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Welcome to iceChat

Companies use iceBar for web to connect with customers, partners, and prospective customers
through instant messaging and web chat. iceChat allows anonymous users on the web to connect
to instant message-enabled endpoints/addresses from a simple web page. iceChat’s web
integration is designed using simple HTML and JavaScript allowing it to be used by most
browsers on the market without any issues.

ComputerTalk icelM Web

ice o = ¢ . -
Print Email Call Back Sound On End Chat
ComputerTalk iceIM Web ——— 2
iceIM Web de ComputerTalk R
Support Reprasentativa: 11:23 A0

Adding ComputerTalk's iceIM Chat to your Microsoft Lync
Server empowers your business with new modes of real-
time communication that benefit your customers and

How may we assist you today?

3 Web User. 113440
enterprise. I would like help with a contact centre
Lajout d'iceIM Chat de ComputerTalk & votre serveur solution. Can you provide me with some
Microsoft Lync permet & votre entreprise d'utiliser de information?

nouveaux modes de communication en temps réel qui

PR . . . . ) Support Representative: 11:34AM
bénéficient a vos clients de méme qu‘a votre entreprise.

We would be pleased to assist you

Support Representative: 11:35AM

Try Demo Now (&'

ComputerTalk's Enterprise-class ice Contact
Centeris a Lync/Skype for Business qualified
all-in-one contact center thatruns as a

ESSayer |a démo E native nart of the Lune/Skvne far Rusiness T
[Type what you want to say here ®
SEND
Probar demo ahora &
wtalk Ty ISV Qualfied ""“"’"”‘!i'j;ﬁ

This user manual provides information on the user interface, the different tasks you can
accomplish in the chat window and explains how to handle instant messages.



Chapter 1: Visitor Interface

Integration with current site

The iceChat login/chat window can open from any web page of your choosing. The chat will launch by a
call to a Javascript function. You may use any control compatible with Javascript to trigger this call and
the chat will launch. For example, a button, a hyperlink or an image. If you are integrating with a portal
and want to pass along user information, you need to make sure that the appropriate information is
populated in the page so that the scripts can pass it along when the chat is launched.

In the example below, Computer Talk provides a “Try Demo Now” button.

ice
CallBack SoundOn  End Chat
CO m p Ute rTa I k ’CeI M Web Support Representative: 1132AM
iceIM Web de ComputerTalk il
Adding ComputerTalk's iceIM Chat to your Microsoft Lync 2R Rep_reserjm“e 5 =

Server empowers your business with new modes of real-
time communication that benefit your customers and
enterprise.

Web User. 11:34AM

L'ajout d'iceIM Chat de ComputerTalk a votre serveur
Microsoft Lync permet a votre entreprise d'utiliser de
nouveaux modes de communication en temps réel qui
bénéficient a vos dients de méme qu’a votre entreprise.

Support Representative: 1134AM

We would be pleased to assist you

Try Demo Now G Suvpp‘olrt Rel‘:vez.enlfmlev = ’A :!:.'
Essayer ladémo (&
Probar demo ahora &

whalk G ISV Quoiiied  aeresonpaner




Chapter 2: The Chat Window

The chat conversation window has several features. Website visitors can print the chat transcript,
and end the conversation.
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Print

Website visitors can print the transcript of the conversation by clicking the Print button located in the top
menu.

oo ComputerTalk icelM Web

Welcome to ice Press 1 for sales, 2 for Support, 3 for others 0324AM
Customer 10:32AM
1
£33 Al
VWe are now transferring you to queue G32AM
10041 AM

System
We appreciate your patience. Your chat session will be routed to the
next available agent

System 10:47 AM

User 1202 has joined the conversation

User 1202 10:52 AM
Hello
Customer 10:52 AM
Good morning
Type what you want to say here @
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End Chat

The End Chat button allows the website visitor to gracefully close off the conversation. Before ending the
conversation they are given the opportunity to print the chat transcript.

End Conversation
Thiz will close the current conversation.

You can print a copy below.

Print Chat




Chapter 3: icePhone Chat Client

The icePhone chat client allows agents to receive and handle interactions through one
interface. Agents can handle and place chats from either the iceBar for Desktop or iceBar
for Web without the use of a separate softphone, such as Teams.

To use the icePhone, ensure the icePhone class of service is enabled for chat contacts.
For more information on how to configure the icePhone, please refer to the
iceAdministrator User Manual.
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Understanding the icePhone Chat Client

The icePhone chat client can be used to handle chat interactions. The client is composed of a content
pane, where the chat conversations with your contacts are displayed and a set of buttons across the top
of the client, to handle your contacts.

Chris (4231) - O X

E X & < O

Type a message here...

The bar of buttons across the top of the icePhone chat client window can be used to access additional
contact handling functions.

icePhone Chat Client Buttons

Button Description

Contact Data Displays the contact data including:
e Contact ID
e State

e Originator Name

e Originator Address
e Target Name

e TargetID

e Receiving Address
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e User Data

X Release Releases the contact and places the user on-hook.

Jip Consult Allows the user to consult with another user directly
from the icePhone chat client.

End Consult Allows the user to end the consult directly from the

icePhone chat client.

3 Transfer Allows the user to transfer the contact directly from
the icePhone chat client.

] LOB Allows the user to select LOB code(s) directly from the
icePhone chat client.

Canned Responses Allows the user to open canned response in the
icePhone chat client window.

Contact Data

The contact data tab will display the contact ID, user data, originator name and address, target name and
ID, receiving address, and user data. To close this tab, either click on the ‘X’ in the top right corner, or

click the button again.

Chris (1071) - o x
Y < O B CONTACT DATA x
Contact 1Dz 1071
State: On IM
05-00 03:37 PM Originator Name: Chris
New message received from "Chris” [acs:0a7e3dd5- Originator Address: acs:0a7e3dd5-f4f9-47e0-...
f4f9-47el-aa7d-1ab2el5efdat] Target Name: IM Queue
Target ID: 7000
Chris has joined the conversation. Receiving Address: sip:13001-chata@comput...
User Data: &

Type a message here...
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Release

The release button will release the contact and set the user on-hook.

[& Chiis (107 - m|

= < R
SR
New message received from "Chris" [acs:0a7e3dd5-f4f9-47e0-aa7d-1ab2e05efdat]

Chris has joined the conversation.

Type a message here...

Consult and End Consult

The consult button allows an agent to consult with an ice agent or any external IM address. When this
button is selected, a new tab will open on the right side of the window with a text field to enter a sip
address, the ice directory and if configured, the 365 tab. To close this tab, either click on the ‘X’ in the top
right corner, or click the consult button again.
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Chris (1071) : ’ i
B X & o x0 6 x
a

05.08 03:37 PM

New message received from "Chris" [acs:0a7e3dd5-

fdf9-47e0-aaid-1ab2e05efdat] e 365
Chris h,?cﬁ‘:.l’n ed the conversation. Search
Show logged off users
Name = D State

@ Admini... 1079  Logged Off
@ Andrea 1201 Logged Off
@ Andrea... 2000 Logged Off
@ Antonio 1102 Logged Off
@ ByronYu 2001 Logged Off
g DavidF... 2002 Logged Off
s ) Diane 1111 Logged OFf  ~

Type a message here...

To consult a user:
Step 1: Select the user or enter the sip address of the person you would like to consult.
Step 2: Click the Consult button. The consulting chat will be placed out.

To end the consult, click the End Consult button.

Transfer

The transfer button allows an agent to transfer the chat to another ice agent, 356 contact or any external
IM address. When this button is selected, a new tab will open on the right side of the window with a text

field to enter a sip address, the ice directory and if configured, the 365 tab. To close this tab, either click

on the X’ in the top right corner, or click the transfer button again.
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Chris (1071) - O x
axa:@oa x
aQ

05-09 03:37 PM

New message received from "Chris” [acs:0a7e3dd5-
fdf9-47e0-aa’d-1ab2e05efdat] e 365

Chris has joined the conversation. Search

Show logged off users []

Name & ID State

@Mandee... 9000  On Email

Type a message here...

To transfer a call:
Step 1: Select the user or enter the sip address of the person you would like to transfer the chat to.

Step 2: Click the Transfer button. You will be put into wrap up mode if configured, or back into the ready
state to handle your next contact.

Line of Business (LOB)

The LOB button allows an agent to select the LOB code(s) for the contact. When this button is selected, a
new tab will open on the right side of the window with a list of configured LOB codes. To close this tab,
either click on the X’ in the top right corner, or click the LOB button again.



15 iceChat Manual

Chris (1071) — O b
B X & R it x
a
05-0903:37 PM
New message received from "Chris" [acs:0a7e3dd5-
f4f9-47e0-aa7d-1ab2e05efdat] ice 365
Chris has joined the conversation. Search
show logged off users
Name « ID State

@ Admini... 1079 Logged Off =
@ Andrea 1201  Logged Off
@ Andrea... 2000 Logged Off
@ Antonioc 1102 Logged Off
@ ByronYu 2001 Logged Off

Type a message here...

@ DavidF... 2002  Logged Off
. ~ (@ iane 1111 Logged Off  ~

Canned Responses

The canned responses button allows an agent to select a canned response to enter in the chat window.
When this button is selected, a new tab will open on the right side of the window with a list of configured
canned responses. To close this tab, either click on the X’ in the top right corner, or click the button again.

Chris (1071) — O X
B X & < E ) LOB x
& Sales
05.09 03:37 PM [] [1] New customer

New message received from "Chris" [acs:0a7e3dd5-
f4f9-47e0-aa7d-1ab2e05efdab]

Chris has joined the conversation.

Type a message here...

: o I I
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Chapter 3: Handling IMs and Webchats

To handle IMs and Webchats, users must have Microsoft Teams installed on
their workstation or have the icePhone enabled. Users must also be configured to
handle IMs and Webchats in iceAdministrator. For information on how to
configure users to handle IMs and other modalities, refer to the iceAdministrator
User Manual.

Once the client is installed and configured and users log on to ice, IMs and
Webchats will alert on their computers. A new Teams session or icePhone chat
session is created for every chat and users will respond to the chat in the chat
client.

When users are in a Ready State, they can receive an instant message (IM) from
ice. The user State will change to On IM and the State Time refreshes to show
how long the User has been in the new state. The website visitor will see
“connected to support representative message” in their chat session.

If the Allow Multi-Contact Handling Class of Service is enabled, users can accept
additional contacts from ice. The existing conversation window will not close and
the user is able to pick up the next chat in the queue.
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Receiving an IM from Queue

ice can be configured so that IM and Webchats are queued to a selected group of users. For
example, your contact center may receive messages through a Live Chat button on your website.
These are directed to the first available user in the IM queue.

Users in this IM queue can either be regular users set up to handle multiple modalities or they
can be dedicated IM users set up to only handle IM contacts.

If users are logged on to a queue that receives IMs, they are notified of an incoming IM with the
‘iceBar: Incoming IM’ dialog box. If you are off-hook when the IM arrives, you will be notified by a
beep in your headset.

To receive an IM from the queue, users must be in a Ready State. When users receive a
message, the ‘iceBar: Incoming IM’ dialog box appears.

Note: When users with Auto Answer Email or IM class of service enabled receive a contact, they
will be presented with the Microsoft Teams toast window. The ‘iceBar: Incoming IM’ dialog box
will not appear. Users will hear a beep in their headset before being presented with the chat

session.

NCOMING IM

The table below describes the fields displayed on the ‘iceBar: Incoming IM’ window.

iceBar: Incoming IM

Field Description

Target The IM queue to which the message has been sent.

User Data Any data the IM sender may have entered.
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iceBar: Incoming IM

Field Description

‘Answer’ button. Once you click this button, ice routes the IM
to Microsoft Teams. Clicking ‘Answer’ is only required if Auto
Answer Answer Email/IM class of service is disabled.

‘Release Call’ button. ice sends the message back to queue.

Release

Redirect To: | This option is greyed out. You cannot redirect incoming IMs.

Answer

To handle the IM using Microsoft Teams:

Note: Users who have Auto Answer Email/IM class of service should skip step 1 and proceed to
step 2.

1. Click Answer on the ‘iceBar: Incoming IM’ dialog box.
Notice the Ready State button changes to indicate you are in the IM State.

2. A Microsoft Teams session opens. If canned responses are configured, the canned
responses list will open in a separate window.

a customer _icemessaging-...

(8} @computertalksandbox.com

c customer_icemessaging-2830@computertalksandbox.com (External) 11:23 am.
Customer has joined the conversation.

ffype a new message

18
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= Canned Responses — ] X

Customer (sip:Customer_iceMessaging)

[ Global
User-defined

 Segoe Ul ~ipt B I U XX AZ ¢ R

= 3

‘ Copy Options ‘

The IM content is located in the upper text box. To interact with the website visitor, users can
type responses in the lower text box and hit the Enter key on their keyboard to send the
message.

Alternatively, users can select a canned response to interact with the website visitor. To use
canned responses, simply select it in the list and click Insert. Alternatively, you may double-
click the entry and it will automatically appear in the conversation box.

The list of canned responses can be configured for iceChat in the iceBar Options menu under
IM Options - Canned Responses or within the iceManager settings page. For more
information, refer to the iceManager User Manual.

0] iceBar Options — O X
P

) Buttons
Default Template Mode: |Server j
Toolbar: User Functions
Toolbar: Contact Functions
System Tray

B Notification

PAQ

Call

IM

Response List

Global
User-defined

----- Quick Text

----- Call Options

----- Contact History

----- States/Stats Panel

----- Diagnostics

----- Startup Options

=1 IM Options

----- LOB / Resolution Code Options
Toolbar Properties

Add | |

About Profiles Change Password OK | Cancel ‘ Apply




iceChat User Manual 20

The screenshot below shows what users see. On their desktop, users see iceBar, the
conversation window, and a canned response list.

a customer _icemessaging-...

() @computertalksandbox.com

11:35 a.m.
Welcome to WidgetCo Wehchat! How may | help you?

Last read
customer_icemessaging-2832 @computertalksandbox.com (External)

11:36 a.m.
Hello, how much does widget B cost?

11:36 a.m.

Widget B costs $10.

fype a new message

The screenshot below shows what the website visitor sees:
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terTalk icelM VWeb

Witlcorme ta ice Prass 1 for sales. 2 for Support, 3 for athars 11594
Custonmer 1104 Ald
1

W are now transferring you to queue

System Fi-Ba AR

Wser 1201 has joined the conversation

User 1201 (FETFTT]

Welcome ta WidgetCo Webchat! How may | help you?

Customer 1036 AM

Hello, hew much does widget B cost?

User 1201 TP38 AM

Vidget B costs 510

Ty what vou want to a8y hére (:.:]

&

Note: Agent display names are configurable using the IM alias field in iceAdministrator. For
more information, refer to the iceAdministrator User Manual.
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Once users are finished with the conversation, they can end the contact by clicking on the
release button on their iceBar.

Users will automatically be put into the Ready state unless they have Wrap Up enabled.

Note: Users with the Request to Select Next Contact class of service feature will need to
click Request New Contact to receive the next chat or pick the next contact in the queue.

If the website visitor ends the conversation, the user will receive a “The other party has left

the conversation” message. This message can be modified to fit the needs of your contact
center.

0 customer_icemessaging-...

8y @computertalksandbox.com

Customer has Joined the conversation.

11:48 a.m.
Welcome to WidgetCo Webchat! How may | help you?

Last read
customer_icemessaging @computertalksandbox.com (External) 11:48 a.m.
Hello, how much does widget B cost?
11:48 a.m.
Widget B costs $10.
customer_icemessaging @computertalksandbox.com (External) 11:48 am.

Conversation terminated by user.
Customer has left the conversation.

You are the only party left in the conversation.

Type a new message

If the user ends the conversation first, the website visitor will receive a “The other party has

left the conversation” message. This message can be modified to fit the needs of your
contact center.

22
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D ComputerTalk icelbd Web - Work = Microsoft Edge = (] =
witerTalk icelM Wb
Welcome o ice  Press 1 for sales, 2 for Suppart, 3 for others T1ooaM
Customer Trslaum
We afe mow transterring you 1o gueue rrfzam
5}1“.-,», LR+ 11
User 1201 has joined the conversation
User 1201 (FE 1Y)
Welcome 1o WidgetCo Webchat! How may | help you?
Customer e e
Hello, how much does widget B con?
User 1201 P88 Akf
Widget B codts 510
Systermn e pL
User 1207 has left the conversation
Syiterm 1155 ALE
You are the anly party left in the conversatian
Type what you want to say here &

4. Users should click the Ready button to remove themselves from the IM state.
They may also right-click the Ready button to move to the Not Ready state.

Note: This step is only necessary if Wrap Up is enabled or when Multiple IM Handling is
enabled.

To handle the IM using the icePhone:

Note: Users who have Auto Answer Email/IM class of service should skip step 1 and proceed to
step 2.



Answer
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Click Answer on the ‘iceBar: Incoming IM’ dialog box.
Notice the Ready State button changes to indicate you are in the IM State.

An icePhone Chat session opens.

(1071) O %

B X |

05-09 03:37 PM

New message received from "Chris" [acs:0a7e3dd5-f419-47e0-aa7d-1ab2e05efda6]

Chris has joined the conversation.

If canned responses are configured, they are accessible by clicking the canned responses
button, highlighted in red below. The canned responses will open in a new tab within the chat
window.

24
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Chris (1071) - O X
E % M = O e CANNED RESPONSES X
& General
05-0903:37 PM 3 Thank you for your question. Ple...
New message received from "Chris" [acs:0a7e3dd5- . i .
f4{9-47e0-aa7d- 1ab2e05efdat] [3 Sorry for the inconvenience this has...

O Is there anything else | can assist yo...
Chris has joined the conversation.

Type a message here...

The IM content is located in the upper text box. To interact with the website visitor, users can
type responses in the lower text box and hit the Enter key on their keyboard to send the
message.

Alternatively, users can select a canned response to interact with the website visitor. To use
canned responses, simply select it in the list and click send. Alternatively, you may double-
click the entry and it will automatically appear in the conversation box.

The list of canned responses can be configured for iceChat in the iceBar Options menu under
IM Options - Canned Responses or within the iceManager settings page. For more
information, refer to the iceManager User Manual.



iceChat User Manual 26

iceBar Options - ] X

= Buttons
----- Default Template Mode: |Server j
----- Toalbar: User Functions

----- Toolbar: Contact Functions
----- System Tray

=- Notification

Response List
Global

Auto Dial
Email

Quick Text

Call Options
Contact History
States/Stats Panel
Diagnostics.
Startup Options

= IM Options

----- LOB / Resolution Code Options
----- Toolbar Properties

Add Edit |

About Profiles Change Password OK | Cancel | Apply
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The screenshot below shows what users see. On their desktop, users see iceBar and the
conversation window.

Mandeep (acs:105ccd6e-2970-4116-90b1-b7092ad 1 CONTACT TIMI QUEUED LONGEST TN
. IM Queue (7000) N >< N . ( ) JULIE (1301) D'\.l MULTI IM
5ip:13001-chata@computertalksandbox.com Resease G0 00:00:12 o 00:00:00 ./  Administrator 00:00:12
Chris (1071) - o X
B X & R CANNED RESPONSES x

& General

0509 03:37 PM
New message received from *Chris* [acs:0a7e3dd5- - - -
f410-47e0-0a7d-1ab2e05efdat] [ Sorry for the inconvenience this has...

l [ Thank you for your question. Ple.

[ Is there anything else | can assist yo...
Chris has joined the conversation.

Thank you for your question. Please provide your name and phone
number.

The screenshot below shows what the website visitor sees:
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- ComputerTalk icelM Web 8 4« &

Welcometaice  Press 1forssles, 2 for Support, 3 for others

03-22 0104 204
1

03-2201:05H
‘W are now transferring you to queue.
03-22005 i

User 1301 has joined the corversation.

User 1301 ©03-22 08 PM
or your guesticn. Please provide your name and chone number.

Note: Agent display hames are configurable using the IM alias field in iceAdministrator. For
more information, refer to the iceAdministrator User Manual.
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3. Once users are finished with the conversation, they can end the contact by clicking on the
release button on their iceBar or in the chat window.

Chris (1071) - O x
EB& = E CANNED RESPONSES x
& General
Us090aarem [ Thank you for your question. Ple..

New message received from “Chris” [acs:0a7e3dd5- forth . his b
£4£6-47e0-337d-12b2e05efda6] [@ Sorry for the inconvenience this has...

[ Is there anything else | can assist yo...
Chris has joined the conversation.

05-09 03:40 PM
Canned response!
Thank you for your question. Please provide your

name and phone number,

Type a message here...

1071) - O 'Y
El < 1 CANNED RESPONSES x
05-0903:37 PM .

New message received from "Chris” [acs:0a7e3dd5-
f4f9-47e0-2a7d-1ab2e05efdat]

Chris has joined the conversation.

05-0903:40 PM

Canned response:

Thank you for your question. Please provide your
name and phone number.

05-0903:a1 PM
You are the only party left in the conversation.

Users will automatically be put into the Ready state unless they have Wrap Up enabled.

Note: Users with the Request to Select Next Contact class of service feature will need to
click Request New Contact to receive the next chat or pick the next contact in the queue.

If the website visitor ends the conversation, the user will receive a “The other party has left
the conversation” message. This message can be modified to fit the needs of your contact
center.
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If the user ends the conversation first, the website visitor will receive a “The other party has
left the conversation” message. This message can be modified to fit the needs of your
contact center.

ice ComputerTalk icelM Web B « @

Welcometoice  Press 1 for sales, 2 for Support, 3 forothers

03-2Z01:04 PM

User 130

4. Users should click the Ready button to remove themselves from the IM state.
They may also right-click the Ready button to move to the Not Ready state.

Note: This step is only necessary if Wrap Up is enabled or when Multi-Contact Handling is
enabled.

Accessing Statistics
IM statistics are tracked the same way voice calls and emails are tracked. IM statistics appear in
all contact-related reports. For more information, refer to the iceReporting User Manual.

iceJournal can be used to review IM transcripts and high-level information about a specific IM
interaction. For more information, refer to the iceManager User Manual.

30
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