fields:

Internal chats for Creatio V2.0.1 28.02.2023 24



o Name - the title of the chat that will be displayed to users when sending requests and to operators
when processing requests.

e Active — whether the channel is active or not. Only active channels are available to users.
e Chat queue — the queue in which calls received via this channel will be processed.

e Language — the language in which quick response templates will be generated when processing
calls.

e Image — an image of the channel that users will see when they send requests.

Chat

Sales'Up Support

@ All agents -

English (United States) -

CANCEL
Chat
) ”
CANCEL

To save the new entry, click the «Apply» button.

Changing an existing channel

To change an existing channel, you have to:

In the chat manager, similar to the standard logic described at the academy, you need to click on the channel
name.

Chats Creafio

Make changes on the record page that opens, apply the changes.

Internal chats for Creatio V2.0.1 28.02.2023 25



Deleting an existing channel
To delete an existing channel, you have to:

In the chat manager, similar to the standard logic described at the academy, you need to select the desired
channel and select the Delete item in the actions.

Chats Creatio

Internal chats for Creatio V2.0.1 28.02.2023 26



Customizing rights on the channel
To set up personal rights for every communication channel, you have to:

Enable record-based administration for the Chat Channel object.

When access by records is enabled for the Chat channel object, the «Set permissions» button is
available onthe editing page. It works similarly to the standard write permission setting.

Object operation permissions | Creatio Academy

Chat object permissions Creoﬁ'o

APPLY CANCEL ACTIONS ~

=
(]
[m] (] 0
@ i
- - -
- .
»
Chat
ame Sales'Up Support s active channe
@ Chat queue All agents -
Language English (United States) hd
CANCEL MANAGE RIGHTS
= g 3 1 = =
Access rights: Sales'Up Support
NEW ~ SAVE CANCEL
Read
All employees Granted
All portal users Granted
Supervisor Granted/delegation permitted
B Edit
Supervisor Granted/delegation permitted
Delete
Supervisor Granted/delegation permitted
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Channels setup for portal users

For omnichannel communication channels to work for portal users, you have to:
Give portal users access to the Chat Channel object.

You can read more about setting up rights on the portal at the academy:

Portal Creatio overview | Creatio Academy

User experience with internal communication channels

The user can maintain internal communication in the channel (for example, support chat).

Usual chats

@ Sales'Up Support

gou@

The user can send text messages, images or files. He also sees all the operator's answers in the form of a
chat.
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@ Sales'Up Support &

yes, sure 1529

Fou

¥ Role-based business rules for
Creatio V2.1.1.1. eng.docx

Hello! 1803

I need your help with the
console.

It seems that it doesn't work
properly.

18:04

VA

000006

| guess it started right after the
recent release that | have

installed.

lessage

Usual chats

@ Sales'Up Support @

If the user has closed the chat, then the indicator of received messages will be displayed above the icon as
the number of unread messages. When the chat list is open, you can see how many unread messages for
each channel.

fFouS
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For a user in a chat, the sender of the message will be displayed on behalf of the chat:

@ Sales'Up Support & %
@

properly.
18:04 %

| guess it started right after the
recent release that | have

installed.

®

Hi Lana!
You are correct, the problem is
caused by the recent release.

000006

Our R&D team is currently fixing
this bug.

| will notify you when the issue
is resolved.

Operator’s experience with chats

Standard work with chats is described at the academy. Work with chats | Creatio Academy
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Active chats A @ Active w

aou@

gCO60006

New chats

06:07 PM

W Accept chat

After accepting the chat, the operator has access to the correspondence with the user that was
carried outeatrlier,
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oemo: @
- 2

ol @

B

Lana Taris

yes, sure 03:29 PM

. Role-based business rules for

Creatio V2.1.1.1. eng.docx 03:29 PM

Hello!

| need your help with the console.
It seems that it doesn't work

properly. 06:04 PM

©
00006

| guess it started right after the
recent release that | have installed.

g | B »
Q
as well as the following actions:
e End chat;

e Check duplicate contacts;

e Transfer chat to operator or queue.

« Back O€ED O : J‘
. QX
&
&

AGENT QUEUE

There are no available agents to transfer

re-chat summary Show more v

Jl
™
i

By the action of the chat «Create a call», the operator can create a call from the chat.
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—e— I -
€ Back c
Processes
i
e Create case ﬁ'
- @
Lana Taris ©
% Pre-chat summary Show more Vv

The operator can use a template for a quick response.

oMo

2

Lana Taris

aou@

2 Pre-chat summary Show more v

Hi Lanal
You are correct, the problem is
caused by the recent release.

06:14 PM

Our R&D team is currently fixing this

We have created a new
[#Case.Category.Name#] #
e [#Case.Number#] "[#Case.Subject#]...

560006

Goodbye template

Thank you for contacting us! Have a
nice day!

Greeting template

Hello, [#Contact.Name#]! My name is
#Operator.Contact.Name#]. How can
| help you?

v R ¢
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CONTACTS US:

salesup-it.com

+38 050 140 11 22
Kyiv, Lobanovskoho Avenue, 119B
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