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INTRODUCTION

Instant Chime for IBM Sametime is an enterprise service desk application that enables service desk

enabl ement, and o6click to chaté functionality, wusing
platform.

Typically, Chime is deployed as part of either an Apache Tomcat\Microsoft SQL Express installation or an
IBM Websphere\IBM DB2 deployment. Your installation and configuration preferences are generally
based on enterprise preferences and internal licensing.

Chime provides a client based IBM Sametimepl ugi n t hat extends the agentbs
provides functionality such as an 6in placedé context
requests, and additional agent level functionality. The Chime plugin may be installed on either an IBM

Sametime standalone client, or the embedded Sametime\Notes client.

Chime leverages the IBM Sametime platform for agent awareness and agent IM routing T and this IBM
Sametime functionality may be accessed via an on-premise installation or via the IBM Sametime service
provided the IBM cloud functionality (IBM Smarter Cloud).

The following document will describe the Chime plugin installation process i based on a Sametime 9
client.

The Chime plugin is supported on the following Sametime platforms

T Sametime 8.5x
1 Sametime 9.x

The Chime plugins work on the following OS instances

1 Windows 7.x
1 Windows 8.x
1 MacOS
1 Linux
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This document is intended as a guide to help you fully utilize Chime. If you have any further questions,
please contact us at support@instant-tech.com

OVERVIEW

At a high level, Chime is designed to connect people looking for assistance with an agent who can
immediately provide assistance. Chime utilizes the existing IM (now referred to UC) infrastructure
deployed within an enterprise to help broker and establish this connection. In Chime, agents are

mai ntained as part of a déqueueb. Each queue ha
for inbound requests and route requests that are received. Each queue al so incl
which is an IM entity that will monitor the presence of the agents, route IM requests to the agents using
IM, and broker all queue activity using the IM layer.

Typically, a queue will have the following important properties:

1 List of people (agents) who can provide assistance
1 IM dispatching entity (i.e. a named entity that logs into an IM server on behalf of the queue)
1 Set of properties to define how the queue behaves
1 Set of inbound listening systems (i.e. click to chat links)
1 Possible integration with other systems such as internal directory, CRM system, or existing
ticketing system
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SETUP AND CONFIGURATION

After installing the Chime plugin, the first thing to do is verify the configuration settings of the plugin. The
Chime preferences are located in the standard Ul of the IBM Sametime client. After the Chime plugin is
installed, a new option will be available as part of the Sametime preferences.

BASIC CONFIGURATION:

Click on the "Preferences" option in the File menu.

E‘)}B}I’Iﬁmme Connect - cregan

Find a person or number

New 3
Cassie Regan
Set my geographic locatios LogIn >
@~ lam available Cancel LogIn
Contacts - Log Out
» Customers 0/1 Invite to Chat...
4 Dispatchers 4/5 Chat History
H DispatchSTHEIDI ¢ oo Capture...
@ DispatchST HelpN
@ DispatchST Sales Alerts »
DispatchST Salesl| Privacy Lists...
@ Systemi
 IMEntry Points 4/39 Manage Contacts »
4 Instant Employees 9 Calling Options »
W eric richards Broadcast Tools »
@ Ken Mercado/US/l Chat & n
= Lisa McManus/Us it
@ Michael McPhers¢ View »
@ mquinlan
[S§ Peyton McManus!/| Plug-ins »
@ sworks Hel =
@ Umesh Sharmalin| i
@ Vivek Garg/indialln About IBM Sametime
» TestUsers 0/6 e —
» Work 9/16
Exit

N

Click on the "Instant Chime" line.

type filter text Instant Chime

Accessibility
| Accounts
Auto-Status Changes
Chat Window p://serverFODN.com
Contact List
External Applicati
i» Install/Update ‘

MNetifications

> Sametime Meeting Rooms
[» Server Communities Enable multiple windows for all Users

Spell Checking Enable Standard Replies from Server
Status Messages

Team Sessions Enable Standard Replies Update Standard Replies

1> Voice and Video Automatically send text when selected

CRM Panel Height | 250 | width |75 |

Enable Tracing
| C\Trace.log ‘ ‘ Browse.. |

Version: 1.0.7

| Restore Defaults| | Apply |

‘ oK | | Cancel |
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ENTER SERVER URL:

In order for the Chime plugin to access the various Chime settings, the Chime server URL should be
provided. This will enable the Chime plugin to recognize conversations originating from Chime queues,
retrieve the list of server based standard replies, and access the various Chime queue settings that may
be required to transfer Chime requests or invite other agents, or people, into Chime sessions

The URL should be similar to: http://<YourDomain>/chime/plugin/getAllQueueDetails

¥ Preferences =

type filter text Instant Chime A YLV
Accessibility )
F— Chime Database Configuration
Auto-Status Changes Enter the Server Url
Chat Rooms and Broa http:// /chime/plugin/getAllQueueDetails
Chat Window and Trans
Contact List e
Emoticon Palettes Attempt to fetch settings from server: -
External Applications -
Fle Transfers e e
Geographic Location
Instant Chime
Instant Share Enable multiple windows for all Users
Language Enable Standard Replies from Server
Live Text _ )
Notifications Enable Standard Replies [ Update Standard Replies ]
Privacy Automatically send text when selected

Sametime Meeting Rooms CRM Panel Height
Server Communities
Spell Checking Enable Tracing

Status Messages C:\Trace.log

Voice and Video

250 Width 875

Widgets Version:1.0.7
<, m ] ) [Restore Defaults] [ Apply ]
[ oK ] [ Cancel ]
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USE REFRESH BUTTON TO RETRIEVE SETTINGS BEFORE FIRST USE

Click on the "Refresh" button. This will test the connection and prepare the plugin for work. You will see
sever al message in the OResultsd field. | f no error mes:
the plugin.

_hat Window and | ranscrig

Contact List

Emoticon Palettes SUCCESS i
External Applications =

File Transfers

Geoaraohic Location

Results

Standard replies are common replies that an agent might use in order to quickly reply to chat messages.
To enable the Standard Replies functionality simply check the "Enable Standard Replies".

I f you want the standard reply to be sent without the
the chat conversation, check the "Automatically send text..." option.

Tracing is something useful in troubleshooting the pl u
would like to help identify an issue with the plugin.

Click the "Apply" button

HIGH LEVEL FUNCTIONALITY

The Chime plugin for IBM Sametime provides several main purposes.

1. Allows the agent to handle multiple IM chat sessions with a Chime queue at the same time.
2. Provides a toolbar that provides for Chime functionality to be immediately available to the agent
3. Provides the mechanism to attach a Chime context window to the active chat conversation.

4. InstallsaJavaScripto6 br i dge6 that provides the ability for the
communicate with, and send information to, the Sametime client.

ENABLE MULTIPLE CONCURRENT CHIME CONVERSATIONS

By default, IBM Sametime will attempt to combine IM sessions between two entities, the agent and queue
dispatcher, into conversation. Sametime coalesces unique IM conversations between the same two
people into one conversation in order to minimize the IM windows that might display as part of a
conversation between the same two people. However, with Chime, the agent may need to have multiple
unique IM conversations active between the agent and the Chime dispatcher.

If agents indicate that they are not able to participate in multiple conversations with the Chime queue, or if
multiple conversations with the queue result in 6conve
not installed, or configured, the Chime plugin.

In order to agents to participate in multiple concurrent conversations with a Chime queue, the agent
should install and configure the Chime plugin.
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ACCEPT A CHAT REQUEST

Once an agent has been added to one or more queues in Chime, they will be ready to accept chat
requests from seekers. When a chat is routed to an agent, they will receive an IM with a text naotification

that someone is |l ooking

To accept a chat request
they will immediately be connected with the seeker.

DECLINE A CHAT REQUEST

To decline a chat
the request will be routed to another agent.

AGENT DASHBOARD

reqguest using

for help, and to press 6

thers semdl.gONnce thenagent haseaccepted theechat) y

O

Sameti me, type

The Agent Dashboard is designed to give high-level information on an agent-specific level in real time. It
will show how many chats the agent has had for the day, their average speed to answer, and some chat
history. As soon as an agent logs into Chime, they will be directed to their Agent Dashboard.

Agents can also access their dashboard from their Sametime client if they have the Chime plugin
installed. For more information on how to do this, please refer to: Launch agent dashboard.

Viewing the agent dashboard requires the agent to login to Chime first. So, enter the Chime URL to
access the application, it should look something like: <YéurDomain>/ ¢ hi me 6

You will be prompted to login to Chime. Enter your agent credentials into the username and password
fields. Once you login, you will be directed to your agent dashboard. It should look something like this:

Average Speed to Answer

00:01:13
Awg. Chat Duration

00:02:27
Total Chat Duration

# of Accepted Chats

My Dashboard  Agent Dashboar anitoring Panel Agent Plugin-
. 2 00:00:33
Tim
Caonversations
Howlett
Agent Activity for Tim Howlett
All Quees 2]
Helpdesk North America 2]
1
JBM Helpresk ]
4
% 3
5
5
® 2
'
0Oo0NDoD00DO0O00O000O000O0O0D0
1 Lo
2eRgREggmURERLLe
828855558888 888823
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TOOLBAR

In order to provide the agent with quick access to a variety of Chime services, the Chime plugin provides
an additional toolbar that is attached to each chat session.

chime contact_center

You have received a request for support in the Chime Center Queue. Their question is Hi | need a

password reset please.

Please press ' to accept, or 'n’ to decline this request.

Violet Sawyer
¥

chime contact_center
You are now connacted.

Customer Question: Hi | need a password reset please

Chime Toolbar

1:00:54 PM

1:00:58 PM

1:01:01 PM

bsru ARG &- a8 =

g

Fesry-8-BH0GO0

The following is a quick overview of the toolbar actions:

i After Call Work Mode
Invite Anyone in Sametime i ]
Transfer to Another Agent « i I |l Copy Conversation

1 | [ [
Transfer to Queue | I i I |
i I | ] I

N & - 5 adaes-8-EH0GO

N 1

Show Ticketing Panel || i i | | Wait for Seeker Reboot
Invite Outbound Request I : IUph}ﬂd File
|

Standard Replies
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TRANSFER TO QUEUE

In some situations,i t mi ght be useful to transfer the seeker to a
gueued button, the agent will be able to designate a q!
{. Transfer Seeker @

g Seeker will be transferred to selected queue

Choose Queue

»

Queue

Demo Suppert - demo support

Fastclaim - Fastclaim

Helpdesk India - DispatchST HelpIndia
IBM Helpdesk - Pharmacy

Sales India - DispatchST SalesIndia

Sales Morth America - DispatchST SalesMA
Systern Test - IBM Helpdesk

Systern i - Systemn i

m

Systern p - Systerm p

Systern x - System x

System xy - Hardware

Test User 80 Queue - VGTest User201

4| I | r

| Transfer || Close |

Select the appropriate queue and then click the transfer button.
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SHOW TICKETING PANEL

The ticketing panel provides a Chime context URL to be displayed to an agent i in order to provide
additional information about the customer and optionally provide additional services to the agent (possibly
provided by the web page 1 i.e. via the Chime JavaScript bridge)

175 chime contact_center [started: 1:00:54 PM] EI@

Find a persen or number

chime contact center

RO 8

chime contact_center

You have received a request for support in the Chime Center Queue. Their question is Hi | need a 00:54 P
password reset please.

Please press ' to accept, or 'n' to decline this request.

Violet Sawyer
y 00:59 P
chime contact_center

You are now connected. 01:01 P
Customer Question: Hi | need a password reset please

biu ARG &- AaEsaFes¥-8-EH11O0

Information

Chat ID: 56a64411-3f40-4550-078e-3a7 367F5950c
Question: Hi | need a password reset please Mame: ITIM UserT

Queue:

Chime Center (chime contact_center) Email

2 min 16 seconds

Total Time: Serial: na

21172015 1:03:31 PM

Time Entered: Location:

Time Waiting: G seconds IM Status: Cnline

Refarring:

Client: Web\isitor
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TRANSFER TO ANOTHER AGENT

In some situations, it may be appropriate to invite another agent from the current queue into the active
conversation.

i 1

q'-_'q} Inwvite Others @

]
Invite others to join this Chat
I !

Choose invitees

*

Expert Name

tim howlett

dan cronin
Peytonmac McManus
WiGTest User281

naomi henderson

m

dan hughes

gabriel hale
kevin hopkinson
CM=Peyton McManus/OU=U5/0=Instant

archer hainsworth

I o

tristan srott

Send ] [ Cancel

When the O6transfer t o analitbfalrageatgfeom thécurrentqueuewiibesel ect ed,
displayed.

Simply select another agent from the queue and click the send button.
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INVITE OUTBOUND REQUEST

While most conversations with a Chime queue are initiated from a web portal or IM client, it might

someti me be useful for an agent to O6invited a seeker i
send the O0seekerd an iChimeéqueuesession.t o participate in a
This is typically useful in the case where the 6seeker

agent would like to communicate to the seeker via the normal Chime queue platform.

4+ Oubound Request

N
& Select user to submit cutbound request

Choose Seeker

Mame

|:u| o]

IMEntry Points
Instant Employees
 Work

& 18 8

dan cronin (dan cronin)

O Interview Websupport (Interview Websupport)

Jim Rogers (Jim Rogers)

Ken Mercado/U5/Instant (Ken Mercado/U5S/Instant)

Michael McPherson/Instant (Michael McPherson/Instant)
[ Password Reset (Password Feset)
Peyton McManus/US/Instant (Peyton MchManus/US/Instant)
— Peytonmac McManus (Peytonmac McManus)

—_ |

[ sworks (sworks)
(1= B 3 e TrT

So, an outbound request enables the agent to invite a customer into a Chime session, possibly if the
customer was not able to connect with an agent in an earlier encounter.
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INVITE ANYONE IN SAMETIME

One of the major advantages of Chime for Sametime is the ability for an agent to include anyone in the
Sametime network into a Chime session. For example, a first level technical support agent may be able
to answer many common questions, however, at certain times the agent may need to include engineers,
or developers from other areas into a Chime conversation.

The ability to include anyone in the Chime session enables the agent to include any person, who has a
Sametime account, into a Chime session, even if the person is not a member of a queue or allocated as
an agent.

e )

;;Tq; Invite Others @

N
Invite others to join this Chat
o&Er .

Choose invitees
Mame

Find a perscn Q

Remowve Selected ]

[ Send ][ Cancel ]

When the &lisa&iogptiodhm i s selected, Chime will display a
selection panel where any user in the Sametime directory may be selected for inclusion into the Chime
session.

When the other person joins the conversation, the conversationwil | aut omatically be escal
conversation for both the agent and new participant.
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STANDARD REPLIES

Standard replies enable the agent to leverage both server based, and local, standard messages in order
to provide common replies.

For server based replies, the standard phrases are managed at the Chime queue level i typically by a
manager.

For local replies, the agent has the ability to create, and manage, a set of replies that will only be used by
the individual agent.

To use a standard reply, click the icon and the list of local standard replies, and server based standard
replies, will be displayed:

” 3

iHl'

a doeZ-8-080
|

Local Standard Replies » m

Server Standard Replies y Customer Support Contact Details

Directory Loading Issue with Applet

Here is the list of local standard replies:

Local Standard Replies L Out of office
Server Standard Replies 2 Unavailable
Page | 16 Copyright © 2016 Instant Technologies. All rights reserved.
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In the case where the agent would like to manage their standard replies, the agent will need to navigate
to the Chime preferences panel and edit their standard replies.

r

¥® Preferences

type filter text

Accessibility

Accounts

Auto-Status Changes
Chat Rooms and Broadcast ~
Chat Window and Transcript
Contact List

Emoticon Palettes

External Applications

File Transfers

Geographic Location
Instant Chime

Instant Share

Language

Live Text

Notifications

Privacy

Sametime Meeting Rooms
Server Communities

Spell Checking

Status Messages

Voice and Video

Widgets

Instant Chime

=]

Chime Database Configuration
Enter the Server Url

http://
["F+) ime

Title

|/chime/plugin/getAllQueueDetails

Text

List :-

Add | [ Remove | [ Update |

Title

Text

[ Save | [ Close |

e Chime Standard Replies E

Title

Unavailable

Text

I'am currently not at my desk orI am busy helping other customers,

List

i F

Add I’ Remove ” Update

Title Text

Unavailable Iam currently not at my desk or I am busy helping ...

Save

] [ Close
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AFTER CALL WORK MODE (ACW)

After call work (ACW) provides a short period of time, after the agent completes a Chime session, for the
agent to log additional information about the Chime session and complete any other recording keeping
that might be necessary to describe the Chime session.

When the agent is in ACW mode, Chime will not route waiting sessions to the agent. The agent may
automatically be removed from ACW mode after a specified amount of time i that is configured by the
Chime administrator.

FosE aoadae @ 8-08O0
Set State; ACW Made
Set State Active

FILE UPLOAD FEATURE

Agents have the ability to directly send files to seekers using the agent plugin. To send a file, click on the
blue 6Upl oad Fil ed biutdbotbar.Mheh, the agenewdl beoable tb fick a fijeltousgnd.

sEsFerv-s{@p

Upload File
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|COPY CONVERSATION

In some cases, it might be useful for the agent to quickly copy the entire Chime conversation.
FeEsFeT-8-[0/RO

Copy Archive

WAIT FOR SEEKER TO REBOOT

In certain situations, the agent may request that the seeker reboot their machine. This might be required
if additional software needs to be installed, or if system level changes were required as part of the Chime
session.

M 4 =

Waiting for Seeker Reboot

I n this case, the seeker will b €the Chineqeede andrthieyowilla 6 h ol di n
automatically be reconnected with the current agent when they re-enter the queue (after their reboot). If

the seeker does not re-enter the queue in a specified amount of time, the placeholder for the seeker will

be removed and the agent will be enabled to accept new Chime sessions.
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CHIME CONTEXT WINDOW

The Queues page is where you can add, edit, and remove queues within Chime. When you open the
Queues page, Chime displays the queues you have provisioned, as well as some high level information.

ENABLE AGENT CONTEXT WINDOW

Each queue may be optionally configured to render a URL to the agent when the agent accepts a
conversation from the queue. This URL may be the location of an enterprise ticketing service, an external
CRM system, or the standard URL provided as part of Chime.

Queue Settings

Basic People Text Resources Routing

I Enable Agent Context Window

URL @

https:/ina8.salesforce.com/001?icf=00BC0000007 mlAk

Web Client Address: http://174.129.244 .84/ ITFramework/itchat/chatuis.html?userName=DispatchST SalesNA
Settings have been changed. Be sure to save before changing Close
tabs.
This context window URL will be transmitted to the age:]

conversation from the queue. The context window will be displayed at the bottom of the Sametime chat
window and will be associated with the Chime session.
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The following screen shot demonstrates a familiar URL attached to the context window. This URL is
automatically 6éopened6d in the attached chat window whe.

File Edit View Tools Help

& Fa&

O VGTest User79
Active

VGTest User79 There is an incoming request in the Queue. Their question is why does this say Queue Manager V4,
Presz y to accept this request.
Peyton McMan... ¥
VGTest User79 You are now connected.
Customer Question:
why does this say Queue Manager V4
Peyton McMan... Hello...| can help you

U BaAT|dO | HO=@r|AEB8EFeT-8- %O

Google

Google Search I'm Feeling Lucky
<
VGTest User?d is available

The following is a more reasonable example of a Chime context window:

b iU QAT|BO £O@=2@ S$& Y-l

Sure..I can help answer your question \@]

Information Ticketing
Chat ID:|d5c7a75a-e874-4a33-Bfe6-4a39147abel7 | Refiesn | Waiting for Reboot

Question: | have a question about my policy Mame: Web Visitor
Cueue: ITSales (instant sales) Email:
Total Time: 54 sec Serial:
Time Entered: Wed Jun 12 14:22:01 EDT 2013 Location:
Time Waiting: 4 sec IM Status: COnline
_Referring: Client: WebVisitor
Ll m
(=
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INSTANT CHIME JAVASCRIPT BRIDGE

The I nstant Chime plugin includes a HTML to JavaScript

executed within the embedded context panel to send text to the native IBM Sametime client. This might
be useful in order to:

1 Provide standard replies to customers
1 Provide customers with information from other systems
T Pass information from an existing system to

The following short example demonstrates a very simple example of the Chime JavaScript bridge.

In order to pass information from JavaScript to the embedded context window, the developer should call
the following JavaScript method:

result = JSBridge(message);

USING CHIME JAVASCRIPT BRIDGE

1. Create a JSP page. Add a fiettl and button on it

— Instant JsBridge

Message: test S

Add a script tag and add below code in it.

<script language="JavaScript">
function sendMessage() {
var message = document.getElementByld("ITForm_message").value;
callJSBridge(message);
}
function callJSBridge(message) {
/lalert(‘callJSBridge 1 : ' + message);
var result;

try {
result = JSBridge(message);

} catch (e) {
document.getElementByld("datacontainer").innerHTML ='ajava
error occurred: ' + e.message;
return;
}

for (var i = 0; i < result.length; i++) {
document.getElementByld("datacontainer").innerHTML =
'Response from IQMV4 Plugin \n ' + result[i];
}
}

</script>
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On button click we call AfsendMessage() 0 method.
<input type="button" value="Submit" onclick="sendMessage()"/>

Sowhent he submit button is O6clickedd, the JSBridge metho
client (into the 6édsend textdé area).

) Sys cta d: 2:23:20F = J.‘E?J.Sz

File Edit Wiew Tools Help

8Fas&

Y B System i
Ackive
P .
Systen i There is an incoming request in the Queus, Their question is 02, 2:23:120 PM
Press v to accept this request.
Umesh Ssharm... W 212323 PM
Systen i You are now connecked, 2:123:25 PM
gslstomorQuostlon:

b i !|;*A$1¢3T|EQH§|@§E|!'~8893@'—!—&50

Send
Test 15 |

|
Instant JsBridge
[Vessage: |TestJS
L
=]
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PLUGIN DIFFERENCES BETWEEN QUEUE MANAGER AND CHIME

For agents who were familiar with the Queue Manager Ul, there are a few features for agents used in
Queue Manager that have been changed/removed in Chime.

LAUNCH AGENT DASHBOARD

In Queue Manager, an agent with the plugin installed would have access to the monitoring panel through
their Sametime client. In Chime, Agents have the ability to launch the Chime application and view their
agent dashboard from their Sametime client. Instead of having an embedded panel, they will need to click
the ALaunch Agent Dashboardo button.

e/ IBM Sametime Connect - cregan | [~ E ]

Cassie Regan
Set my geographic location?
¥ lam available

Contacts - n 8 - |:| =

[ Customers 1M
4 Dispatchers 4/5 |Launch My Dashbeoard
[ DispatchST Helpindia
[ DispatchST HelpMA
[ DispatchST Salesindia
DispatchST SaleshA
W Systemi
IMEntry Points 9/39
Instant Employees G610
@ Ken Mercado/US/Instant

|

& mauinlan
@ Peyton McManus/US/Instant
I sworks
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PREFERENCES PAGE DIFFERENCES

In Queue Manager, agents could access the Chime plug-in settings through Sametime preferences. This
is still the same in Chime, but when accessing the preferences page, agents only need to provide the
server URL that will grab queue settings. They no longer need to enter their username and password for

this section.
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