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Introduction As a manager user you can edit your account’s settings, such as edit the
chat window and button, create autosuggest messages, view reporting and

manage users.

® CUSTOMER SERVICK

Q




\ 2

2

Chat-settings

4

Good to think
about

1

User management

3

Reporting




gie g




giesg

User
management

 Add new users

» Edit user permissions for:
settings, reporting and user
management

a User Management Edlt user
| ‘ rights

+ New user

= & USERS
Add new

user

Name and alias Email Settings Reporting User management

) Unnamed operator kimmo+test3ud428374@giosg.com O O O

@
Q
@

4 - ) 1] Y
[ Adam Rendell adam@giosg.com

Q
Q
Q

[ Aleksi Nyyssénen aleksi.nyyssonen@giosg.com

o 3 AnnaSmith

& Api Demo

R
@
R

markus@giosg.com

@
Q
@

arsi+apidemo@giosg.com

Edit user
8] I Ari Niinimaki information by apn@giosg.com

Q
Q
Q

clicking on
o Ari Nurmi name ari.nurmi@giosg.com

o ‘ Arsi Halttunen

[ Arsi Testaa arsitlogintesti@giosg.com

R
@
R

@
Q
@

arsi@giosg.com

Q
Q
Q

]
«
]

I Arsin Testi akkountti 123 arsi+normalloser@giosg.com
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Domains

Rooms

Rules

Goals

Chat windows

Custom Buttons

Basket

Pipeline

Assets

£ Settings

@ Company
o Chat windows

Chat -
Settings
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Company
settings

* From “company settings”
you can find your account

information and the script n company gl @ Accoun

tag for your account. e

£+ Settings

Domai

Account information

=z Company name testi.fi
I o Rule Account email testi@giosg.com
Street address Mannerheimintie 1
@® Goal
City Helsinki

=] Chat windows

Postal code

¥

PN Custom Buttons

Country
- Basket
Save
Y Pipeline .
I Account details
A Assets Account ID 3091
| . Lead Forms » Account UUID d134361e-a965-11e5-b6ad-00163ea7440f

o  giosg Apps b Created Dec 23, 2015 1:10:47 PM




Domains management giosg

From the domain settings you can edit the chat button

£+ Settings ' o
Edit chat-

Company ) but_ton
| Domain management settings
Domains
Auto suggest Chat Priority
Rooms O demo.giosg.com 2 ¢ CEE— s BB x |
| o0 Rules
Goals

o] Chat windows

2 Custom Buttons

= Basket

Y Pipeline

&  Assets

. Lead Forms bk

4 giosg Apps )



Customize
chat button

» Click on the speech bubble in
“domains management”

* YOou are able to edit the chat-
button settings

Chat now

Position of
the chat
button on

the screen

Custom
elements

giesg

Enable chat-
button
Enable
Position
Library Chat-button

library
Mobile chat button

Custom elements




Editing the
chat button

 You can edit the layout of
the chat button easily with
the chat button editor

3
o
c
+~J
©
c
O

glesg

Trebuchet MS

=

Enable

Position

Library

Mobile chat button

Custom elements

Chat now New/

giesg

Save Close

ave as a template¥ Savev Close)X

3
)
c
-—J
©
c
O

1 Library
| Text shadow
| Padding
| Background
| Border

| Shadow
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Room Settings

* You can manage the
settings for domain rooms,
and custom rooms

£+ Settings

. Custom rooms canbe used ||,

to divide or combine your

domains’ traffic into

SeCthnS. l Lo Rules
Domain Chat window
@® Goals .
demo.giosg.com e (#] Sebbe test
[l Chat windows Chat WindOW
o Custom Buttons
- Basket
| A ¢ Pipeline
Room Created at
o Assets
aol.ca Dec 5, 2014 10:57:56 PM
. Lead Forms 3

5 giosg Apps 3
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® CHAT SETTINGS

@ ROOM SETTINGS

Customize the chat

Sebbe test

<>

demo.giosg.com

window for each

Room ID [[J Customize chat window title for this room

domain
O al aus5thgylsgnzapbgmaae2x7t2jmx5ardoiysusuac7aebam IFYOUIWIS (B SVerTica Chat winGow tia tect for this rooi onsy, theh Yol may check tivs opl Chat W|ndOW

[} Open mobile chatin the same tab ©
Room UUID

settings

Note that this s an experimental feature and chang nght be applied to it

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

Connected domains Brand

® @ Testing brand editor

x demo.giosg.com X giosg.com

Domains where this room s allowed to work.
4+ Create Brand # Edit Brand
Language

Finnish v
Auto suggest chat to visitor
[ Only with rules 3]
Router
‘ demo.giosg.com - ‘ he chat is suggested to a visitor only if t s a giosg RULE that enables the autosuges

\.,)>| that o n 13 D¢ ] L SUBEZC: n: e [! 1y th It dt L D 1000 ) T A[" | [ ["

: [) Hide pending visitor chat messages
+ Create Router # Edit Router

[0 Enable tracking analytics events W Create a new tag

¥ Enable single page app (AJAX app) tracking W Current tags

Ena ngle page applica ra All ¢l nURL are co edtob

& SECURITY AND ENCRYPTION

[ Always require signatures for visitor data and chat URLs

vien tni heckbox it nabled, thenonly datafro rustied JUrce dl wed. Thi ns that t Howing runceti 1211y

requires valid signaty using one of the organization s APl signing keys

y riables saved this room with JavaScript APl must be signed. Read more.
Mobile chat link to this room must be signed. Read more.

¥ Encrypt chats and visitor information

Public key Apn testiavain :
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Customize chat
window and chat
window settings

» From this view you can edit o - — - Customize
chat window Footer logo

the chat window, texts, CSS and
position, layout, etc. HTML

APPEARANCE

Title text giosg Chat

Chat window
title and logo

Select footer logo

The logo should be exactly 217 pixels wide and 37 pixels tall. Othe
customizing the chat window style.

Language | English

© Glosg chat Message box text @ Type your message here..
Send button text @ Send
Language
All operators offline text © All chat agents are currently busy.
and default p
1 Operator is typing text © Operator is typing..
settings ’ pping
Operator has typed text © Operator has typed text
Visitor name © You
All chat agents are currently . . . This ch '
’ s chat is no longer active.
+  Type here to chat.. — This chat is no longer active text © I q L
’ — Disable autosuggestion text @ Do not contact me anymore.
glesg

WINDOW POSITION

Window position Bottom right

Fine-tuning - | an px I px

ANIMATIONS

Showing animation Showing animation duration

@ 400

Hiding animation Hiding animation duration An | ma’[ionS

(No anzoal © | 400

{No animation)

“

“

Rename the at window name likan Thinglink
window and S

® Remove & Save and continue editing ) Save and closa
save :




® CHAT SETTINGS

@ ROOM SETTINGS

| |

Chat window

Name

. Sebbe test H
demo.giosg.com

Youc ot change domain room name

Room ID [[J Customize chat window title for this room
If yvou wish to override chat window title text for t s room only, then vou may check this yption and type custom titie text

" " " ausSthgylsgnzapbgmaae2x7t2jmx5Sardoiysusuac7aebam
Within room settings you can R
aISO: foom UUID Note that this is an experimental feature and changes might be applied to it.

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

Connected domains Brand

x demo.giosg.com X giosg.com ‘ ® @ Testing brand editor

» assign chatting operators to Donainswbars isroor s bowed oo

rooms with routers o o

Finnish

: Edit mobile
approprlate Auto suggest chat to visitor Chat W| ndOW

users to chat in ((Oniywith rules
- edit mobile chat window this room al| [ ——
settings, create tags

<+ Create Router # Edit Router

- delete sensitive data S

I Enable tracking analytics events

“»>
| —

Note that even if enabled. autosuggestions are sen

[) Hide pending visitor chat messages

W EDIT TAGS
© Create anew tag

Fush

@ Enable single page app (AJAX app) tracking TraC k| ng W Current tags

Ena ngle p: IppRication trac All ch nURL are con ed to be pé Settlngs

e enable service times

Edit tags for
the

categonsator

of chats

- edit tags

[ Always require signatures for visitor data and chat URLs

When this checkbox is enabled, then only data from trusted sources are saved. This means that the following function
requires valid signatures using one of the organization's APl signing keys

« Visitor variables saved to this room with JavaScript APl must be signed. Read more. Encryption
« Mobile chat link to this room must be siened. Read more. Of ChatS

(requires
giosg Vault)

¥ Encrypt chats and visitor information

Public key Apn testiavain




Room-settings

giesg

Delete data
after a time
period

O DELETE SENSITIVE DATA

Delete sensitive chat and lead data after X days

O} days

Visitor details, chat messages, and lead contents will be deleted after 5 years.

NOTE:
« 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.

@ Disable

® SERVICE HOURS

Enable service hours

Timezone Europe/Helsinki v
Monday Openat = 09:00 ® Closeat = 24:00 ®©
Tuesday Open at Service opening time O] Close at Service closing time ®©

Service
hOUfS for the Wednesday Openat = 08:00 (O] Closeat | 09:00 o)

Chat Thursday Openat = 09:00 O] Closeat = 09:45 ©
Friday Open at 08:00 O] Close at 13:15 ®©

Saturday Open at Service opening time O] Close at Service closing time ®©

Sunday Open at Service opening time O] Close at Service closing time ®©

B Save changes v Save and close = Remove room
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giosg RULES

Giosg RULES personalizes your online experience in real time.

With giosg RULES you can customize your messages and create
intelligent rules on your website!

£+ Settings

o pany b
Click ‘Create

? emo.glosg.com new rule’in the
desired room/

o AUTOSUGGEST: First time visitor domain

oo S

Delete a

Enable chat button
rule

Rules Show lead form ,
Enable/Disable
a Rule

©) Goals

- Chat windows

P Custom Buttons

- Basket
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Rule name

Name the

C.reati.ng a. rUIe rule
Wlth g IOSQ R U L E S OFF Runs every time ¥ when conditions match

Enable/
Disable
the rule

Use in these rooms...

oo
et Room

Click ‘Add
new
condition’ A
and select '@ Add new condition @ Activate Target
suitable
condition(s)
1orm this action

Select action to perform

Choose the
action “What
happens when

. the conditions
<+ Add another action are met?”

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

v Save
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Glosg GOALS

With giosg GOALS you can monitor how your RULES are performing

Company

Domains

Rooms

Rules

Goals

Chat windows

Custom Buttons

Basket

Pipeline

Assets

® Goal

¢ New Goal Name the Goal

Describe this goal. It's for you

Assign a monetary value to the goal.

Goal value

Assigning a value to the goal helps you evaluate the goal against the costs of reaching it in our reporting. It also helps our Al to
optimise the Actions for you.

The goal value you write here will be overwritten by values we receive from your shopping cart integration or through goal API.

Choose the room
where the Goal can
be reached

(©) Rooms

All rooms

The goal can be reached in following rooms

“ Conditions

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

@ When

Select condition type v Add the goal

+ Add condition
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Glosg GOALS

After you have created the Goal you can see it in the Goals list and you can monitor it from the Rules & Goals
section in the reporting

~ Goals

Subscribed to newsletter Dec 16,2016 5:09:17 PM

sl GOALS BY RULE
All treatments AUTOSUGGEST: First time visitor AUTOSUGGEST: 3rd visit
Total impressions 17 460 348 324
Sessions with impressions 2.537 348 324
Purchased carts 18 7 4
Goals reached
Total goals reached 6 3 3
Subscribed to newsletter & 3

Sales per currency
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Reporting

i Reporting

Realtime stats Today
iy Company >
, .05 11
=
\) Domwins Visitors currently @ 034 , 6
) / ® ) Average wait time Chats today
& 647
:: Rooms Visitors today @ 2.4 1 ’ O
Operators online Current chate Max wait time Chats missed
o .
o Rules Shopping cart today Tags today
_ 2
@ Goals =0,00€
Total sales today ! !
1 1
Chat windows
» ®, 0,00 €
Sales with chat ) aUS(
\ R Operator stats Hause
o Custom Buttons
E 0 Current Chats Carts Sales Time Time Time
- Backet Carts sold today Operator name chats ~ today sold today Conversion online present online %
— aske
I~ 0.00 % e JohnDoe 0 0 0 0,00 € 0,00 % 0 min 0 min 0,00 %
Y Pipeline Total chat conversion .
Anna Smith 0 0 0 0,00 € 0,00 % 0 min 0 min 0,00 %
o Assets |— O’OO € ' Peter Sullivan 0 0 0 0.00 € 0,00 % 0 min 0 min 0,00 %

Average shopping cart
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Re pOrtS |l Reporting

- From the Reports page you

Elisa Oyj

can find statistics on your

Dna Oy

TeliaSonera Finland Oyj

website visitors and the

Fonecta Oy '
] Suomen Osuuskauppojen | M Finland M Helsinki
Keskuskunta M United States M Tampere
- Google Inc Sweden M Vantaa
I Denmark Karsamaki
Amadeus Finland Oy \ M Germany W Jyvaskyla
M Estonia M Espoo
0 50 100 United Kingdom Vaasa
Pageviews from service provider Netvhe”a"ds \ Kotka
M Switzerland M Imatra
Iiﬂ M Greece Pori
W Others @ REFERRING SITES = TOP LANDING PAGES: www.google.fi
www.google.fi http://iwww.giosg.com/fi/ @
B www.google.com
W elisa Y“‘ 9 http://www.giosg.com/en/ @
) B www.bing.com http:/fwww.giosg.com/fi/hinnoittelu/ (3]
Finland W www.hongkongfi
Page views: 1524 (93.78%) M service.giosg.com http:/Awww.giosg.com/en/crew/ o
Others http:/Awww.giosg.com/en/blog/tag/partner/ o

* You can also export reports
manually or send them
automatically to your email @ | RealTime

™ Daily statistics ) Rooms

Select rooms to export data from

sl Sales 4 May 24, 2018 - May 30, 2018

& Leads

Available reports Choose fields to export ©@ Select a Deliver report

- Operators ’ 3 ® Download reno

Chat logs Zctive duration Download report now Subscribe to email report
1l ES dLLive Jlc v

§ ViSitorS » TLJ[;‘ Statistics .IU[‘.lzi.:l '

Total statistics hourly > average wait time before replies L TXT
a Rules and Goals > .
Leads chat duration
Custom reports ® Only real chat conversations @ Ekie Saias

Chats with at least one message @

All the chats @

chatlog

chateession
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Practices

Good to think
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Visibility



Goals

What targets you
want to achieve
with chat?

Additional sales /
leads / service
efficiency

While planning the strategy for sales-
focused webchat, the company must
decide what kind of visitor they want to
reach, and at what stage of the buying
process the visitor is contacted.

By focusing on the few most important #
goals, even a small chat team can
achieve excellent results.

Set concrete
goals

Monitoring!



Practices

Common code
of conduct

"A webchat is not useful for anyone if itZ®
is left unattended. When planning the &l
allocation of resources for the
webchat, it must be taken into account
that the channel must be active when §
there are customers on the website 7 g

Sharing
experiences

Give feedback o
and encourage
reaching new
goals!



Offer help
actively!

Personal_ise
the service

Ensure
good
visibility of
the service

Inform customers
abou! the
service!
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Thank you!

Visit our pages and we
can continue 7™\ AK=s\ = ¥ _k
discussing: ) ' <l = . |\ zZ

www.giosg.com
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