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Hierarchy Structure

Business Entity > Site > Customer Service Group > Customer Service Agent

Conversation Panel

The Conversation Panel enables customer service agents to interact with and assist visitors.
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Multiple Sites (When there are more than four sites, they will be added to the right. You can use Shift
+ Mouse Wheel to scroll horizontally.)
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Quick Site Selection
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Site Unread Message Alert
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Chat Panel

Send Message
Press Enter to send the message after typing.

Messages from the visitor appear on the left; messages from our side appear on the right.
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Send Images

Multiple images can be sent at once. Single image deletion is supported. Currently, the file size limit
for each image is 2MB.
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Chat List

Unread Message Count Notification
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If there are more than 99 unread messages, the notification will display as "99+".
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Search Records

Click the magnifying glass to search the history records.
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The history records are preset to display messages from the past 30 days.
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You can enter text to search the message records from the past 30 days.
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Personal Information

Click on Personal Information to view member login details (this field can be customized).
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Quick Reply

Click to quickly reply with stored information (Quick Reply list for personal account).
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No information has been set up yet. Use the shortcut key to go to the "Quick Reply" settings.
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Information can be created from categories.
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Search keywords (category/title/content) will display all relevant results in the list.
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Invite Other Agents
Click to list online agents. Select an agent and invite them to join the chat room.
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Available Customer Service Page
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No Customer Service Page
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Hang Up
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Click to End the Conversation Immediately
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Leave Group
*You can only leave the group if there are other agents in the chat room.
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Reception Information

The agent account does not have permission to view this page.

Reception Information List
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Search Conversation Content
e You can search for any keyword within the conversation content. To search, enter the
keyword and click "Search" to begin. (Empty spaces cannot be searched. If there is space
between words, the search will include them.)
o The search will display how many times the "Conversation Content" keyword appears
and show the position of the keyword found in the message

Example: "A total of 54 keywords found, this is the 52nd."

e The search will proceed from the oldest to the newest messages. Press Enter to
sequentially display the results from top to bottom, and press again to return to the first
message. You can also use the mouse to click the buttons to scroll through the results (X to
clear the search).
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First Response (Duration = Agent Join Time - First Ring Time)
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Switch Between Top and Bottom of the List
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Export Reception Information

Supports export in Word and Excel file formats.
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Example: Word Export Format
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Example: Excel Export Format
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Data Statistics

Customer Service Data Statistics
The average response duration is calculated in minutes (rounded to one decimal place).
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Export Customer Service Data Statistics in Excel Format
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Settings

Business Management

Chat Rules
Auto End Chat Settings
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Add Business Sub-account

At least one business permission group must be created first.

e Account
o Length: 6-20 characters
o Allowed characters: Half-width English letters, numbers, and underscores (_)
e Password
o Length: 8-20 characters
o Allowed characters: Half-width English letters, numbers, and symbols (no spaces)
o Minimum requirements: Must include at least one uppercase letter, one lowercase
letter, one number, and one symbol

Permission Scope: Site
Based on the assigned permission group, the user can perform operations on specific sites.

Example (Partial Permissions):
Currently, the business account has Site 1, Site 2, and Site 3.

If Sub-account 1 selects partial permissions for Site 1 and Site 2, then Sub-account 1 can
perform operations on Site 1 and Site 2.

Example (Full Permissions):
Currently, the business account has Site 1, Site 2, and Site 3.

If Sub-account 2 selects full permissions, then Sub-account 2 can perform operations on Site
1, Site 2, and Site 3.

If no sites have been created yet, partial permissions cannot be selected, and only full
permissions can be chosen.
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Sub-account List

The business master account cannot be viewed or modified in the list. If you need to

adjust the business master account information, please contact the administrator.
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Operations can be performed on sub-accounts.
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Disabled Status
The sub-account can only be deleted after it is disabled.
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When changing the password of another account (permission required), please

enter the administrator's login password.
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When changing the password of the currently logged-in account, the original password
must be entered.
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Business Permission Management
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After setting or modifying the permissions, please click "Save".

It is recommended to at least grant "View" permissions.
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Site Management

Site List
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If no customer service groups have been created, they cannot be assigned.
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If customer service groups exist, multiple groups can be assigned to handle visitors of this site.
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Site List

Once the site is disabled, it cannot be re-enabled. Please contact the administrator if re-enabling is
required.
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Site Integration

Provide the necessary information for front-end API integration.
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Pre-inquiry Form

Pre-inquiry Form (off)
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Pre-inquiry Form (on)
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Captcha

Only JPG/JPEG format images can be uploaded.
The image verification format should be 300 x 150 (2:1 ratio).

A maximum of one image can be uploaded. If no image is uploaded, a default set of three images will
be randomly displayed.

The "Captcha" field (including the switch and image upload) will only appear when the pre-inquiry
form is enabled.

e If the verification option is turned off, the verification image will not be displayed.

e If the verification option is turned on, the verification image will appear. Clicking the
image allows you to upload a new one. Hovering over the image and clicking will
delete it.



Backend
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Frontend
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Promotional Advertisement
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Desktop Version (Centered Layout)

< RS~ B ERNTE

HEMHESSAR, MAOFEFRAFNESME! FTERSTEME. B, BRSNS, REERTRISESES A
HREHHES, FHSLREATD

mEEE SRNEFRENERDE, BERNBERAEFEMEITED, !

SETFF 14:28

® Guest#1Ahm9 15:09:03
B EREOMAAREFRERDIDILE, TEMEF HREE
FA—HIEB, RERND?

15:09:00 ZRA R(EHEE) HoR
47, WKk

BWATE...



Mobile Version (Left-aligned Layout)
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Customer Service Management

Customer Service List
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Add Customer Service Group
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The maximum number of visitors that this customer service group can handle is the upper limit for
the number of visitors it can accommodate.

Add Customer Service Representative
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Permission Scope: Customer Service Group
Based on the permissions assigned to the group, operations can be performed on specific customer
service groups.

Permission Scope

Only Myself

Partial Permissions Full Permissions

Current Group Selected Customer Service Group All Customer Service Groups

If partial permissions or full permissions are selected, the customer service representative will be
included in other groups and will be able to handle sites assigned to those other groups.

e Example 1 (Only Myself):

o

o

o

The customer service representative belongs to the "Customer Service Group 1" and
selects "Only Myself".

They can only operate the related data of "Customer Service Group 1" (if they have the
permissions).

They can also only handle visitors from sites assigned to "Customer Service Group 1".

e Example 2 (Partial Permissions):

O

o

o

The customer service representative belongs to the "Customer Service Group 1" and
selects "Partial Permissions", and chooses "Customer Service Group 2" and "Customer
Service Group 3".

They can operate the related data of "Customer Service Group 1", "Customer Service
Group 2", and "Customer Service Group 3" (if they have the permissions).

They can also handle visitors from sites assigned to "Customer Service Group 1",
"Customer Service Group 2", and "Customer Service Group 3".

e Example 3 (Full Permissions):

o

The customer service representative belongs to the "Customer Service Group 1" and
selects "Full Permissions".

They can operate the related data of all customer service groups (if they have the
permissions).

They can also handle visitors from all sites assigned to customer service
representatives.




Customer Service List
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Enabled Status
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Disabled Status

The customer service representative can only be deleted after being disabled.
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If you modify the password of another account (permission required), please enter
the administrator's password for login.
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If you modify the currently logged-in account, you will need to enter the original
password.
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Customer Service Permissions Management
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After setting or modifying permissions, please click "Save".

If the "View" permission is not granted to the customer service group, you will not be
able to access the customer service list.
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