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What is uWebChat?

“

1.1 An introduction

uWebChat is a Microsoft Teams app that integrates with your existing website and offers a live web chat
that enables your organization to interact with visitors on your website. uWebChat uses the Microsoft
Teams client to hunt agents directly or via an agent group. While hunting an agent, uWebChat determines
if the agent is available by using MS Teams or Skype for Business presence functions.

1.2 Terminolog

Term Meaning

Agent A Teams user who has been registered in uWebChat and is able to receive
chat requests.

Admin agent An agent with permissions to manage agents, groups, opening hours.

Chat user / website Website visitor who initiates a conversation with an agent (using
visitor uWebChat).

Presence The status of the MS Teams client. For example: available, busy, offline,
away. The presence will be used to decide whether an agent can be hunted
or not.

Hunting The process of finding an agent that can respond to a chat invite. When a

chat user initiates a new conversation, uWebChat will check if the requested
agent or group is available.

Group A group of agents (group members), which will be hunted one by one
when a chat user requests a new group conversation.
Group member Agents who have been added to a group are called group members.

1.3 Card interaction / uWebChat bot interaction

uWebChat uses Rich Cards; cards that contain dynamic content and require user interaction. There are
three kinds of rich cards: one that has buttons, a multiple-choice card and one that requires text input.

In the image below, an example of a rich card with buttons is shown. This specific card appears when
using the Upgrade command in uWebChat. Simply click on a button to continue.

Upgrade uWebChat subscription

Wiould you like to enter an existing uWebChat key or acquire a new
one?

Enter existing key Acquire new key
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In the image below, an example of a multiple-choice rich card is shown. This specific card appears when
using the Edit group command. Select the desired option and click the button to continue.

Please, select a group.

O Sales

O Support

Select group

In the image below, an example of a text input rich card is shown. This specific card appears when trying
to enter a license key for uWebChat. Interact with it by typing text into the text input field and clicking on
the button. Typing text in the regular chat window of Teams will not work for this type of card.

Subscription Key

Please, enter your uWebChat licensze key.

Enter Key

1.4 Requirements

Before you can use uWebChat, there are requirements that must be met.

e Valid license to use Microsoft Teams per agent using uWebChat.
e Agent e-mail and User Principal Name (UPN) must match. This requires one of the below
requirements.
o Valid Exchange Online license per agent using uWebChat.
OR
o Synchronization on-premises Exchange to Exchange Online using Azure AD Connect.
e Valid license to use OneDrive (for chat log saving feature).
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1.5 uWebChat editions

uWebChat is available in four different subscriptions. The free version of uWebChat is available in the
Teams app catalogue by default, while the other versions require a license key.

You can find up-to-date feature list and which subscriptions they are associated with on
https://uwebchat.com/pricing/.
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2 Installation

To start using uWebChat, you will need Microsoft Teams. This can either be the Microsoft Teams client or
the Microsoft Teams web application. Both can be found at https://teams.microsoft.com/

Microsoft Teams can only be accessed by Microsoft accounts. This could be for example a personal
Microsoft account, a Microsoft work or school account, or an account from a different e-mail provider
(e.g. Gmail) that has been activated as a Microsoft account.

2.1 Get a license key (optional)

As described in chapter 1.4 uWebChat editions, uWebChat has four different kinds of subscriptions. If you
need the additional features that are included in one of the paid versions, please continue reading this
paragraph.

Before you can activate a paid uWebChat subscription, you first need to acquire a license key. License keys
can be purchased from Microsoft AppSource: https://appsource.microsoft.com/en-us/product/web-
apps/universalcloud.uwebchatappsource2019?tab=0Overview

Alternatively, you can search for uWebChat License using the search function on
https://appsource.microsoft.com.

On the uWebChat product page, click on GET IT NOW. This can be found at the left side of the page.
Afterwards, enter your Office 365 or Microsoft account and follow the steps to start using uWebChat.

= Microsoft | AppSource Apps Search Microsoft AppSource

5

Apps > uWebChat License (Teams)

l uWebChat License (Teams) < sweforta

Universal IT B.V.
El (0) Write a review
UwebChat Qverview Plans + Pricing Reviews

Interact with visitors on your website with real-time, presence based
GET IT NOW web chat

Pricing

i - Please note: Through this offer you will be able to buy a license for uwWebChat. The free
Starting at € 2,611/userfmont -

versin of uWebChat (available via https://appsource.microsoft.com/en-

Products en/product/office/WA2000013472tab=0verview) is needed to install the app within your
Web Apps Teams client.

Publisher

Universal IT BV.

Acquire Using Research shows that visitors on your website are more likely to make a transaction when there is
Wark er schaal account interaction with you as 2 provider of a product or service

Version

13

Higher customer satisfaction and more sales
uwebChat is designed to integrate with your company website, offering your customer service
Categories or sales team a live web chat to interact with visitors on your website. Your team can directly

< envice interact with visitors and provide the answers to questions that visitor might have when
searching for information on your website. Your team members can instantly provide the
information that is needed to eventually finalize the transaction. uWebChat can help you achieve
a higher customer satisfaction and attributes to a higher sales conversation rate.

Easy to install chat button
uwebChat provides an out-of-the-box web chat button that can easily be embedded on your
website and customized to match your company branding

Microsoft Teams Client

With uWebChat your team members get notified on their Microsoft Teams client when  visitor
on your website or web shop starts a chat. This can either be a request for a personal chat with a
specific tesm member, or a chat with a specific group or department.

personal Chat
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After successfully ordering a uWebChat license, you will see a confirmation screen with a summary of your
order. If the information on this screen is correct, please select Confirm order.

0

universal

Confirm your order

Product & uWebChat (Teams) - uWebChat
Plan: Basic for Teams

Quantity: 1

After confirming your order, your activation key will appear. Copy this code and store it somewhere safe.
You will not be able to recover this key if you lose it.

v

universal

Thank you for your order!

Here's your activation key!

Make sure to store it somewhere safe. After closing this page, it will be gone forever.

62a81d9e-5940-416c-bc84-0ecfa7llecd2

Copy to clipboard

You can now download your solution from App Source and install it in your tenant.

If you have already setup uWebChat before, use the command Upgrade to upgrade your subscription
using the newly acquired license key.
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3 Configuration of uWebChat

Before being able to chat with your website visitors, you must setup uWebChat in your Teams client. Once
you added uWebChat from Microsoft AppSource or through the Teams store, you can initiate a
conversation with the bot to start the initial configuration.

3.1 First time setup

The first time when someone in your tenant starts a conversation with uWebChat, a configuration dialog
will appear. Enter your company name in the field as shown below.

] uWebChat
Q Hi, Thank you for using uWebChat!

Company Name

Since you are a new custemer, please provide me your company
name. | will use it for creating your company profile.

Confirm

Type your questions here

A @B B @ -

It is not required to activate a paid version of uWebChat during the initial setup. You can start using
uWebChat without entering a licence key, this will give you access to the features of the Free edition. You
can choose to enter the license key later by using the Upgrade command.

1 iWebChat

L A new company profile will be created using the following information:
« Company: Universal IT
» License: FREE

= Admin agent: Peter Smith (psmith@uwebchat.com)

5 this information correct?
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If you select Yes, you can enter the licence key as shown below

Would you like to enter a uWebChat license key?

Yes No

Subscription Key

Please, enter your uWebChat license key.

Enter Key

Type your questions here

5 OB

After confirming the entered information, a new company profile will be created. uWebChat has now been
configured in your tenant!

y profile will be created using the following information

pany: Universal IT

n agent: Peter Smith (psmith@uwebchat.com)

i
U customer pro y! Type "Help® to view a list of commands you can say to me. Type
“Subscribe” to ma ailable for chat

at, they must install and register

@ or remove the
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uWebChat uses a mechanism called subscribing which enables agents to decide whether they want to be
able to receive chat requests.

] uWebChat
Q As an agent, you can say the following commands to me:
* "Subscribe me" or "Sub": Make yourself available for chat. ChatUsers are now able to start a
conversation with you, depending on your Skype for Business status.

* "Unsubscribe me" or "Unsub": Make yourself unavailable for chat, ChatUsers are not able to
start a conversation with you anymore.

To make yourself available for chat, type Sub, Subscribe or Subscribe me in uWebChat. Once you are
subscribed, website visitors can start a chat with you This also depends on your Teams presence.

13:58
subscribe

@
uWebChat

You are now available for chat!

Type your questions here

A QB B 9

To make yourself unavailable for chat, type Unsub, Unsubscribe or Unsubscribe me in uWebChat. Once
you are unsubscribed, website visitors can not start a chat with you anymore. Your Teams presence will
not affect this.

10:46
unsubscribe me

©

l uWebChat
You are no longer available for chat.

There is no limit to the number of times an agent can subscribe or unsubscribe.

When an agent registers with uWebChat for the first time, they will already be subscribed, and they do
not need to subscribe themselves.
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3.3 Embed uWebChat on a website

Please note: Embedding uWebChat inside a website requires access to edit HTML code for the specific
website. If you do not have access to do this, please contact the person or organization that is responsible
for you maintaining your website.

3.3.1 Domain whitelisting

uWebChat requires adding your domain(s) before you can embed it on a website. This is a security
measure to ensure that only authorized domains can start a chat with your agents. The number of
domains you can add to uWebChat is dependent on which license you use. Please see
https://www.uwebchat.com for more details.

Please note, wildcard domains and sub-domains are not supported. This means that if you own
example.com and you wish to add a chat to websites example.com, sales.example.com,
marketing.example.com, this will count as 3 domains.

3.3.2 Add and manage domain
You can add a domain to uWebChat by using the Add Domain command. You can enter the domain
name in a rich card.

1535
add domain

] uWebChat-Universa
Q Ok! | will guide you through adding a new domain registration for your tenant. You can type
"Cancel” or "Stop" at any time, to cancel adding a new domain registration.

Domain Name

Please, enter the domain name you would like to register (e.g.
subdomain.domain.com). Don't include / or http:// or www. in
the domain name.

Confirm
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By using the Edit Domain command, you can change an already registered domain. After entered the

command, select the domain which you want to change and enter the new domain in the rich card. Click
the Confirm button to save your changes.

15:40
edit domain

ion for your tenant. You can type
"Cancel" or "Stop" at any time, to cancel editing a domain registration.

Please, select a domain registration to edit.

O universal.cloud

Select domain registration

Edit Domain Name

Please, enter a new demain name (e.g. subdomain.domain.com).
Don't include / or http:// in the domain name.

Confirm

With the command Show Domains you can see which domains have already been registered.
With the command Remove Domain you can remove an already registered domain.
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3.3.3 Add uWebChat to a website
To integrate uWebChat in your website, type the command Embed or Embed Webchat in uWebChat.
This command will generate a code snippet which you can use to integrate uWebChat in your website.

You can either select to generate a code snippet for a direct chat with a specific agent or a code snippet
that allows your customers to chat with a group (see 5. Working with agent groups). Select which agent or
group you would like to embed. After that, a short manual will appear that will guide you through the
steps required to embed uWebChat inside a website.

embed
IWebChat
Q Ok! | will guide you through embedding uWebChat on your website. You can type "Cancel" or "Stop”

at any time, to cancel this guide

Which type of chat would you like to embed?

to see a demo of what the embedded webchat looks

like)

Direct chat with agent Group chat

our questions here

Please, select the agent you would like to embed
on your website.

O Peter Smith (psmith@universal.cloud)

Select Agent

Type your questions here

A @ B B
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Embedding step 1
First make sure you embed the following code in the <head> tag of the page you want the chat

window on:

<meta name="viewport" content="width=device-width, initial-scale=1">
<link rel="stylesheet" href="https://pool@l.uwebchat.com/webchat-button.cs
s">

<script src="https://pool@l.uwebchat.com/webchat-button.js"></script>

Embedding step 2
After that, add the following code somewhere in the <body> tag of your page:

<div>

<button id="uwebchat-open-button" class="uwebchat-open-button” onclick="tog
gleWebChat()"></button>

<div id="uwebchat-popup” class="uwebchat-chat-popup">

<button class="uwebchat-close-button” onclick="toggleWebChat()">X</button>
<iframe class="uwebchat-window-style" src="https://pool@l.uwebchat.com/uweb
chat.html?agent=a9710e6a-41be-4f26-bblf-ceaabdbabacl&customer=bfalb@17-fcde
-4666-b224-88c8fcb47f26"></iframe>

</div>

</div>

Embedding step 3 (optional)

The out-of-the-box webchat button uses a default color and image. You can change these by adding

extra CSS properties to the chat button.

You're done!

Type your questions here

A © B

You can copy and paste the code snippets inside the HTML code of your website.

uWebChat — User Manual - KBA-01508-R8J6 — v1.9
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In the screenshot below you will see uWebChat integrated into an existing website. The default out-of-

the-box chat button can be found on the bottom right corner of the screen. You can customize this
button by using CSS.

Microsoft
Partner

v

universal about universal support contact login

Cloud integrator specialized in
Communications and Collaboration

Microsoft
Partner

' Search in this site Nederands &
English

universal

Cloud integrator specialized in
Communications and Collaboration
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4 Basics of Chat

4.1 Website visitors

Website visitors can start a chat by clicking on the embedded uWebChat button on your website. From
there they can enter in their name. After a visitor has entered in its name, a chat request will be sent to the

designated agent or group.

Hi there!

What is your name?

r rame
Start chat!

(With the free edition of uWebChat, there will be a banner at the bottom of the chat window. When having purchased a
Basic, Professional and Enterprise license, the banner will not be present)

Hi Maikel, I'm sending a chat request to Enrico!

Just now Powered by uWebChat

Type your message
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4.2 Chatting with an agent directl

When initiating a chat with an agent directly, the agent will receive a notification card in its Teams client,
notifying him/her about the new chat request. The agent can choose to accept or reject the chat request.

When accepting the request, the agent can chat with the chat user by typing a message and sending it to
uWebChat.

Peter would like to start a conversation with you!

Accept or reject chat request.

Accept Reject

18/12/2019 16:46
Accept

1 uWebChat
Q You are now chatting with Peter! Type /disconnect or /dc to leave the conversation.

18/12/2019 16:46
Hi Peter, How can | help you?

1 uWebChat
Q Peter: Hi, | would like to know more about uWebChat

4.3 Chatting with a group

When initiating a chat with an agent group, all agents assigned to the group will be hunted one by one.
The order in which agents are hunted is determined by a Hunt Order Number. Every agent will be hunted
for 15 seconds. If the agent does not accept a chat request within 15 seconds, the request will pass on to
the next agent. If no agent accepts the chat requests within 60 seconds, the chat request will time-out.

(Sales): Peter would like to start a conversation with
you!

Accept or ignore chat request (the request will be forwarded to next
agent after 15 seconds).

Accept

uWebChat
‘fou are now chatting with Peter! Type /disconnect or /de to leave the conversation,

00:44
Hi Peter, How can | help you?

uWebChat
Peter: Hi. I'd like to know more about uWebChat.
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4.4 Disconnect from a chat

To disconnect from a chat, the agent must type the command /dc or /disconnect. The agent will get a
card for confirming if they want to disconnect from the conversation. When ending the chat, the website
visitor will receive a message saying that the conversation has ended.

Please note when using the /dc or /disconnect command, make sure to include the slash (/). uWebChat
will recognize words starting with / as a command and will not send it to the chat user.
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5.1 Save chat logs to OneDrive

uWebChat offers integration to Microsoft OneDrive to save the chat logs of an agent to their OneDrive.
This requires a valid Microsoft 365 license to use OneDrive. A Global Administrator within your Microsoft
365 tenant must allow uWebChat to access OneDrive through the Microsoft Graph API.

To activate this feature, a conversation needs to be started with a uWebChat agent who is also a Global
Administrator for the Microsoft 365 tenant. After ending a web chat conversation, the agent will get
prompted to save their conversation to OneDrive. Accept this to continue.

uWebChat will then prompt for authorization. When clicking on the Authorize uWebChat button, the
page below will be opened in a web browser. On this page, the tenant admin will be able to authorize
uWebChat organization wide. This will make sure agents are able to use the save chat to OneDrive
function.

B® Microsoft

Permissions requested
% uWebChat
unverified

This lication is not published by Mi oft or your
organization.

This app would like to:
v~ Read your chat messages
Sign you in and read your profile

Read all users' full profiles

N
v
v/ Have full access to your files
N

Maintain access to data you have given it access to

Consent on behalf of your organization

Accepting these permissions means that you allow this app to use your
data as specified in their terms of service and privacy statement. The

publisher has not provided links to their terms for you to review. You
can change these permissions at https://myapps.microsoft.com. Show

details

Once this has been done, every agent on your tenant is able to activate saving their chat logs to OneDrive.
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After an agent ends their first chat session, uWebChat will ask if the agent would like to save chat logs to
OneDrive. The agent's choice will be remembered and not prompted for again after ending future chats.

1 uWebChat-Universal
Q You are now disconnected from the conversation.

Would you like to save a log of this chat? | will need access to your
OneDrive.

Yes No

To use the save to OneDrive feature, agents will also need to approve uWebChat individually. This will
permit uWebChat to use the Microsoft Graph APl when trying to fetch the uWebChat chat history.

The following dialog is shown when a chat has finished:

P

Please, authorize uWebChat to write chat logs to
OneDrive.

Authorize uWebChat

After clicking the Authorize uWebChat button, an agent will be redirected to a webpage within their web
browser in which he/she needs to login to Office 365. When logged in, the agent needs to authorize
uWebChat. After authorizing uWebChat, the agent will be redirected to a webpage in which a 6-digit code

has been generated. The agent needs to copy this code and send it to uWebChat using the uWebChat
chat window (within Teams). See example below:

Please enter this validation code into the chat window to complete the sign-in:

165494

After all steps have been completed, the uWebChat Bot will remember this setting and stores it for future
use. The option can always be changed in the personal settings of the agent.

*Note: uWebChat conversations are not stored outside your organization’s security context within Microsoft
365. Chatlogs stay within the users’ personal context.
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The chat log files can be found in a subfolder under the user's OneDrive named uWebChat Chat History.

The files are .txt files, viewable with almost any editor. The files themselves have the following naming
convention: yyyy-mm-dd timestamp [agent email] - visitor name.txt

| *2020-05-25 195105 UTC [mark@contoso.com] - Simon the Bond txt - Notepad

File Edit Format View Help

(2020-05-25 19:49:45 UTC) You are now chatting with Simon the Bond! Type /disconnect or fdc to leave the conversation.
(2020-05-25 19:49:5@ UTC) Simon the Bond: Hi There, can you help me?
(2020-85-25 19:50:18 UTC) Me: Sure

(2028-85-25 19:50:47 UTC) Simon the Bond: T need access to my storage account
(2020-85-25 19:50:59 UTC) Me: I will e-mail you our manual

(2020-85-25 19:51:49 UTC) Simon the Bond: That's great thanks !

(2020-85-25 19:51:55 UTC) Me: /dc

(2020-85-25 19:51:56 UTC) [uMebChat sent a card]

(2020-85-25 19:51:57 UTC) Me: Yes

(2020-85-25 19:51:58 UTC) You are now disconnected from the conversation.

Ln 1, Col 67 100%  Unix (LF)

5.2 Chatting via Speech-to-Text

With the uWebChat Professional and Enterprise license it is possible for chat users to communicate with
Speech-to-Text. This means that chat users can talk (using speech) to uWebChat and the messages will be
sent to the agent. To use this feature, chat users can click the microphone icon (see below).

Type your message

The browser the website chat user uses may ask for permissions to access the computer’s microphone.
This needs to be allowed, before this feature works.
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5.3 Real Time Translation

The Enterprise edition of uWebChat has access to the real time translation feature. This feature allows
agents and chat users to see messages in their preferred language. This feature is enabled automatically
when an Enterprise license has been registered.

To give your customers the option to contact you in multiple languages, simply setup multiple groups and
assign a designated group language. See Real Time Translation for more information.

After assigning a group a language, you can also set the option if your website visitors will be prompted
which language they would like to use, based on either their browser language or the set group language.
See Visitor Language Prompt for more information.

Agents can set their preferred language. Once this has been set, all messages from website chat users will
appear in the preferred language of the agent. See Agent personal settings for more information.

It is possible that an agent wants to disable real-time translation during a conversation. This might be
because your agent is comfortable using multiple languages. During a chat with a website user, the agent
can use the /translate command to either enable or disable real-time translation. The website user will
not see the command in their chat. Changing this setting during a chat does not translate previously sent
messages.
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5.4 Customize Look and Feel

It is possible for you to change the look and feel of uWebChat. There are two ways you can achieve this:
e Changing the embedded button on your website
e Changing colors for your chat window for a Group chat

5.4.1 Changing the embedded uWebChat button on your website

When embedding uWebChat to your website (See Embed uWebChat on a website), you are able to
change the look and feel of the button and it's placement. This can be done through CSS. When you
receive the code snippet for embedding uWebChat to your website, you can substitute your own style
sheet (CSS file) to change the look and location of the button.

5.4.2 Changing colors in Group Chat
You can change the colors of a group chat to match your organization’s style guidelines. This requires a
Professional or Enterprise license. See Group styles on how to set this up.

5.5 Leave a Message

When a website visitor wants to contact you, but there are no agents available or you are outside of
business hours, there is the option to leave a message. These messages will be received by agents to read
later. See Leave a Message Prompt for more information.
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5.6 Meet Now - Teams Meetings

Starting from the Basic license, agents are able to start Microsoft Teams meetings with your website
visitors during a chat. Your website visitors can chat with your agents either by using their existing Teams
account or through their browser without an account.

During a chat, agents are able to start a meeting by using the /meetnow command. A rich card will
appear for both the agent and the website visitor to invite them to a Teams meeting.

11:27 AM
Hello John, how can | help you?

uWebChat-Universal 11:27 AM
John Doe: | prefer to talk instead of chatting

11:28 AM
No problem, let me start a meeting with you.
/meetnow

uWebChat-Universal 11:28 AM

| detected the "/Meetnow" command. Would you like to create a
meeting right now?

Yes No

11:28 AM
Yes

uWebChat-Universal 11:28 AM
Creating new meeting, please wait...

Join meeting

A new meeting with John Doe has been created. Please join to get
in touch with the user.

Join

When the agent joins the meeting, the standard meeting workflow for Teams applies, see Microsoft
documentation for more information. https://support.microsoft.com/en-us/office/join-a-teams-meeting-
078e9868-f1aa-4414-8bb9-ee88e9236ee4
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5.6.1 Authorize Graph API per Agent

When an agent starts a meeting using the /meetnow command for the first time they will be prompted
to authorize uWebChat to make use of the MS Graph API. The Meet Now feature requires the ability to
start a meeting from the Graph API.

q, uWebChat- cmmaersn Yesterday 4:.07 PM

Please, authorize uWebChat to create meetings for
you.

Authorize uWebChat

When an agent clicks the Authorize uWebChat button, a request is sent to authorize the agent to start
meetings through uWebChat. If the agent has already logged in with their Microsoft account on their
default browser, no further action is needed, and you will get a confirmation message that the
authorization has been completed.

If the agent is not logged in to their Microsoft account when clicking the button, they will be brought to a

page requiring them to login. After the login, a page appears displaying a numeric code. Simply enter the
numeric code into uWebChat to complete the authorization.
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5.7 Ban uWebChat visitors

Starting from the Basic license, agents are able to ban uWebChat visitors. When agents receive unwanted
chat requests from possible spammers, the /ban command can be used to temporarily block the IP
address of the visitor.

uWebChat-Universal 4:32 PM

| detected the "/Ban" command. Would you like to ban the user and
disconnect this chat session?

Yes No

After this command, the IP address of the visitor will temporarily be banned for all users within your
uWebChat tenant. When banning an IP for the first time, it will be banned for 7 days. Subsequent bans are
calculated on the amount times that specific IP has been banned.

The penalty is the future date calculated by the following formula:
e P =7+ (number of times an IP has been banned * 7)

So, the second time an IP is banned, it will last 14 days, the third time 21 days and so forth.

uWebChat-Universal 4:34 PM
Ok, I've banned the user and disconnected this chat session.

5.8 Idle conversation reminders

When ending a conversation with a website visitor, the agent is required to manually disconnect the
conversation using /dc or /disconnect. When the agent does not disconnect from the conversation, they
will be unavailable for future chat requests.

To remind agents to disconnect, the Idle Conversation Reminders feature was introduced. If a website
visitor has not sent a message within 5 minutes, a reminder message will be sent to the agent:

No response received for 5 minutes - please disconnect if needed or keep the chat open

When the visitor replies, the 5-minute timer will be reset. If the visitor does not respond, the agent will
receive the reminder every 5 minutes.
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Once you have set up uWebChat, you might want other users in your tenant to start using uWebChat as
well. This chapter will explain how to register new agents and how to manage them.

6.1 Installing uWebChat for additional agents

Once you have setup your initial uWebChat tenant, other agents can be added to use uWebChat. First,
they must install uWebChat inside either their Teams desktop client, or within the web client of Teams.

uWebChat can be installer per user by simply opening Teams, clicking on the ellipsis (...) button on the
left side and searching for uWebChat.

From there, they can click on the uWebChat button and then clicking Add.

' uWebChat
Customer + contact management (CRM), Productivity, Social

About

Live webchat

Permissions

uWebChat

Interact with visitors on your website with real-time, presence
based webchat.

Research shows that visitors are more likely to enter into a transaction when there is
interaction with you as a provider of a product or service. uWebChat is designed to
integrate with your existing website and offers a live web chat that enables your
organization to immediately interact with visitors on your website. uWebChat uses the
MS Teams Client to hunt agents directly or use the team hunt feature to hunt agents in a
group, based on agent priority and Teams presence

By using uWebChat, you agree to the

privacy policy and terms of use. Hots

Once uWebChat has been added, it may be useful for the agent to pin the uWebChat application to the
left bar of Teams, so that it is always available. Simply right-click on the uWebChat icon on the left bar and
select the Pin option.

If your users are unable to add uWebChat to their Teams, this might be related to a permission issue on
your Microsoft 365 tenant. By default, all users can add applications to their Teams client. If you or your IT
team have setup limited permissions for installing apps, it may be required to whitelist uWebChat. This
can be done from the Teams Admin Center by an administrator that has either the Teams Admin or
Global Admin role. See this Microsoft article for more details:” https://docs.microsoft.com/en-
us/microsoftteams/admin-settings
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6.2 Register other agents

To register new agents in uWebChat, the Teams user you want to add needs to start a conversation with
uWebChat. This will initiate a registration dialog the user needs to complete.

Please note: the user you want to add needs to be a user in your Teams tenant.

After the user has registered himself as an agent in uWebChat, the admin agent will receive a message as
shown in the image below.

Karen Johnson (kjohnson@uwebchat.com) has created
an agent profile within your uWebChat tenant.

Would you like to activate this agent in your tenant?

No, remove this agent Yes, activate agent

The admin can choose to activate the agent or remove its registration from uWebChat. If the admin
chooses to activate the agent, the agent will have access to uWebChat.

Admin agents can activate and remove agents at any time by using the Activate Agent and Remove
Agent commands.

6.3 Managing agents

There are three commands that are designed to manage the agents in your uWebChat tenant:
- Show me all agents — This shows all the agents in your uWebChat tenant, whether they are
active or not.
- Activate agent — Guides you through activating an agent.
- Remove agent — Guides you through removing an agent.
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6.4 Agent personal settings

Every agent has personal settings which the agent can manage by themselves. An agent can change three
options:
e Chatlogs - Allows the agent to enable or disable the saving of chat logs to OneDrive
e Language - Allows the agent to select a primary language. When website users talk to the agent
in a language different than the set primary language, the agent will see the messages translated
to their set primary language.
e Translation - Enable or disable the use of real time translation

The agent can use the command My Settings or Settings to change these options.

Which setting would you like to edit?

Chat logs Language Translation
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A group is a collection of agents which can be hunted in a pre-defined order. When a chat user initiates a
group chat, uWebChat will hunt the first available agent in that group (using the pre-defined order).

7.1 Managing groups

You can use the following commands to manage groups:

- Show groups - Show all the groups you created (if there are any).

- Add group - Guides you through creating a new group.

- Remove group - Guides you through deleting an existing group.

- Edit group — Guides you through editing group properties you set during the creation of the
group.

- Create style — Create a style for the group. For example: in which colour the group is shown. This
can later be changed with the command Edit Group.
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7.2 Group styles

If you own a Professional or Enterprise license, it is possible to change the appearance of a group chat on
your website. You can for example change the background colour of the chat window, the text colour of
the agent-messages and the text-colour of the chat user's messages.

The following commands are available for managing styles:
- Show styles — Show a list of all created web chat styles
- Create style — Create your own style
- Edit style — Edit a created style
- Remove style — Remove a created style

When creating or editing a style, you will see a list with colours which you can change.

Create web chat style

Style name

Generic style properties

meader color £007847

Header text color EfefE

Enter-name window style properties

Start-chat button color 20078d7

Start-chat button text color

Eaiiiii

Wimd o ar co
Window background color s

Web chat window style properties

Window . .
Window background color EfefE

Agent message color #AFAA

Agent message text color £000000

Chatuser message color £0078d7

Chatuser message text color s

Confirm

When a style is applied, it will take about 15 minutes before this will be visible in your web chat. When a
style is deleted, the default uWebChat style will be applied.
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7.3 Create groug

When creating a group with the command Add Group, the first thing that will be asked is to enter a
group name. After that, you will be asked if you wish to enable certain features. These can always be
changed by using the Edit Group command. This manual will cover these features in detail in other
chapters. You will be asked to select:

e Group Language - Set the preferred language of the group.

e Prompt for visitor language — Decide whether website visitors get to choose between the
group language or their browser language.

e Prompt for leave a message dialog — Decide if the Leave a Message functionality should be
enabled for the group. If there are no available agents or the group is outside business hours,
website users can leave a message that can later be picked up by an agent.

e Prompt for what style to use — Able to select a custom group style for the appearance of your
chat window.

e Opening Hours or Always Open — Define the availability of the group. Always Open makes your
group available, regardless of time. Opening Hours lets you define the hours your group is
available.

1478

addgroup o

uWebChat-Universal
Ok! | will guide you through adding a new group. You can type "Cancel” or “Stop” at any time. to
cancel adding a new group

Group Name

Please, enter the name you would like to give the new group.

Confirm

Group Language

Please, select one of the available languages ta use for the selected
group.

%

Afrikaans
e
BrAarapcku

e
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The language of the group can later be changed with the command Edit Group.

Which property would you like to edit?
Group Name Always Open Group Language
Web Chat Style Hunt Time-Out

Visitor Language Prompt

7.4 Real Time Translation

The Enterprise edition of uWebChat has access to the real time translation feature. This feature allows
agents and chat users to see messages in their preferred language. You can decide what language your

group is during the creation of a group or you can use the Edit Group command and selecting the Group
Language to change this later.

When a chat user has started a group chat, the web chat window will be translated to the chosen
language of the group (below: Dutch).

Zojuist

Hallo Maikel, Laat me controleren of er een agent beschikbaar
is...

The screen where the chat user must enter his/her name will always be translated to the same language
that is set in the chat user's browser (below: English).
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Hi there!
What's your name?

Enter your name

Start chatl

It is possible that an agent wants to disable real-time translation during a conversation. This might be
because your agent is comfortable using multiple languages. During a chat with a website user, the agent
can use the /translate command to either enable or disable real-time translation. The website user will
not see the command in their chat. Changing this setting during a chat does not translate previously sent
messages.

7.5 Always Open vs Business Hours

When creating or editing a group, you have a choice to either select Always Open or Business Hours.
Always Open makes your group available, regardless of time. Opening Hours lets you define the hours
your group is available. See Managing opening hours for more information.
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7.6 \Visitor Langua

When creating or editing a group, you have the choice to select either Yes or No to the Visitor Language
Prompt feature. This feature lets website users decide whether they can contact the group in their browser
language or use the group language that has been set.

Zojuist

Please select your language

We've discovered that your browser is configured in English, but the website
you visit uses Nederlands as the default language, in which language you want
to continue the conversation

b L] .
‘ =|= English

]
‘ — Nederlands

Zojuist

Typ uw bericht

Messages will be translated to the website user’s preferred language.
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7.7 Leave a Message Prompt

It is possible that a website user wants to chat with an agent, but nobody is available, or the group is
outside of Business Hours. You can enable Leave a Message Prompt when creating or editing a group.
When this feature is enabled, website users can leave messages to your agents. Agents can acknowledge
these messages at their preferred time.

The website user will get the following message.

Start chat!

Just now

I'm sorry, the group you're tyring to reach is closed. Please try again
later.

Leave a message

Do you want to leave a message?

When they select Yes to leave a message, they will receive a form where they can register their details.

Message details

|Nan‘e[“]

‘P“ore

| E-mail (*)

Comments (*)
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After filling in and submitting the form, all agents that are member of the group will receive a message in
the form of a rich card.

@ 316 PM

(Demo Group): John Doe left a message!

Do you want to view this message?

View and acknowledge

When an agent presses the View and acknowledge button, they will see the message that was left
behind.

317 PM

Message details

Name John Doe

Phone Not provided

Email John.Doe@contoso.com

Comments I'm interested in uWebChat. Please e-mail me
back.

Once a message has been acknowledged, other agents cannot receive the message anymore. They will
get the notification below.

I 3:19 PM
Q Message already acknowledged by

Multiple messages are supported. Agents will receive a unique notification per message.
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7.8 Managing group members

Group members represent agents that are assigned to a specific group. The order in which group
members are hunted is determined by their Hunt Order Number. A group member with the lowest
number (e.g. 1) will be hunted first. If the agent did not accept a chat request within 15 seconds, the

request will pass on to a group member with a higher number. If nobody accepted the request within 60
seconds, the hunting stops.

You can use the following commands to manage group members of a group:

- Show members - Show the members (agents) of a group.

- Add member - Guides you through adding an agent to a group.

- Edit member - Guides you through editing group member properties you set during the creation
of the group member.

- Remove member - Remove an agent from a group. Removing an agent from a group does not
delete the agent itself.
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7.9 Managing opening hours

In the free version of uWebChat, all groups will be Always Open. This means that website visitors can hunt
the group any time there is an agent available. Starting from the professional version of uWebChat, your
groups will be able to have opening hours. By using opening hours, you can define at what times the
group should be open and closed. The group can only be hunted while it is open.

You can use the following commands to manage opening hours of a group:
- Show hours — Show all opening hours assigned to a group.

- Add hours - Guides you through adding opening hours to a group.
- Remove hours — Guides you through removing opening hours from a group.

Please, select a group.

® Sales

QO Support

Select group

Opening Hours

Please, select the days you would like to add opening hours to.
Monday

Tuesday

Wednesday

Thursday

Friday

() saturday

() sunday

Select opening times

Opening Time (UTC)
8:30 AM
Closing Time (UTC)

5:00 PM
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7.10 Managing Hunt Time-Out

When a website visitor starts a chat, uWebChat will try to find available agents to accept the chat request.
This process is called hunting. You can adjust the duration of the hunting process per group.

Use the Edit Group command and select Hunt Time-Out. From here you will get a rich card with
available options.

Hunt Time-Out Settings

Total Hunt Time-Qut (in seconds)
120
Agent Hunt Time-Out (in seconds)

30

Total Hunt Time-Out (in seconds) — The maximum amount of time the hunting process can last. After
this period has expired, website visitors will receive a message that there are no agents available and if
they would like to leave a message (if enabled).

Agent Hunt Time-Out (in seconds) — The maximum amount of time an agent is hunted before switching
to another agent. If you have multiple agents within a group, you can decide how long the hunting
process will last per agent. After this period has expired, uWebChat will forward the chat request to the
next agent in the group.
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8 Agent and group presence

uWebChat uses an agent’'s Teams presence to determine whether the agent can be hunted. This chapter
explains how agent presence in uWebChat works and how this effects agent groups.

8.1 Agent presence

When registering yourself as an agent, uWebChat will try to monitor your Teams presence based on your
email address. By having information about your presence, uWebChat is able to prevent chat users from
starting a conversation with you whenever you are unavailable.

The table below describes in what scenario’s an agent can be hunted by chat users.

MS Teams / S4B status Can be hunted? ‘

Online YES
Busy YES
Do not disturb
Be right back
Away

Offline

Exceptions to the above scenarios:
- When an agent issued the Unsubscribe command to uWebChat, he cannot be hunted by chat
users, even if his status is ONLINE or BUSY.
- When an agent is already having a conversation with a chat user, he cannot be hunted by other
chat users.
- When no MS Teams presence can be fetched by uWebChat, it will be ignored. Chat users will
always be able to start with the agent unless the agent unsubscribes.

8.2 Group presence

To determine if chat users should be able to hunt an agent group, groups have their own presence. This
presence is determined using the conditions described in the table below.

Condition ‘ Status ‘

AVAILABLE

Contains available group members
Group members are unavailable
Outside of opening hours (does not
apply when group is Always Available).

A group can be hunted if any agents assigned to the group are available. When using opening hours, the
group can only be hunted when the current time is between the defined hours.
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9 Upgrading your licence

After using the free version of uWebChat, you might want to upgrade to a paid subscription so you can
benefit from extra features (see 1.4. uWebChat editions). This chapter will explain how to upgrade your
current uWebChat subscription.

9.1 Upgrading free license

In order to upgrade your uWebChat subscription, you can either type Upgrade or Upgrade Subscription
in uWebChat.

As an admin, you can also say the following commands to me:
* "Upgrade subscription” or "Upgrade": Upgrade your uWebChat subscription by entering a

license key.

After the command has been entered, a rich card will appear, prompting you to enter an existing key or to
acquire a new key.

15:45

upgrade )
2

] uWebChat
Q Ok! | will guide you through upgrading your uWebChat subscription. You can type “"Cancel” or
"Stop" at any time, to cancel this guide.

Upgrade uWebChat subscription

Would you like to enter an existing uWebChat key or acquire a new
one?

Enter existing key Acquire new key

Type your questions here

A @B B R

If you choose Enter Existing Key, a new rich card will appear in which you can activate your license key.
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Subscription Key

Please, enter your uWebChat license key.

Enter Key

Thank you for upgrading your subscription to uWebChat ENTERPRISE!

Type your questions here

by OB B ] -

If you choose Acquire New Key, a link will appear which will redirect you to Microsoft AppSource. On this
page, you can acquire a new licence key. Once the licence key has been acquired, you can type Upgrade
in uWebChat and enter the newly acquired licence key.

9.2 Purchase additional licenses

If you have purchased one of the commercial editions of uWebChat and you wish to purchase additional
licenses to expand the maximum amount of the agents, please follow the following steps.

There is currently no functionality in our purchase process to self-service the buying of additional license.
Please contact helpdesk@universal.cloud with the request to upgrade the number of agents tied to your
licenses. Please refer to your license key when making this request. We will expand your licenses and
change the billing accordingly.

9.3 Change commercial license type

If you have purchased one of the commercial editions of uWebChat and wish to change the license type
(example: Basic to Enterprise), please follow the following steps.

In Microsoft AppSource, cancel your existing order and go through the process to order licenses that you
wish to use. Once you have received your license key, please contact helpdesk@universal.cloud to help
you activate your new purchased key.

If you have any issues during this process, please contact helpdesk@universal.cloud.
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10 FAQ & Troubleshooting

| want to activate my uWebChat subscription, but I'm getting the error “Could not fetch your
subscription. Please try again later”.
Please contact Universal IT support when you see this error.

None of the uWebChat commands seem to work. Not even “Help”. I'm stuck in a dialog or rich
card.

You might still have an active dialog open. Type “Stop”,"Cancel”, “Quit” or “Close” to exit the current
dialog. After you have stopped a dialog or rich card, use the “Help” command to see available
commands.

| cannot create more groups.
This is a subscription limitation. Please refer to uWebChat editions to see your subscription limitations.

| do not remember the command for...
Type Help in uWebChat to find a list of commands you can use in uWebChat.

| want to change the administrator for my organization.
This is currently not possible to do from the uWebChat configuration. Please contact Universal IT support
to do this.

I have lost my licence key after purchase.
Please contact Universal IT support.

10.1 Exit current dialog or Rich Card

If you are stuck in a dialog or Rich Card when talking to uWebChat, you can always use specific
commands to return to a neutral state. To exit a current dialog or Rich Card, you can always type Stop,
Cancel, Quit or Close. This will terminate the dialog or Rich Card and bring you back to the beginning.
After that, you can type Help to see the different options.

10.2 Removing Graph API permissions

When your agents are using the Save to OneDrive or Meet Now functionality, they need to authorize the
Graph API from Microsoft to enable these features. If these features are not working correctly or if you
wish to remove the permissions, use the command Logout to log out of the Graph API as that agent.
When the agent wants to use the features associated with the Graph API again, they will get the initial
prompt to grant permissions to the Graph API before the features are able to function.
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11 Feedback and support

If you have any other problems or questions regarding uWebChat. Please contact Universal IT support.

Webchat: uWebchat support
E-mail: support@universal.cloud
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