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Contact card component

The customer details are searched, retrieved, and displayed to you in the format as shown in the picture below. It consists of
full contact details including phone, email, organization, department, address information and all other fields that have value
in them.

Note

Only fields that have values in them will be displayed

~ Martin King

MOBILE +44 2 ORGANIZATION ABC
EMAIL rmartin king@sample.com DEPARTMEMNT Marketing

WORKING TITLE Authaor
o 8

On an incoming request, the customer’s number or email address is passed to the contact card component to be searched
for a matching record. There can be three outcomes to the search results and the specifics of each are as listed below:

1. Single contact match: Full customer details will be displayed within the widget

2. Multiple match found: A list will be displayed for you to choose from. You can go back to the list at any time by
pressing the back button provided in the widget. Also a search can be performed to look for a contact from within the
loaded results.

3. No contact match: The phone number/ email id that the customer is using to communicate will be listed along with the

interaction history of the corresponding number/id. No match situation arises when the contact card does not exist, or
it has not been imported properly.

Note

Both the phone and email information can be copied to the clipboard by clicking the® icon next to it

Adding and editing contacts

If enabled by the admins, agents can add a new contact card information or edit the existing one.

To edit the existing contact card information, click on the Edit contact icon as shown in the picture below.

~ Martin King
MOEBILE + "] ORGANIZATION ABC
EMAIL rarti om @ DEPARTMENT Marketing

WORKING TITLE  Author

0a@e

The edit contact window will appear populated with the existing customer details. You can make the necessary changes and
click on Save.
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Edit contact

First name Last marne

Warking
title

Organization Department

Marketing

Street narme Swrast

number

Zip code Zip locamion

E-mail 1 martin king@sample.cor Description

E-mail 2 Desecription

Fhone 1 F Description

Phane 2 Description

Cancel

If the contact information was not found, the agent will have an option to create or add a contact card as shown in the
picture below.

E Chris harris (No match found) t Q

Phone 07345627127 @
Emall chris.harris@gmail.corn @

L}
-t

By clicking on the Add contact icon. , the Add contact window will be opened. Enter all the personal details and click on
Save.
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Add contact

First name Last name harrs

Working
title

Organization Deparmment

Street name Street

number

Zip coda Zip locazon

E-mail 1 chris.harns@gmail.com Description

E-mail 2 Description

Fhone 1 07345627127 Description

Phone 2 Description

Cancel

Callout to the customer

Agents can now send information via SMS or email to the customer during or after the interaction by clicking on the icon as
shown in the picture below. Please note that the email/SMS service must be configured to your solution to be able to use
this feature.

s o Martin King

MOBILE +44 7474 354735
EMAIL rnartinking@sarnple.corn §(

ORGANIZATION AEC
DEPARTMENT Marketing
WORKING TITLE Author

Send r

On clicking on the send message icon, the message window will pop up, populated with the available customer details as
shown.
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MESSAGE

|§j send as sms v Send as email

SMS settings E-mail settings

SMS RECIPIENT(S) SMS DISPLAY MAME
447474354735 Puzzel

SMS FOOTER

Agent can enter the message and choose to send via SMS or email and clickSend. A confirmation message will be shown
as below.

thanks

" Send as sms Send as email

SMS settings E-mail setxings

E-MAIL RECIFIENT]S] E-MAIL SENMDER NAME
Puzzel

E-MAIL SUBJECT

E-MAIL FOOTER

Agents can also choose to make calls to the available number in the contact card by clicking on the click to call icon.

Viewing or adding a note

You can view historical notes to yourself or from other agents by clicking on the icon shown below. This provides a list,
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sorted from newest to oldest including the date, time, name of agent who created it and a snippet of the note content. You
can click the note text to see the full note text.

~ Martin King
MOBILE + | 1} Mates from agants
EMAIL martin.king@zample.cam I DATE AGENT NOTE
E a fews =econds ago Jay thi= iz a =econd note
A3 minutes g0 law Thiz iz a note to |ay

Add note

You can also edit/delete a note of your own if this feature has been configured for your solution. To edit a note, go to list view
and select the note you wish to edit. You can either make changes and save it or delete the note altogether.

~ Martin King
MOBILE | 1} MOTE
EMAIL martin king@=ample.cam I This iz a note to Jay DATE

3 few =econd: ago

BEEE

AGENT
A lay

Back Delete  Sawe

Note

You can only edit or delete notes created by yourself. The notes created by other agents will be in read-only mode

Customer journey indicator

This is a graphical representation of customer navigation within the website. This will help agents to analyse if the customer
is looking into the right webpage and direct them to the right one if necessary.

~ Martin King

MOBILE +44 7474 354735 2
EMAIL martin king@sample.com Entered queue: Hurnan chat

Chatter: Connected with you

16:33 Erowser activity: Contact us

E ,?] a 16:33 Browser activity! Contact us o
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