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User management
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User management

e Add new users and delete users
Edit user permissions for settings, reporting and user management

& User Management

4+ New user Add new user Edit user permissions

Teams 8 USERS
Name and alias Email Settings Reporting User management
4 4 4
Edit user information
and delete user by = ® &

clicking on user’s
name
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Chat settings

Company

Domains

Rooms

Rules

Goals

Chat windows

Custom Buttons

Basket

Apps

Integration

Access the Settings

£+ Settings

@ Company Rooms @ Rules
o Chat windows o Custom Buttons e Lead Forms




Company settings

From Company settings you can find your account information and the script tag for your account.

ﬁ Settings

c
Ll Company , 1 ACCOUNT

»  Account information

Account information

» Company settings

Company name giosg.com

» Script tag

Account email support@giosg.com
» Email reports

Street address Valimotie
»  Accesstokens
»  Yoursessions City Helsinki
»  APISigningkeys Postal code 00380
»  Publickeys Country Finland

»  Banned visitors
Save

Q Namaine




Domain settings

From Domain settings you can edit the look and feel of your desktop chat button.

gicgsq Q L+ Settings

m Company » "] Domain management
Add a new domain

@ Romains [ yourdomain.com a n

== Rooms
©  Rules Edit your desktop chat button
Goals

L _J Chat windows

& Custom Buttons

" Basket

o Apps

& Integration »




Edit the desktop chat button

Enable the chat button (enabled by default)
Select the chat button’s position

m Company »

(Bl Domains

2 Rooms Enable Enable chat button
o Rules

Position
Tiorary Position your chat button

Mobile chat button

Goals

Chat with us!

Chat button library

L J Chat windows
Custom elements

&  Custom Buttons m Save Close

" Basket

Edit the text by double

clicking the button

) Apps

& Integration »




Design the chat button

You can edit the design of the chat button with the chat button editor.

£+ Settings
Enable
3 Position m Company » Trebuchet MS |20 px D B I U EE = D C  Chatwithus! New/ Save as atemplatev Savev  CloseX
£
3 Library [“J Domains
® i I Library
& Mobile chat button es
(@) - Rooms
I Text shadow
Custom elements
2 Rules | Padding
o
Goals
g | Border
®  Chatwindows S
; I Shadow
)
&  Custom Buttons s
o
» Basket
Click Design to access the & | Ao

editor

& Integration »




Room Settings

Here you can manage the settings for domains and custom rooms.
Custom rooms can be used to divide or combine your domains’ traffic into separate sections.
Custom rooms is useful when you have different teams chatting.

£+ Settings

o C
empany ’ @ DOMAIN ROOMS

Q Domains

Rooms + Create new domain

©  Rules Domain Chat window

Pl yourdomain.com €1 | Your chat window

[ ] Chat windows

Edit the room settings by

&  CustomButtons clicking the name

E BaSkel

®  Apps Room Created at

& Integration » Sales team custom room (7 3 July 2019
Support team custom room @ 3 July 2019

@ | 4



Customize the chat window for your domain

® CHAT SETTINGS

Chat window

Brand update s # Edit + New

Manage all chat windows »
Edit desktop layout

wish to override chat window title text for this room only, then you may check this option and type a custom title text

[C Customize chat window title for this room

Open mobile chat in the same tab @

Brand

‘ ® @ New mobile design 4




APPEARANCE

Edit your desktop chat window

tti

Footer logo Select footer logo

hould be exactly 228 pixels wide and 37 pixels tall with margins. Other
llowed by customizing the chat window style.

From this view you can edit the chat window design, g

texts, position, layout, etc. e | e ]

Message box text @ Type here to chat.
Send button text @ SEND
glosg ch“ x All operators offline text @ All chat agents are currently busy.
Operatoristyping text @ | Operatr s yping F Language and default texts
Operator has typed text @ Operator has typed text
Visitor name @ You

Hi there! How may | help you? This chat s nolonger activetext @ | Thischat i no longer active.

Disable autosuggestion text @ Do not contact me anymore.

WINDOW POSITION b

Window position | Battom ight [
) : . P Chat window position
Fine-tuning B 0 v Px | ] v Px
Showing animation Showing animation duration
(No animation) [] o] w0 o [ ms : . .
r Chat window animation
Hiding animation Hiding animation duration
Type here to Chat"' {No animation) j @ 400 5 ms
Chatwindowname | Brand update

Name the window and save

B Remove B Save and close



Room settings

Within room settings you can:

° Assign chatting operators to
rooms using “routers”
Edit chat window settings
Create tags

e  Enable service times

Name

demo.giosg.com

Room ID

27t2)

# CHAT SETTINGS

Chat window

o«

Sebbe test

Manage all chat windows »

[ Customize chat window title for this room

7aebam

Room UUID

6aff9e92-cbf4-11e3-9189-525400be0204

Connected domains

% demo.giosgcom X giosg.com

Language

Finnish

Router

demo giosg.com

+ Create Rouer

[ Open mobile chat in the same tab @

Brand

| #@ Testing brand editor -

Edit Brand

Auto suggest chat to visitor

Select the users to
chat in this room

[ Onlywith rules :]

giosg RULE (11

# Edit Router [ Hide pending visitor chat messages

= reackcseT

Enable tracking analytics events

@ Enable single page app (AJAX app) tracking

W Create anewtag

documentation
@ Current tags

Edit tags for

categorising chats




Room settings

O DELETE SENSITIVE DATA

Delete sensitive chat and lead data after X days
(&} days

Visitor details, chat me 5 years.

NOTE: F Delete data after a time period

« This setting will mark deletion time for ALL chats and leads in this room (including all existing chats and leads).
« All content with personal data (chat conversations, lead contents, and visitor details) will be removed. Other information may still be stored for reporting purposes.
« Deletion is permanent. Giosg cannot restore information.

Enable service hours

Timezone sink .
Monday Openat | 09: (0] Closeat (o]
Tuesday Openat | S Ting tim (e} Close at losi (0]

Wednesday Openat (0] Closeat | 09:00 (] | Service hOUI’S for the chat

Thursday Openat | 09:00 (o] Closeat | 09:45 (0]
Friday Openat (o] Close at (e}
Saturday Open at N (c] Close at (]
Sunday Open at c " (c] Close at ing ti (o]

B Save changes « Save and close = Remove room




giosg Rules

Giosg Rules personalizes your online experience in real time.
With giosg Rules you can trigger meaningful actions to convert visitors.

Create a new rule

I  Compan » :
i e Eioss cohy Enable/Disable a Rule
@  Domains AUTOSUGGEST: First time visitor [ O]
: Copy a rule
Enable chat button [ o)l i

=a Rooms
Cheo e
Show lead formn -
ow lead forr am Delete a rule
® Goals

» Chat windows

& Custom Buttons

= Basket




Creating a rule with giosg Rules

Rule name

INEIER G NI
OFF Runs every time v  when conditions match
Enable/Disable the rule

(@) Use in these rooms...

demo.giosg.com x

All rooms

Choose room

Click “Add new condition” and
select suitable condition(s)

» Perform this action
Choose an action

“What happens when Selec
the conditions are met?”

Add another act

Rule is unpublished. You can save this rule but it won't go live until you publish it. Publish the rule now.

« Save




giosg Goals

With giosg Goals you can measure how your Rules are performing.

(®) Goal

Company >

2 tlewGoslh Name the Goal
Describe this goal. Its for your own use only.
Domains
Assign a monetary value to the goal. Assigning a vah you evaluate the goal ag ‘eaching it in our reporting. It also helps our Al to
ooms
the Goal can be reached
Rules © Rooms
All rooms
Goals

Add a condition

Chat windows

© Conditions

Add conditions to the goal. Goal is reached when all conditions match

Custom Buttons
Basket

Apps

+ Add condiion

Integration »



giosg Goals
After you have created the Goal you can monitor it from the “Rules & Goals” section in the reporting.

i Reporting . v
©  RealTime £ Aug 1,2019 - Aug 21,2019  Make default room
9 Daily statistics & Rules and Goals I Total goals from rules

il Sales [ Impressions [ Sessions with impressions Goal count Purcnase count
" " 91,796
¢ Leads i . T i
1] Total impressions
10k
& Operators > ES 12 506
B — ’
o | Visitors S /kf Sessions with impressions
3 o
.
A Rules and Goals al \ ) — E 0
3 e Total carts purchased
w2
— 2,803
= E € p OW 2 9
05— 0= G T T T T T . e . O T T T s
8 " g g B "B B "B “i@ "B "@E"HE “j§8"HN"E“"®E“"¥“"EB"“&E"E"&E Total goals reached
¢ ¢ & £ § 8 ¢ & §: % & ¢ 3 £ 38 & : & § % 3
2 8 3 2 ] 8 < H 8 3 2 s @ H & ] 3 s s 8 8 0,
B3 0.00%
Conversion rate
Ll Goals by rule
All treatments
Total impressions 91,796
Sessions with impressions 12,506
Purchased carts 0(0.00%)

Goals reached

Total goals reached 2,803




Reporting




giosg

Reports

From the Reports page you can find statistics on your website visitors and the chat-service
You can also export reports manually or send them automatically to your email

35TARS

15TAR

25TARS

4STARS

5STARS

X ExT

Three stars given

Do 25

D

OPEN FEEDBACK

X ExT

Chats

®, 60

Real chats

©0:09

Average first response wait time

Operator stats

Operator name ~

ﬁ Noora Pitkénen

0 Ida Vaenerberg
. Laura Leskinen
w Sebastian Paul

(2] Tags

®» 747

Do More ... with Less ...

#Manager settings @) #Usage advice @)

Wssssgis riresl Fats #Others @ J #TechAdvice @ J #Account maintenance @)
#interaction designer @) J #Customization @) J #Reports @

©0:53

Average response wait time

Real chats v Messages ~ Average first response wait time
24 262 0:08
20 164 0:11
14 108 0:11
11 160 0:08

v Show more

Average response wait time -

0:22

1:44

0:38

0:31

Real chats with sales

0

0

0



Good to think about
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Good to think about

Goals & objectives

° Define objectives for the
tool

e  Set concrete goals

° Measure and monitor
performance

Internal practices

Define your chat etiquette
Share experiences with your
colleagues

e Give feedback and encourage

your chat agents

Customer experience
° Personalise your chat

e  Ensure regular online times

e  Offer help proactively

° Market your chat to your

website visitors



Ideas for reaching your goals

While planning a strategy for a sales-focused chat, decide on what kind of visitor you want to reach out
to, and at what stage of the buying process you contact the visitor to achieve a better conversion. Focus
on the most important goal, and you can achieve excellent results.

Your chat is not useful for anyone if it's left unattended. When planning the allocation of resources
for the chat, make sure the chat is online when there are customers on your website.

Be proactive and use autosuggest messages. Plan the timing and the content so that it catches your
target group’s attention at the right time.




