AGENT DESK

Agent Desk Multichat View

ASAPP Desk has a new layout option for agents: multichat view! In multichat
view, agents are able to see each chat side by side.

Multichat view makes handling multiple concurrent chats easier. The agent
can monitor what is going on across multiple conversations without having to
toggle back and forth, which minimizes friction and switching cost.

Agents will still be able to view chats in the standard ‘focus’ view. At any time,
they can simply adjust their preferred layout under settings.
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Katy Zhuang 11:04:22 AM
| don't particularly care | just want it fixed.

M Mateo Sanchez 11:07:12 AM
Is there anything else that | can help you with, or
any other concern, or pending issues with your
phone or service?
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M Mateo Sanchez 11:04:22 AM
Yes, for this request they can check and fix what

JB Jonathan DeOliveira 11:07:18 AM happened to your account.
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Katy Zhuang 11:04:22 AM

Okay
T
00:00 M Mateo Sanchez 11:05:19 AM
Aside from this, is there anything else?
m Katy Zhuang 11:06:01 AM ®
There is not, no.
Thanks for contacting us at Hudson Support.
You too! Glad | was able to help. n KatvZhuzns (11LOZ128MS
Thank you!
It was a pleasure to help you, thank you for contacting us.
©
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FEATURE RELEASE

Penelope Williams-Smith ()
8432746464

L0 ViewPlan « 243534510001
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M Mateo Sanchez 11:05:19 AM
You can contact the Apple for the warranty.

ﬂ Penelope Williams-Smith 11:06:01 AM
Ok
M MateoSanchez 11:05:19 AM

Do you have a number of Apple?

Penelope Williams-Smith 11:06:01 AM
Yes

M Mateo Sanchez 11:05:19 AM
Alright. That's great. Is there anything else the
help you with, or any other concern, or any pe
issue on your talk, text, and data service?

Penelope Williams-Smith 11:06:01 AM
No that’s all thank you
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{3

o

To minimize attention fatigue, auto suggestions and contextual actions in the chat log
(such as copying messages) are only displayed for the selected chat.
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FEATURE RELEASE

Below are details on using tools in the navigation rail while in multichat view:
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L Katy Zhuang 1
Okay
Mateo Sanchez

Hudson Support Team M MateoSanchez

Aside from th
® Available v

Breaking Katy Zhuang 1
Coaching Thereis not, 1
Meeting Hudson Support.
Other help: Katy Zhuang 1
Thank you!
to Lunch .

OuttoLunch 1, thank you for contacting us.
Training
End of Shift

8 Logout

Mo{‘i] tosearch sstomer waiting ((EEZ3 Ctrl+2 toswitch

View Stats

Agents can view their performance stats by clicking on the
ASAPP logo at the top of the navigation rail. The stats will

be the agent’s default view when there are no assigned
chats.
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Status Menu

Agents can update their status and logout from the status
menu at the bottom of the navigation rail
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Hudson Support.
Give feedback
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Keyboard shortcuts Ctri+s €

Thank you!

Patent notice 1, thank you for contacting us.
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Preferences

From the navigation rail, agents can open the Preferences

menu to adjust Ul settings, including whether they would
like their desktop in Focus or Multichat view

A ASAPP

Help & Resources

Agents can access help and other resources from the
menu option in the navigation rail.
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Below are details on the minimized navigation rail chat cards while in multichat view:
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Chat Status Unread Messages
The status of a chat is visible to the agent on each chat If there are unread messages from a customer, the total
card in the navigation rail-- including whether the agent or  count of unread messages will appear at the top right of
customer was the last one to send a message. the chat card in the navigation rail.
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00:16
& Transfer Request
B33 00:00
Tyler Johnston transferred by
ﬁ Brian McKnight

Decline

01:02
Timers Transfer Requests
For assigned chats that are active, timers indicate whether  Transfer requests appear with a pop up option in the
the customer or agent sent the last message and how navigation rail for the agent to accept or decline the
much time has elapsed since the last message. Timers request.

with a background color indicate that the customer is
waiting for a response. The background color changes as
the time increases.
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Below are details on using tools in the chat panel while in multichat view:

Katy Zhuang (®
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Copy issue ID
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Whenever | use my hotspot, both through
January and my current renewed plan, that
my data usage shoots up and is used more
quickly.

Katy Zhuang

Chat Header

The header of each conversation panel contains

information about the customer. For further information,
the agent can hover over the (i) icon. Agents can also
click to copy information in the chat header

Below are details on using tools in the right rail while in multichat view:
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or Jumpto date
anyother concern,or pending ssues with your
phone or service?
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Yes, for this request they can check and ix
Jonsthan DeOlvera 15076 A1 happened to your account, Feb01334PM
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Okay

M MateoSancher 1105119 414
Aside fromthi, s there anything else?
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Thereis not, .
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Thank you!
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Live Agent

“The customer wanted to update thir plan from
Plan A to lan B. | processed the payment'
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Customer Profile

The customer profile section of the right rail automatically
updates to match whichever conversation panel the agent

has selected. The avatar color assigned to the customer

match in the right rail and chat header to help make the

selected customer clear.
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Contextual Actions
Alongside the ‘Leave Chat’ menu at the top of each
conversation panel, there is an additional menu of
contextual actions an agent can take
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Knowledge Base

The knowledge base section of the right rail automatically

updates to display relevant content corresponding to
whichever conversation panel the agent has selected.



