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Simplify Support with Chat

Chat can be a powerful tool for offering noninvasive help from
your website or facilitating staff communication. However,
chat can create problems when it's deployed as a stand-
alone application. Chat can create headaches for users if
there is no clear escalation path from chat to remote support.
In addition, using non-integrated chat produces separate
data silos that can be difficult or impossible to report on.

Bomgar’s secure, infegrated chat solves these problems. With
Bomgar’s Click-to-Chat, support reps can help visitors to your
website through a flash-based chat interface. If an end-user
needs more help, Bomgar can escalate seamlessly from chat
to screen sharing or remote control. Bomgar also makes it easy
for support reps to chat with other reps or teams.

Moreover, the Bomgar Box records all session data —including

chat franscripts. This means you can support users at any level
without creating separate data silos.

Bomgar's Chat feature enables you to:
e Provide Flash-based chat assistance via your website
e Chat during support and training sessions

¢ Push URLs within the chat interface

Chat with all logged in team members

Brand the chat window with your logo

Click-to-Chat

With Bomgar's Click-to-Chat feature, the user can begin a
conversation with the support rep instantly from the web,
without any download. The flash-based customer chat client
runs in a browser, enabling the rep to give the user directions
or fransfer the user to the appropriate queue before any
software is installed. If the rep needs to escalate info a remote
control session, the user can install the full customer client
without ever losing contact with the support rep.

% chat with Support | Bomgar - Hozilla Firefox - O

X

Connecting to chat session.
One moment, please..

Flease enteryour name:

Send

Hawing trouble viewing the chatwindaw abowe? Download the Bamaar Support Custamer Clisnt,

Fig. 1: Users can begin getting support without a download.

Chat Securely with Customers

Support reps can chat with remote customers throughout the support session, even before screen sharing begins. The chat
window can be branded with your company logo. If records not only the messages and timestamps, but it also keeps a running
log of events happening during the session, including files transferred and permissions granted.

At the end of the session, you can give customers the option of downloading the session recording and the chat franscript for

their records.
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Escalate from the Chat Window

Bomgar's Chat feature letfs the rep start support immediately without initiating a separate session. Once the user accepts the
session, they immediately appear in the rep’s queue.

(15:01:33) ¥ou are now chatting with Jenny C..

Time in Queue S | Tame | Computer | Platform
110:54 Stanley Livingstone  J5MPYXP-C01 Windows =P

Ian Fletcher Compuker

(15:01:42) Jenny C. is requesting elevation to a native client which would allow
more features like screen sharing and file transfer. You will be required to run an
executable that will be sentto yvou. Do you wish to continue? Yes Mo

|
E ﬁ Fig. 2: Users automatically appear in the support rep’s

“ queue when they accept the session.
en

Canned Messages and URL/File Push Chat During Training Sessions with Individuals
Make Chat even more efficient with Canned Messages or Groups

for commonly used responses. Support reps can click on Support reps can chat with end-users during fraining sessions.
the arrow at the lower right of the chat input area to insert If a support rep selects Show My Screen during a support
previously written messages into the chat. session, chat remains infegrated. End-users can also with

support reps and other attendees throughout group training
Technicians can also push a file or URL through the chat sessions.
interface. Pushing a URL through the chat interface will

Bomgar Support Customer Client - support.example.com

automatically open a browser on the remote computer and

You said to Jenny C.:
Sure, that's fine
Jenhy C.is requesting to view your screen,
Please respond:
= Allow shared control of permitted

direct it fo the designated site. In order to push a URL, the
web address must be the only text in the field.

applications
= Allaw anly viewing of permitted
applications
* Refuse request
Jenny C. can now view and contral the
customer's screen

{16:21:41) Ian Fletcher said to you:
My computer keeps crashing esvery time I try to save a filz in a certain
program. Jenny C s perfarming task Requast
Autornatic Logon Credentials

Jenny C.is performing task: Reguest
Automatic Logon Credentials
Jenny . has stopped viewing the
custorner's screen

Jenny C.is presenting his or her screen to
the customer. H

n| * lan Fletcher Autormatic Logon Credentials

Jenny C. has stopped wiewing the

¢ I'd like to take a look at vour computer, would you be wiling to . Send customer's screen,

* let me take temporary control of your computer?

. Send File | lenny C.is presenting his ar her screen to
&1 Push LRL the customer.

Account Setup =
Changing Settings
Clear Cache i
Defragment : ¥
First Login
Hello Send File
Rebook

{Remoke Control

Fig. 3: Canned messages increase productivity because reps spend Fig. 4: When using Bomgar's presentation mode, you can chat with
less time typing and more time supporting users. users in an adjacent window.
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Collaborate with Other Support Reps or Teams

Bomgar chat also facilitates team communication. Support reps can chat with other logged-in representatives or teams. If

multiple representatives are sharing a support session, reps can choose to chat with all participants or to select one name - cus-
tomer or representative — for a private chat.

=

? Bomgar Representative Client - support.example.com - Jenny C. i X
File Support Help
. Sessions (:9) ' Access Requests (0:3) . Ian Fletcher @ JXMPLXPO31
. Personal (4 i
Dashboard (4) General (4) Administrators {3) Internet Problems (2) s
W4 Start... Session Key Present ¥ Accept Transfer (14:40:49) James . has left the conversation, -

{14:41:16) David Faulkner said to everyone:
Does anyone know when the official release date

Company Code | Public Site

Language
‘Defadt  English {US)

External Key | Details

is far aur next wersion? I have a customer asking.

Mar... ATL_MA Defat  Englsh (US) TKTZ My i
- 1:41:18) R Murdach b d th
0 Kyle.. WINZK3_ o New Des... AS2976 Defa  Engish (U5} TRT2772830  [mage., | | (41118 Rager Brcochihas janed the
00:03:37 Etin ... Etin's Co.. LinusSu.. Oth.. 00:03:39 B0ZE6A Default English (US) TET2768937  ILcan't.. '
(14:41:18) Rager Murdach is anline.
{14:41:34) Ted Stryker said to everyone:
I think it's the First of next month,
{14:41:48) Big Jim Slade said to everyone:
yeah had a meeting about it vesterday and that's <
the date
.................................................... -
(\ Jump | Remove | Grouping, Jump Tou.. L] epresentatives
& Big Jm Slade
i -
Name = Comments | Status | Mode | cpu | ik | uptme |  Operating System Sereen |+ 5 David Faulkner
(= ‘ Personal f' Ralph Higgenbotham
-
& Roger Murdoch
. B a Ted Stryker
Send
E | MY_VISTA307 Meedsagoodsp..  Avalsble  Service 18 C:73%  Bhours .. Windows Yista Enterprise... Y Send File
B ‘ Internet Problems
. Holky's Mac Having trouble fi...  Awvailable Serwice 12 H53%) 10hour... Mac OS5 ¥ w10.5.5 Leopard [ -
. ISULBOLS Library PC with 5., Avallable  Service 27 C162%  149ho.. Windows XP Professional ...
! I -
mammm - || BOMGAR d

Fig. 5: Representatives can chat with individuals or an entire team behind the scenes when supporting users.

Messaging For Administrators

In addition to the chat functionality, Bomgar allows administrators to message all logged in technicians. Messages broadcasted

in this way appear as pop-up windows in the Representative Console. This helps ensure technicians are aware of important an-
nouncements or critical updates.

Send Message to Reps

Send
NOTE: This allows you to send a message to every representative that is currently logged in. Messages will be limited to 256 characters.

Fig. 6: Administrators can send a message to all logged in reps from the status tab of the administrative interface.
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