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1.0 2021-02-22 CBE Add automatic “identity_initiated_thread" context
data
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0.8 2020-04-02 CBE Messaging threads are auto closed when inactive
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trigger
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0.1 2020-01-09 CBE Release of the documentation
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Concepts

RingCentral Engage offers a fully integrated three-in-one source called « Engage Messaging »:

e Live Chat mode: This is a real time web chat channel.
e Messaging mode: This is an asynchronous web chat channel.
e Mobile mode: This is an asynchronous in-app mobile messaging solution.

When the source is configured as messaging, the conversation histories are shared between
the web and mobile channels.

The 2 web chat channels also feature a proactive mode that allows a fine targeting of visitors
being engaged.

The documentation for the mobile mode can be found on this website and on this doc. This
current documentation will mostly be about the web chat.

A customer of RingCentral Engage wants to have a Chat integrated in a website, called the

« target website », in order for their own visitors/customers, called the « visitors », to get
assistance or to proactively provide them with assistance. For that purpose, an instance of
RingCentral Engage is configured to have a RingCentral Engage Messaging source. An
integration is done in the target website to setup the required code, and the final configuration
is done in RingCentral Engage by a trained administrator or by an expert from RingCentral
Engage. The officers of the customer handling the Chat conversations and responding to the
visitors on RingCentral Engage are called the « agents ». The fact that a visitor sends a
message via the Chat is called an « engagement » — the Chat is said to have « engaged ».

The principle of RingCentral Engage Messaging is to have an integration step in
the target website that is minimal. The possibility to configure precisely how and when the
Chat is shown, directly in RingCentral Engage, without having to add another step of
integration nor modify the existing integration, will provide long-term value to our customer.

Architecture of the client

On the target website, we insert a short javascript code that will load a javascript script called
“the loader”.

Depending on whether or not the Chat source is active, or in maintenance, the loader contains
the required data to run or do nothing. Among these data, there are the configuration data of
the source and the customization, and some code to initialize things. Once loaded itself, the
loader will asynchronously load the full javascript code of the Chat, configure things and start
the session. The full javascript code is common for all our customers and the loader depends
on each source configuration.

The Chat client-side code is composed of two pieces:

e the Chat Client that renders the Chat window and handles the messaging ;
e the Chat Manager that is responsible for the triggers detection, the session tracking,
displaying the items (buttons, invitations...) and launching the Client.
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RingCentral
Messaging mode - Floating and Embedded displays

When the chat is configured as Messaging, it has 2 display modes:

e Floating: Just like the Live Chat, the chat is displayed in a floating window on the
bottom right of the website.
e Embedded: This mode allows you to integrate the chat in the flow of your website.

Chat display logic

The Chat Manager has multiple triggers that, when verified, will show the Chat or some items.
The triggers are evaluated in this order:

The embedded trigger
The continuation trigger
The messaging trigger
The configured trigger

BwN S

If a trigger is verified, the following triggers won't be evaluated. The first 3 triggers are
hardcoded in the Chat Manager logic. The last one is to be configured in RingCentral Engage.

The embedded trigger

This trigger is verified if the Chat is in embedded mode. It will directly display the embedded
Chat.

The continuation trigger

This trigger is verified if the Chat was shown and engaged on the previous page. It will
re-display the Chat as it was before: minified or open.

The messaging trigger
This trigger is verified if:

e The Chat is in messaging mode.
e The Chatis not engaged.
e The current identity has at least one open thread.

It will open the Chat.

The configured trigger

These triggers are configured remotely directly in RingCentral Engage and don't require
modification on the target website.

A configured trigger is a rule, configured to take some actions upon some conditions:

e Client side conditions, configurable for each trigger, depend on the visitor session and
on some custom variables given ;
e Server side conditions depend on the presence and occupancy of agents.
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The client side conditions implicitly include a condition on the fact that the Chat has not yet
engaged.

When client side conditions are met, the trigger is said « activated ». Then:

e If the trigger is configured as “Execute only if agents are available": The Client reaches
the Server to obtain a probability to take the configured actions. The Server calculates it
depending on the presence of agents, and their busyness. The Client draws and
executes or not the actions. Currently, probabilities are only 0 (no) and 1 (yes), but in
the future, a probability between 0 and 1 could be instructed to obtain a fine grained
traffic.

e If the trigger isn't configured as “Execute only if agents are available": The Client
directly executes the actions without consulting the Server.

At least one trigger is required, even if it has no condition. It is then always met. If the trigger is
configured as “"Execute only if agents are available”, then the actions are executed depending
only on the server side conditions: agents are available to engage or not.

Online / Offline modes (Live Chat mode only)

The Buttons and Invitations items support the distinction between the online and offline modes.
When this support is enabled, such items will always be shown after the corresponding trigger
is activated. When the Client executes the trigger, the items are rendered with the online mode,
and with the offline mode otherwise.

On the Messaging mode, the online mode will always be used.

Chat ltems

The triggers are configured with actions to take, and most actions consist of showing an item
on the target website, or directly opening the Chat window.

The Chat Items are of two kinds: Buttons and Invitations. They are created and customized
directly in RingCentral Engage and usually don't need integration on the target website. They
are actionable and aim to open the Chat window.
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Examples of Chat Item

Button, floating: Button, fixed:

Chat with us

Invitation, with overlay: Chat window:

RingCentral Engage Messaging
Cédric Beaumont

Questions? Need help?

Our agents can answer you and guide you via live
chatl

Quick and easy!

just now

Hello, how can | help you?

Cédric Beaumont 12:49

W

(2 Write your message here @
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Continuation

The items and the Chat window are displayed by a Trigger for the current page only, leaving
the same or another Trigger to display them again on the next page view if needed.

However, the Chat window has a built-in continuation rule: if the visitor engages the
conversation by sending a message, the Chat window will continue to be shown during the
navigation until:

e On Live Chat: the visitor ends the Chat session or the visit idle duration has passed (24
hours)
e On Messaging: the visit idle duration has passed (24 hours)

During the engagement, no other trigger can be activated, thus, no other item can additionally
be displayed.

Chat session and data

From the beginning of its visit, at each page view, and during a page view, a visitor is tracked
by the Chat Manager. Navigation data, timings, counts, and custom data are recorded to make
a history.

This collection of data happens on the client side only. The data is stored in the visitor's
browser (more precisely in its “localStorage”) and is not seen by the server.

The data collected serves for the triggers’ conditions. They are matched against this data.

The collection of data is steady, i.e. it doesn't only happen at the beginning of each page view.
Meaning that we natively support things that change while the page remains the same
(javascript action, form fields filled, elements appearing...).

Once the Chat client is shown to the visitor, when he engages, the part corresponding to the
current page viewed is sent to the server to be displayed in RingCentral Engage, alongside the
conversation. This allows agents to have a context about the visitor activity on the website.
Then, as the visitor continues his browsing, these session data are updated and sent to the
server to refresh the context data the agents see.

Custom variables

Custom variables are defined in RingCentral Engage and are populated with data given to the
Chat Manager by an integration done on the target website, or by data found by the Chat
Manager itself on the pages of the target website.

A custom variable can be:

the amount of a cart,

the product name seen on the page,

whether or not the visitor is logged in,

the product currently subscribed to by the visitor...
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Custom variables are ways to offer more discriminance for the triggers (through more
segmentation possibilities), and to convey more information to the agent once the visitor is
engaged (for context).

Automatic context data on conversations started by the user

On the Messaging mode, the user can start a new conversation on his own by clicking on the
new conversation button in the conversations listing. For these conversations, we automatically
set a context data “identity_initiated_thread” at “true” that can be used to detect them.

This can be used in the Rules Engine for some custom processing:

CONDITIONS

Match type | Extravalue % v
Extra value name  identity_initiated_thread
Comparison operator IS % v —

Comparison values  true

Visitor identification

When the Chat is shown and connects to the server, a new Identity is created in RingCentral
Engage, belonging to the Engage Messaging Community linked to the Engage Messaging
source.

By default a visitor is anonymous. A new ldentity with no information is created.

We offer a mechanism, with an integration on the target website, to register data about the
visitor: its name, its email address, an avatar... and some extra values.

Extra values

The RingCentral Engage Messaging source allows for an identity to store extra values. Every
extra value registered about the visitor from the Chat client is sent to the Server and is stored in
the ldentity.

In the configuration of the related Engage Messaging Community in RingCentral Engage, a
mapping can be setup to map those extra values to the Custom Fields defined in RingCentral
Engage, like with any kind of Community that provides extra values (RingCentral Engage Mail,
RingCentral Engage Chat, RingCentral Engage Communities...).
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User persistent identifier (aka UUID)

Every customer using Chat has an internal ID in RingCentral Engage. This ID purpose is to link
different conversations to the same customer so that Agent and Company can track history and
usage of the chat Channel.

Automated RingCentral Engage UUID

This is the default configuration, RingCentral Engage Messaging automatically generates IDs
(called UUID) for every new customer using the chat. RingCentral Engage persists this identifier
over time in the customer browser cache. If the customer empties its cache or switches
browser or computer a new UUID will be generated and the new conversation will not be
merged with the old one. Basically at RingCentral Engage level this will be a brand new
customer even if it has the same name and attributes than another one.

A good advantage of this mode is that it handles nicely the situation when visitors start a Chat
session as anonymous and to log in during the session. The identity remains the same and is
just updated with the newly available information and the conversation is not interrupted.

Company managed UUID

If your customers are always authentified we strongly recommend having a customer identifier
registered under the "uuid” identity field. This would allow to regroup other chats previously
opened by this same physical customer, based on this ID.

The ID used can be the customer ID, an ID from a CRM, or the ID of an SSO system or any
stable and unique ID that could be assigned to a particular client ...

If the ID is needed by the agent to perform some operations (e.g. searching the customer in a
CRM thanks to his ID), the customer ID should also be registered as an extra value in order to
be displayed in the RingCentral Engage interface, or you can also map the UUID directly into an

[dentity Group Field.

Since each chat is binded to an identity, identifying a visitor while a chat session is
already open will result in the creation of a new chat session. So don't use it if anonymous
are supposed to login into customers during a chat session.

Don't use guessable uuid if you do not rely on JWT to sign parameters or you
could face customer impersonation.

Messaging mode features

When the Engage Messaging source is configured in Messaging mode (not Live Chat), the Chat
won't be synchronous anymore. The differences with the Live Chat mode are the following:

e No more “connected” or “disconnected” events. Meaning that a conversation can last
for days without any interruption.

e Closing an intervention won't end the conversation, but a conversation can be locked
and unlocked.
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The user cannot end a conversation, only the agent can.

The message history is shared between the web chat and the mobile.
The user can have multiple conversations and create new ones too.
The Chat can be embedded.

No cobrowsing.

Configuring the community

To add a RingCentral Engage Messaging to an existing RingCentral Engage instance, you need
to create a RingCentral Engage Messaging community. No specific configuration is required.

Extra values mapping

When needed, and with a proper integration on the target website, information about the
visitor's Identity can be provided to the Chat Client. Alongside with the predefined attributes,
you may register extra values, at will. The « Extra value mapping » section of the Community
configuration deals with the handling of these extra values.

The technicalities will be detailed in the integration section, but, those extra values are given by
pairs of key & value.

You may configure a mapping between some of the extra values registered on the identities
and some of the predefined fields of an Identity Group shown to the agents in RingCentral
Engage, or some of the configured Custom Fields. You may add as many mapping as needed
by entering the key of the extra value and by selecting the destination field. Refer to the
dedicated documentation for further details.

EXTRA VALUE MAPPING

Key  cell_number Field Mobile phone -
Key  customer_number Field customer id v |

Map the UUID to an Identity Group Field
If you identify your customers through this ID, you can add your UUID to the extra values or
directly map it to an Identity Group Field as if it was an extra value. If you use this method, it's

highly recommended to use a Custom Field with a Custom Regex matching your ID to avoid
getting the Automated Dimelo UUID into your field.

Key  uuid Field = Customer ID xv | @
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JWT signature

RingCentral Engage Messaging supports registering information about the visitor's Identity with
a Json Web Token (JWT), a cryptographically secure signature mechanism. RingCentral
Engage Messaging supports the HMAC sha256 signature and the RSA sha256 signature.

The usage needs an advanced integration on the target website.

When registering information about the visitor’s Identity, the data flow is:
the target website - the visitor's browser - RingCentral Engage

You can't have the guarantee that the data is not altered between the information that is
announced on the target website and read by the Chat Client, and what is received by the
Server.

The only way to have such a guarantee is to add a cryptographically secure signature of the
data. Json Web Token (JWT) is such a signature mechanism, de facto standard, based on a
shared secret or an asymmetric public/private key.

Handling
The « Signed identities » field configures the handling of those signed identities by the Server:

e « Accept JWT signed identities » : either non-signed and signed information are
accepted. This is a flexible mode.

e « Reject JWT signed identities » : only non-signed information is accepted. This is a
strict mode. This is the default value.

e « Require JWT signed identities » : only signed information is accepted. This is a strict
secure mode.

The JWT are required to have an expiry date set in an "exp” field AND the expiry date is
required to be at least 1 hour in the future. Otherwise, the JWT will be rejected.

Since the JWT needs to expire, it is also better to renew it periodically by setting a new JWT.
Otherwise the chat will display a message saying that the user needs to refresh the page to
continue the conversation.
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RingCentral Engage

Your session has expired. Please refresh the page.

Just now

© Write your message here @
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JWT keys

JWT works with shared secrets, called « keys », configurable in the « JWT keys » section:

Clés JWT

Algorithm

H5256

prod

Secret

9aeafl6388b8abb487d1605b

Algorithm

R5256

rsa

Public key

—BEGIN PUBLIC KEY—
MIIBIjANBgkqhkiGIWOBAQEFAAOCAQSAMIIBCGKCAQEAXWVOYLX]
+ADj+0laWNxe
6fiZB3nBecdsbWFZnGV5GJj88s0cIwnELd9sz5qUUgMNfeM+/0215
NpOpRikVXKYP
dwWiecRaY0kWeEx7ETuiOPITI6tVjaTnIMFOk+fbP2/PELT TrmKpCaz
DZ0XazXcfM

vaA7T112v81 CuLNfo++GHJiZ7avLhC7arbl zuDog30VwalYMVgoakBG
ABEhzwrDhZM
bMptHhRvWuXk9ig+rRZcNGAtKIENWwWLWPIhJUY /7tZeyl czHtb9E
ZnuMs1G+2xu
ZEMX0VaKnjs7zsRocMz+8Vwj1x0JnoWMYIAWWQ3ip2amejLi40Do
TIC/TAJ1BKMWG

OwlIDAQAB

——END PUELIC KEY—
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To add a JWT key, you have to set an identifier, the « Key ID », and the key itself:

e Secret for HMAC. It must be a string of 24 characters (0-9 and a-f).
e Public key for RSA

The « Key ID » must be a string containing no spaces (a-z 0-9 and "_").

You may add several keys. This is useful because keys are secret, must be compartmentalised
to the utmost, and may change periodically.

Changing a key used by the target website without requiring synchronisation between the
deployment of the new key on the target website and the changement in RingCentral Engage
can be done by simply adding the new key in the configuration. The previous one can be
removed at a later time, when it is sure that it is no longer in use.
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Configuring the source

To add a Chat to an existing RingCentral Engage instance, you need to create an Engage
Messaging source. Right after its creation, edit it to access advanced configuration.

Avatar

You may choose an avatar used for the main ldentity that the agents use when posting
messages.

Note that the avatar is displayed:

in a 35x35px circle in the Chat window header

e Ina24x24px circle in the Chat window conversation on the left of the last message of
every block of agent messages

e in a 35x35px circle in RingCentral Engage.

We recommend a 100x100px image that fits being displayed rounded, to support high DPI
screens.

When no avatar is configured in the source, in the Chat window, there is no avatar and in
RingCentral Engage, a stylized avatar is used like any other identity without avatar.

Sender name

The displayed name of the agent in the Chat window, next to each of its messages, is
configurable via the « Sender name » field.

Here is an example that specify the rendering of the sender name for some among the most
common cases, for an agent whose name is Alicia Johnson:

Sender name configured Rendering Strategy

{{firstname}} {{lastname}} Alicia Johnson

{{firstname}} Alicia Agent centric

{{firstname}} from Alicia from PurpleShop

PurpleShop
Natalie from PurpleShop Natalie from PurpleShop Persona
PurpleShop Team PurpleShop Team Impersonal

The Chat is a one-to-one channel that emphasizes the fact that the visitor speaks
to a particular agent. Depending on the communication strategy, the customer can place
their agents on the spotlight by displaying their first name, or opt for a unified persona that
represents the customer care service.
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Integrations

RingCentral Engage Messaging supports natively several basic integrations with trackers for
example. These are optional. They are made with the Chat public Javascript APl and one can
copy and adapt them freely.

Available integrations :

e Google Analytics Classic (asynchronous mode - ga.js - the old way)
e Google Universal Analytics (analytics.js)

The integrations reports the following events (based on JS events) directly to the Google
Analytics available on the page :

Event name Data Details

Fired when a Trigger was activated and able to execute
chat_proposed trigger its actions (e.g. the item to be shown is found on the

page)

. Fired when the visitor engages the conversation, i.e.

chat_engaged trigger :

sends a first message
chat_shown trigger Fired when a Chat Client is created and shown
message_received trigger Fired each time the visitor receives a message
message_sent trigger Fired each time the visitor sends a message

Other settings

Queuing

The « Queuing factor » field, defaulting to “0", controls the extra slots that are allowed in the
waiting queue. With “0", no extra slots are allowed. With a positive decimal number, such as
"0.25" for example, and 4 busy agents with soft limit at 2, the chat would allow 2 more
discussions to be queued even if no agents are available (4 * 2 * 0.25), the total number of
slots would be 10.

Timed messages (Live Chat mode only)

The « Impossibility message delay » field, defaulting to “8m” (i.e. 8 minutes), controls the delay
before a message is automatically shown to the Visitor to state that it was impossible to reach
an Agent to handle the engaged conversation. One of the effects of this message is to end the
conversation too.

These fields accept “chronic durations” (i.e. a series of value plus suffix corresponding to an
unit: "2m 25s” for 2 minutes and 25 seconds). Set to 0 to disable.

Enable navigation contents

The « Enable navigation contents » field, defaulting to true, can be unchecked to keep the
Server from creating a Navigation record displayed among the messages for each page seen
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by the visitor. Note that the current page of the visitor remains visible (and always gets
updated) on the Messaging session panel on the right of the Task agent view.

Welcome message

The « Welcome messages » field can be filled to display a message on a new conversation if
there is no automatic message from a trigger. For example:

RingCentral Engage Messaging

Welcome Bob Lee Swagger!

You can ask us anything related to
RingCentral.
Our team generally replies in a few minutes
© Write your message here @
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Automatic email request

On web Messaging mode only, an automatic request for email can be sent to the visitor if we
don't already have their email address:

Enable automatic request for email (1)

This message will be displayed to the visitor only after their first message on a new
conversation:

Please enter your email address so that
we can reach you:

email@example.com e

09:37

Then after the visitor submits their email, this message will be displayed instead of the email
asking:

Thank you For submitting your email.
You will be notified by email.

09:37

This automatic message will only be sent with a grace period of 2 hours.

Back to chat link

On web Messaging mode only, an email notification containing unread messages is sent to the
user’'s email if he hasn't read them in 15 minutes. The link to go back to the chat and see the
messages can be configured in the source under the “Notifications” section:

Back to Chat link

=
(i)
WL/

If blank, the link will be the last visited page.
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Time for thread inclusion and threads auto closing

This parameter is mainly used in the mobile single-threaded part of this connector. When
receiving a new message from the customer, if his last message was within the time for thread
inclusion, then it will be added to the last conversation. If not, it will create a new conversation

This parameter is also used for auto closing the messaging threads. The
messaging thread will be automatically closed by the application if the inactivity in the thread
is at least the max between this parameter and 4 days.

This is to ensure we do not leave open threads forever.
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Related configuration

Engage Messaging specific permissions

You must ensure that each of the agents that will handle the Messaging conversation has the
« Read » and « Reply » permissions on the Engage Messaging source.

You must ensure that the Roles of the administrators/managers that will configure the
Messaging (Triggers, Items & Custom Variables) contain the « Manage Engage Messaging
configuration » permission.

Task view (Mandatory for Live Chat mode)
The agents handle the Messaging conversation via the Task view (a.k.a. the Push mode).

You must ensure that there is a Topology. At need, create a new one, it will be populated with a
set of standard default values.

You must add the Engage Messaging source to the « Realtime » Channel.

You must ensure that the Role of the agents contains the « View tasks » permission.

Custom Language

You can add custom translations or modify the existing ones by using this field. To add new
languages, use the ISO country code as the main key. See “Customization - Customizing the
Languages” for the JSON format that needs to be used.

You can see a list of all translations on many languages in

https://docs.google.com/document/d/1ly9bR997VSBOx4PdeUpp9HStSPyxFW3r T_IPdJOmac/
edit

Creation - Catalog Items

When the source is created, pre-built default items are created for reference and for an easy
starting.

Creating an item - Common part

You must provide a meaningful name in “Label” and choose the corresponding Engage
Messaging source in “Source”.
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Creating an item: invitation or a button

Available CSS classes

e dimelo_chat_item_action: when set to an HTML element, it makes it the clickable
action of the item (the element that launches the Chat). If this class is not set to any
HTML element in the item, the whole item is clickable for action.

e dimelo_chat_item_dismiss: when set to a HTML element, it makes it the clickable
dismiss action (the action to close and remove the item).

Online / Offline mode

When activated, the item HTML container has either the dimelo_chat_mode_online or
dimelo_chat_mode_offline CSS classes you can use to style the item.

For example:

.dimelo_chat_mode_online .my_button {
background: green;

}

.dimelo_chat_mode_offline .my_button {
background: red;

}

You have also the following utility CSS classes, to use directly in the HTML:

dimelo_chat_show_when_online
dimelo_chat_hide_when_online
dimelo_chat_show_when_offline
dimelo_chat_hide_when_offline
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Chat Targeting - Configuring the
Triggers

Triggers control the display of the Chat and allow targeting the visitors based on their behavior
on the website. Associated with conditions on Custom Variables, the targeting may be quite
evolved and be the translation of some business rules.

Trigger

You define a meaningful label for the Trigger. Note that the Agent will see which Trigger is the
source of the conversation, information given by the label.

You can activate / deactivate a Trigger when needed.

You can have a Trigger with no condition. This means that it will always try to execute. This is
useful for the Click to Chat use case, for placing a button somewhere in the website.

Note that for when the trigger is marked as "Execute only if agents are available”, the
conditions configured in the Trigger are only the first step of the decision process to execute
the actions or not ; the second step being evaluation by the Server and depends on the
presence and occupancy of the agents. Meaning that even if the trigger has no condition, the
actions won't be executed if no agents are present, for example.

Queuing
The « Queuing factor » field, empty by default, controls the extra slots that are allowed in the

waiting queue for this trigger. When empty, it uses the value configured in the Engage
Messaging source.

Conditions

You can define a set of conditions for the Trigger.

Each condition is defined by selecting what matches what values, and when.

What
The Chat Manager tracks predefined criteria:

Criterion Type Example
Chat opened Boolean true
Chat shown Boolean false
Day of week Special Monday
Hour Number 17
Identity Boolean true
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Page path String /shop/product.php?id=58
. 2id=
Page URL String https.//www.myshop.com/s(,)r;r?p/product.php.|d 58#bott
Page title String Pink Dress - My Shop
Page visit count Number 2
Page visit duration (in Number 15
seconds)
Signed identity (JWT) Boolean false
Visit count Number 1
Visit duration (in seconds) Number 45

Other predefined criteria may be added in the future.

You may also use any of the configured Custom Variables.

Details
“Chat shown" corresponds to whether or not the Chat window is displayed.
“Chat opened"” corresponds to whether the Chat window is opened (true) or minimized (false).

"Page path” corresponds to the strict path of the page URL i.e. without the scheme, the domain
and the anchor, and starting with a slash. Whereas the “Page URL" is the full page URL,
scheme and anchor included. You may prefer using the “Page path” as it allows using a nicer
“Starts with" (that can match a full website section if URL are well thought, e.g. “Starts with"
“Idresses/" will match “/dresses/" and “/dresses/587-pink-dress").

"Page visit count” corresponds to the number of pages viewed during the current visit.
“ldentity” corresponds to whether an identity has been set.

“Signed identity (JWT)" corresponds to whether an identity signed with JWT has been set. If
this is true, the "Identity” is also true.

When

As the Chat Manager uses a historical store, you define when the condition must have
matched. The default is “for the current page”. Among the historical positions available, the
most useful are:

for the current page
for the previous page
for any page

for any previous page

Here is an example that specifies the meaning of each of the historical positions. The visitor
has seen 15 pages, the current page is the 15th:

current page 1 first page 1
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Criterion 15(14|13]|12(11|10| 9 [...] 2 | 1
for the current page Y
for the previous page v
for the 2nd previous page Y
for the 3rd previous page v
for the 4th previous page \%
for the 5th previous page \Y
for one among the 2 previous ones vi|v
for one among the 3 previous ones v|v|v
for one among the 4 previous ones viv]|v]yvVv
for one among the 5 previous ones v iv]v]|v|v
for the current page or the previous one v |v
for the current page or one among the 2 previousones | v [ v [V
for the current page or one among the 3 previousones | v |[v |V ]|V
for the current page or one among the 4 previousones | v | v |v ]|V ]V
for any page vliv]|v]|v|v]|v]v]..|lv]vV
for any previous page vliv]|v]|v|v|v]..]v]|vVv
for the first page v
Value

Each criterion is matched against a value, with an operator. The operators depend on the type
of the criterion.

Common operators

The operator “is" is the equality matcher.

The operator "is present” matches for when a criterion is defined (i.e. found) and is not blank.
The Chat Manager may find the string (e.g. the value of a form field), but it can be blank (e.g.
not filled yet). It has the same meaning as in Dimelo Communities for the validation of presence
of the title of Questions for example. For Boolean, it has the meaning of « is defined and is

true ».

The operator “is not present” is its opposite, and target values that are blank or that can't be
found. You may notice the utility: if the condition is « is not " » (i.e. « is not an empty string »),
if the Chat Manager can't find it (i.e. it is seen as not defined), then, the condition is true, as it is
not defined, it is not an empty string. The operator “is not present” is helpful in many of those
cases. For Boolean, it has the meaning of « is not defined or is false ».
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Number type

Number typed criteria have the extra "“is greater or equal to” (criterion = N) and “is lesser or
equal to" (criterion = N).

String type

String- type criterion has the extra “is not”, “contains”, “doesn’t contain”, “starts with” and

"ends with".

In addition, multiple values can be set for the same string-type criterion, using a

comma-separated list.

List with multiple values behave as follow:

e For positive conditions (“is", “contains”, “starts_with", “ends_withs"), the result is true if

ANY of the list values match the source value.

e For negative conditions ("is not”, "does not contain”), the result is true if NONE of the

list values match the source value.

String comparison happens after a normalization step. For example, the string
" La Naiveté " that contains many extra spaces, accented letters and uppercase, is
normalized into “la naivete” and is strictly equivalent to it in term of comparison.

Example of matching:

Source Norme? Source Operator Value Norme® Value Result
. . . . . " La Naiveté . . B
" La Naivete " la naivete is M la naivete true
" La Naiveté " “la naivete” is “la naivete” “la naivete" true
" wsdn " ; " . “ la naivete . . .
La Naiveté la naivete is " la naivete true
o . . “la naivete “la naivete,des
" La Naivete " “la naivete” is w ! true
hello gens
“ La Naiveté " “la naivete” is not “la naivete” “la naivete” false
" e . . . . “la naivete, des | “la naivete,des
La Naiveté la naivete is not o " false
gens gens
" La Naiveté " “la naivete” contains "naive” "naive” true
" La Naiveté " “la naivete” contains " naive " "naive” true
. . . R starts o
" La Naivete " la naivete with " la " la true
. , . . . starts e
" La Naivete " la naivete with “la" la true
" La Naiveté des Gens |"la naivete des . " des gens . .
. gens” ends with . des gens true
" La Naiveté " “la naivete” contains "naif"” “naif" false
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Boolean type

There are no dedicated operators.

Values for Day of week
These are predefined: Monday, Tuesday, Wednesday, Thursday, Friday, Saturday, Sunday.

Matching can be exact, but you may use the "is greater/lesser or equal to" to match a range of
days. For example “is greater or equal to Saturday” will match the whole weekend. And "“is
lesser or equal to Friday"” will match days from Monday to Friday.

Values for Hour

These are predefined: from 0 to 23. It corresponds to the hour part of universal notation of
time. E.g. At half past midnight, noted 00:30, the hour will be 0.

Matching can be exact, but you may use the "is greater/lesser or equal to" to match a range of
hours. For example "is greater or equal to 20" will match the whole evening, from 20:00 to
23:59:59.

Combining conditions

You may have several conditions for one Trigger. They combine with a logical “and”, meaning
that each of the conditions must match for the Trigger to be activated.

To handle the logical "or" case, you have to create several triggers.

Examples of evolved conditions

By combining conditions and by leveraging the historical positions, you may create interesting
scenarios.

You can target visitors leaving a funnel: « "Page URL", for the previous page, contains
“Imy-cart/order/" » AND « "Page URL", for the current page, doesn't contain
“Imy-cart/order/" ».

You can target visitors clearing their cart: « “Custom - Cart number of products”, for any page,
is greater or equal to "1" » AND « “Custom - Cart number of products”, for the current page,
is Holl ))'

Actions
At least one action is required for a Trigger.

Direct Chat window display

The action « Show the chat minimized » will launch the Chat and display the Chat window in its
minimized state.

The action « Show and open the chat » will launch the Chat and display the Chat window in its
minimized state and transition it nicely to its opened state.
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The actions are idempotent. If several Triggers execute a « Show and open the chat », only the
first one will actually launch the Chat and open the Chat window. In the same way, if a first
Trigger does « Show the chat minimized », a second that wants to « Show and open the chat »
will just open the Chat window, as it is already launched.

Catalog Item display

For each of these actions, you have to choose from the Catalog the corresponding item you
want to be shown.

Automatic Message

You may display to the visitor a message appearing when the Chat Client is launched. A
standard notification is also fired.

Choose one message from the Catalog.

Note that you can't have this action on its own. For the case when you want to display an
automatic message in the middle of a conversation, you have to select at least the « Show and
open the chat » action (as when already launched and shown, it will be a no-op).

When combined with the action of showing a Button or an Invitation, the automatic message is
shown when the Chat window is shown, i.e. after the visitor clicks on the "action” of the
selected item.

Moreover, if an automatic message has already been sent, a second one with the same text
won't be sent. There is a unicity on the automatic message text.

Hide other elements

You may want to hide the already displayed items (Buttons & Invitations) when the trigger is
activated.

Note that this will hide every item already displayed, even fixed Buttons.

Post activation behavior

You may define the behavior of the Chat Manager after a Trigger execution.

The option « No other trigger is activated after this one » means that if this Trigger is executed,
no other Trigger can be executed afterward, even after a page reload.

The option « This trigger is activated only once per visit » means that the Trigger will be
executed only once per visit. Useful when displaying an Invitation pop-up.

Processings

In addition to actions, there can be processings associated with a Trigger for when a
conversation starts.
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Categorization

You may define some categories associated with the Trigger. Each conversation started from
this Trigger will be categorized accordingly.

Language

You may define the language associated with the Trigger. Each message of the conversation
started from this Trigger will have its language set accordingly.

This also sets the locale of the Chat Client for the visitor.
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Email notifications -
Customization

By default, the notification looks like this:

Hello,
You have new messages:
04-28-20 12:23 Ghislaine Michu: This is a customer message body to preview your template.

04-28-20 1

04-28-20 12:23 Gustave Frings: This is the last agent message body to preview your template.

2:23 Gustave Frings: This is an agent message body to preview your template.

Follow this link to view the conversation.

Regards,

There is an admin menu to add customized templates:

RingCentral
DESKS ~  ANALYTICS  ADMIN . -
ENGAGE DIGITAL @ Jean-Baptiste Brenaut

'AGENTS MANAGEMENT Messaging notification templates (2) )

Label Sources Categories Languages

Eb

French template All messaging sources All categories [ Francais | v

Eb

English template All messaging sources All categories Alllanguages Va

ENGAGE CHAT

€ ch

DATA MANAGEMENT

First template matching the current thread will be used, if no template matches, the default
email template will be used.

Templates can be reordered with drag and drop.
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The form looks like this:

RingCentral

ENGAGE DIGITAL

DESKS ~  ANALYTICS  ADMIN

AGENTS MANAGEMENT Messaging notification templates *» Create a template

& Ag SETTINGS
B identitie:
o Label *

Sources | By default, all the messaging sources are selected

Categories

Languages

@ Active

CUSTOMIZATION

HTML code

2
3 <style type="text/css">
4 /* Your stylesheet here */
.messages
margin: lem 0;

_message {
margin: 0.4em 0;

~timestanp {
font-size: 0.9en;
color: #929498;

.screenname {
font-weight: bold;
margin: 0 6.len;

ssaging notifi

.separator {

border-botton: 1px solid #D6D3D9;
height: o;

TASK MODE

.unsubscribe, .unsubscribe a {
font-size: 1lnx:

DATA MANAGEMENT

For new templates, html code is prefilled with the default template markup so you have an

@ semnsaptiste srenaut ~

PREVIEW

LX)
Hello,

You have new messages:

2 Ghislaine Michu: This is a customer message body to preview your template.
2% Gustave Frings: This is an agent message body to preview your template.

23 Gustave Frings: This is the last agent message body to preview your template.

Follow this link to view the conversation.

Regards,

1-- This is a sample template defining some css rules used by

‘Submit email preview

example of valid syntax. There is also a tooltip that explains how to customize and which

interpolation variables and methods are available:

CUSTOMIZATION

HTML code 1
2
3 =style type="text/css"=>
4 /* Your stylesheet here */
5 .messages {
6 margin: lem 0;
7}
8
9 .message {
10 margin: ©@.4dem 8;
11 }
12
13 .timestamp {
14 font-size: 0.9%em;
15 color: #929498;
16 }
18 .screenname {
19 font-weight: bold;
20 margin: @ 0.lem;
21 }
22
23 .separator {
24 border-bottom: 1px solid 4
25 height: @;
26 }
27

.unsubscribe z
110 -

28 .unsubscribe,
29 font-gize:
301

<l-- This is a sample template defining some css rules used [*

Variables

{{identity}}: message identity

{{title}}: title of the thread
{{{back_to_chat_link}}}: link allowing customer
to go back to chat

{{{unsubscribe_link}}}: link to unsubscribe from
notifications

{{firstname}}: firstname

{{lastname}}: lastname

{{firstname_upcase}}: firstname with uppercase
for each letters

{{lastname_upcase}}: lastname with uppercase
for each letters

{{nickname}}: nickname

{{email}}: email address

{{identity_company}}: identity company
{{identity_email}}: identity email
{{identity_emails}}: all emails of the identity
{{identity_firstname}}: identity firstname
{{identity_gender}}: identity gender
{{identity_home_phone}}: identity home phone
{{identity_home_phones}}: all home phones of
the identity

{{identity_lastname}}: identity lastname

(lidamsitir memmbhila mbhamall: idamdibe mam kil

3

Submit email preview

v X
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Integration in the target website

The codes listed below have to be inserted in the HTML code of the target website, on each
page of the website.

The chat can only be shown on pages in which the codes listed below are
present. Having the codes on only a few pages, if the visitors starts a conversation and
browses to a page in which the integration codes is not present, he will not see the Chat
window until he gets to a page with the codes. The chat session is not lost, it just can't be
shown.

Minimal integration

In the Engage Messaging source configuration, get the html code from the “Code to include”
section. Here is an example:

<script>
(function(d) {
var cm = d.createElement('scr' + 'ipt'); cm.type = 'text/javascript'; cm.async = true;
cm.src = ('https:' == d.location.protocol ? 'https://' : 'http://') +
'the-domain.dimelochat.com/chat/the-source-token/loader.js';
var s = d.getElementsByTagName('scr' + 'ipt')[0]; s.parentNode.insertBefore(cm, s);
}(document));
</script>

This code has to be inserted in the HTML source of the target website. It can be added
anywhere in the html source.

1=l Provide the exact code from the source configuration.

ldentity integration (optional)

We offer a way to register some information about the user. These data are then sent to the
Server to create and fill an Identity.

Identity data

The data are given with a Javascript object (a hash), with the field's name as keys, and the
field's value as values.

Example:

"screenname": "John Doe",

"avatar_url": "https://my-domain.com/avatars/54579fed6d617868b3010000/john-doe.jpg",
"firstname": "John",

"lastname": "Doe",

"email": "john.doe@my-domain.com",
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"uuid™: "54579fed6d617868b3010000",
"extra_values": {
"customer_id": "54579fed6d617868b3010000",
"my_extra_value": "A123456"
}
}

There are predefined fields, such as firstname, lastname, screenname, company, email, uuid or
avatar_url. Each of them is optional.

For information about UUID please see User persistent identifier (aka UUID).

Other values can freely be registered in the extra_values hash with a key, value format. Note
that we strongly recommend to register an ID in the extra values for the case of the visitor
being a customer (see related section).

Non signed Identity

This is the most common case. The javascript object must be given as is to the “_setldentity”
asynchronous method:

<script>
var _chatq = _chatq || [I;
_chatq.push(["_setldentity", {
"screenname": "John Doe",
"avatar_url": "https://my-domain.com/avatars/54579fed6d617868b3010000/john-doe.jpg",
"firstname": "John",
"lastname": "Doe",
"email": "john.doe@my-domain.com",
"uuid": "54579fed6d617868b3010000",
"extra_values": {
"customer_id": "54579fed6d617868b3010000",
"my_extra_value": "A123456"
}
H);

</script>

This code has to be inserted in the HTML source of the target website. It can be added
anywhere in the html source. Note that the var _chatq = _chatq || []; is mandatory.

s\ E L[5 Prepare and provide an example with the desired information for the
integration.

JWT signed Identity

The Server in RingCentral Engage currently supports the following JWT signature algorithms:

e "HS256": HMAC with SHA256.
"RS256": RSA with SHA256.

The Server in RingCentral Engage currently uses the following JWT extensions:
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e ‘exp”:an expiration timestamp must be provided in the payload (via the "exp"” key), and
must be set to a future date (for example a date matching “now + 2 hours"). The

expected format for this expiration date is a Unix Timestamp (integer). Our configured
acceptable leeway is 10s.

Generation of the JWT

For the headers, you must have the “typ”, “alg” and “kid" keys. The “kid" contains the « Key

ID » of the key configured in the Engage Messaging Community in RingCentral Engage and
used for the signature.

{

Iltypll: IUWTlI'
"alg": "HS256",
"kid": "the_key_id_of_the_jwt_key_used"

}

For the payload, here is an example. The expiration data must be added to the payload with the
"exp" key.

"exp": 507749400,

"screenname": "John Doe",

"avatar_url": "https://my-domain.com/avatars/54579fed6d617868b3010000/john-doe.jpg",
"firstname": "John",

"lastname": "Doe",

"email": "john.doe@my-domain.com",

"uuid": "54579fed6d617868b3010000",

"extra_values": {
"customer_id": "54579fed6d617868b3010000",
"my_extra_value": "A123456"

}

}

Integration

The calculated JWT must be given as a string to the “_setSignedldentity” asynchronous
method:

<script>
var _chatq = _chatq || [I;

_chatq.push(["_setSignedldentity", "eyJ0eXAiOiJKV1QiLCJhbGc...jdruLc9gbBWCWsQ"]);
</script>

This code has to be inserted in the HTML source of the target website. It can be added
anywhere in the html source. Note that the var _chatq = _chatq || [I; is mandatory.

IVl Create a JWT key in RingCentral Engage and provide both the Key ID and the

Secret/Public Key. Prepare and provide an example with the information wanted for the JWT
payload and a copy of this section to be given to the customer tech team.
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Custom variables integration (optional)

We offer a way to register manually some Custom Variable, for the cases when « In page
filling » is not activated. The markup code can be found in each Custom Variable configuration
page. Note that names for custom variables must start with “custom_".

Here is an example:

<script>

var _chatq = _chatq || [I;

_chatq.push(["_fillCustomVariable", "custom_cart_amount", 58]);
</script>

This code can be inserted in the HTML source of the target website. It can be added anywhere
in the html source. Or integrators may directly use the javascript code. Note that the
var _chatq = _chatq || []; is mandatory.

V=l Provide the code needed for each Custom Variables defined in the
configuration that doesn’t have the « In page filling » enabled.

Fixed buttons integration

For each fixed button The code has to be inserted at the precise location where the button will
be, in the HTML source of the target website.

Here is an example:

<div id="dimelo_chat_item_markup_b8d7e7c72b6f86af6e766559" class="dimelo_chat_item_markup"></div>

1S\ =151 Provide the code needed for each Button defined in the configuration that has
a "Fixed" positioning.
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Embedded mode integration

When the Engage Messaging source is configured in Messaging mode (not Live Chat), the
embedded mode can be used to integrate the Chat in the target website.

Here's the code allowing to do this:

<div id="messaging-container"></div>

<script>

var _chatq = _chatq || [1;

_chatq.push(['_setConfiguration', { 'embedded': true, 'parentNodeld': 'messaging-container' }]);
</script>

The embedded param must be set to true.

The parentNodeld must be the id of an existing element in the target website. The Chat will be
embedded in it. This element can be customized as needed to fit in the target website.

For example:

RingCentral Engage
Messaging

Your conversation

Welcome Bob Lee Swagger!
You can ask us anything related to RingCentral.

No conversations Our team generally replies in a few minutes.

© Write your message here

RingCentral Engage Digital - Engage Messaging Implementation Guide | 39/54



RingCentral

Iframe integration

If adding the Engage Messaging JS in the target website is not an option, an iframe integration
is also possible. Just like with the parentNodeld, an iframe element can be added in the target
website to have the embedded Chat.

The url of the iframe has this pattern:

the-domain.dimelochat.com/chat/the-source-token/web?jwt_identity=eyJhbGc...2drA

The identity must be signed, otherwise the Chat won't start.
This integration has limited interactions and the identity’s data must be passed in the JWT.

The only other command available is the filling of the custom variables. This can be done by
adding parameters in the URL. For example:

the-domain.dimelochat.com/chat/the-source-token/web?jwt_identity=eyJhbGc...2drA&custom_customer_id=12334567
89

With the iframe integration, the domain needs to allow iframe integration.

With the embedded mode, the triggers are ignored and the Chat is displayed as
soon as possible. This means that any option linked to the triggers are unavailable in this
mode.
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Debug & troubleshooting
Debug mode

In the target website, you can type DEBUG on the keyboard to activate the Debug mode. With
the debug toolbar appearing on the top right corner of the website.

MESSAGING DEEUG: Reload - Show store - Reset - Stop Debug

You'll have these features :

Reload: just reloads the page ;

Show store: show all the values used by the Chat Manager to test the triggers’
conditions, including the values of the Custom Variables ;

Reset: resets the Chat as if this was the first time you ever came to the website ;
Stop Debug: remove the Debug toolbar.
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Customization

We designed the Chat window to respect industry standards allowing for a user to be
comfortable and to ease the engagement.

In a first approach, we encourage a light customization, purely in CSS. We offer a mechanism
to change the colors of the Chat window, based on our default stylesheet. This is done directly
in RingCentral Engage.

Customizing the Languages

You can add your own languages or modify the texts of the current languages with the Custom
languages field in your Engage Messaging source or by implementing it in the javascript of the
page containing the chat.

<script>

var _chatq = _chatq || [I;
_chatqg.push(["_addTranslations", {"en":{ ... });
</script>

You can see a list of all translations on many languages in

Note: The javascript has priority over the configuration in the source.

On the next page is an example of JSON language format:
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{
'‘en': {
'attachment_frame': {
'drop_text': 'Drop your file here'
h
'attachment_error': {
'file_too_large': 'File is too large (maximum %{max_size_mb} MB)",
'file_type_not_allowed': 'File type not allowed',
'message': 'Error while sending the file %{filename} :',
'unknown': 'Unknown error",
b
'cobrowsing': {
'request_message': {
'body': 'Do you accept to share your screen?’,
'accept': 'Yes',
‘deny': 'No'
}
}I
'connection': '%{screenname} is now connected’,
'content': {
'anonymized': 'This content was anonymized upon author request.'
B
'control_attachment_title': 'Send a file',
'control_back_title': 'Conversations list',
'control_close_cobrowsing': 'Deactivate’,
'control_close_title': '"Minimize',
'control_emoji_title': '"Add an emoji',
'control_new_title': 'New conversation’,
'control_quit_title': 'Quit’,
'control_send_title': 'Send’,
'conversation_header_title': 'Your conversation’,
'date': {
'ago_format': {
'about_x_minutes': {
'one': 'about 1 minute ago',
'other': 'about %{count} minutes ago'
h
'default': '%m %d %Y %H:%M',
'different_day': '%m %d',
'different_year': '%m %Y,
'now': 'just now',
'same_day': 'Today %H:%M',
'same_year': '%m %d %H:%M'
}l
'estimated_wait_time_format': {
'hours': {
'‘one': "1 hour',
‘other': 'more than one hour'
h
'minutes': {
'‘one': "1 minute',
'other': '%{count} minutes'
}
B
'month_names': [January', 'February', 'March', 'April', ‘May', June', July', 'August’, 'September’, 'October’,
'November', 'December']
B
'default_cobrowsing_active_status': 'Cobrowsing is active',
'default_title': 'Engage Messaging',
'dialog_frame': {
'button_ok_label': 'Ok,
'error_title': 'Error !'
}I
'disconnection': '%{screenname} is now disconnected’,
'end_frame': {
'confirm': 'Do you want to end the chat session ?',
'message_1'": 'Thank you for using the chat.',
'message_2'": 'The session has ended, here are your options:',
'option_leave_label': 'Leave the conversation’,
'option_print_label': 'Print the conversation’,
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'option_see_again_label': 'See the conversation'

}I
'input_placeholder': 'Write your message here',
'printer': {

'title': 'History of your conversation on %{title}'
i

‘prompt_error': {

‘incorrect_email”: ‘This email is incorrect’,

‘required”: 'This field is required’,

‘send_error": ‘An error occurred, please try again’
i
'queuing_update': {

'estimated_wait_time': 'Your estimated wait time is %{estimated_wait_time}',

'queued': 'You are in position %{position} in the waiting queue',

'transfered': 'You are being transfered'

b
request_email”: {

‘title”: 'Please enter your email address so that we can reach you:’,

‘submitted_title": ‘Thank you for submitting your email. You will be notified by email.’
}I
'send_message_error': 'An error happened, click to try again.',

'thread_closure': 'The conversation has ended.',
'threads_listing_empty': 'No conversations',
'timed_messages': {
'impossible': 'Sorry, we were not able to find any available agent.'
}I
'typing': '%{screenname} is typing',
'unsupported_browser': 'Internet Explorer 9 and below are not supported',
'waiting_for_agent': 'Waiting for an agent’,
'you': 'You',
'you_colon': 'You: '

Customizing the CSS

We extensively use SCSS that is a superset of the CSS language and that provides some useful
features such as variables. We generate from SCSS the CSS used by the Chat system.

On the Engage Messaging source configuration, there is a field named Custom CSS. This field
accepts CSS code as well as SCSS code. The code inserted here is used to generate a custom
stylesheet for the Chat window and to generate as well the stylesheets of each of the Catalog

Items (Button, Invitation...) you may use.

In this field, you can have some global CSS code and you can redefine the variables we use to
generate the "design” part of the Chat stylesheet, in order to recreate it with the colors wanted.

Changing colors of the Chat window

Details of color variables

Here is the full list of color related variables we use to generate the Chat window stylesheet:

Variable Default Details

$gray900 #212121
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$gray800 #757575

$gray700 #HATAIAT

$gray400 #D1D1D1

$gray300 #EOEOEOQ

$gray200 #E7E7E7

$gray100 H#HEFEFFO

$gray50 #FBF7F8

S$highlight-color #448%eb Main color

$background-color HAffE Background of the Chat window

$highlight-text-color auuy Color for text displayed above a
$highlight-color background

$text-color $gray900 Main text color

$secondary-text-color $gray700 Secondary text color (screen
name, timestamp,...)

$placeholder-color $gray700 Color of placeholder text in form
fields.

$error-color #f44336 Color for errors related elements.

$global-notification-color #f0512a

Background color of the new
message notification badges.

$end-conversation-option-color

$highlight-color

Color for the “See conversation”
and "Print conversation” buttons

$leave-conversation-color

#f0512a

Color of the "leave conversation”
button on livechat

$status-color

mix($highlight-color,
$gray100, 20%)

Color for the status box

$thread-closure-color $gray800 Color of the “"end of conversation”
text

$send-icon-color # Color of the send icon

$bubble-icon-color HEFFFF

Color of the bubble icons

$header-color

$highlight-color

Background color of the header

$header-text-color

$highlight-text-color

Text color of the header

$header-icon-color HAfE Color of the header's icons
$message-background-color #ecfOf6 Background color of agent

messages
$message-text-color $text-color

Text color of agent messages

$message-self-background-color

$highlight-color

Background color of visitor
messages
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$message-self-text-color $highlight-text-color Text color of visitor messages

$cobrowsing-status-color #667080 - Color of the cobrowsing status.

$cobrowsing-status-button-bg-color | $gray100 Background color of the
cobrowsing status

You only have to define the one you want to change.

Common use case

The common use case is to only change the $highlight-color as the others colors are pretty
neutral and industry standard.

Other changes are beyond our recommendation.

Changing colors of the default Catalog items

Details of color variables

Variable

Default Details

$highlight-color

#53ccad Main color, used for buttons and

interactions.

Javascript API

RingCentral Engage Messaging offers an asynchronous Javascript API for the customer to be
able to make any integration on the target website.

Events

List of events

The Chat Manager supports the following publicly subscribable events:

Event name

Data

Details

button_shown

trigger, mode &

item

Fired when a button is shown

chat_engaged

trigger

Fired when the visitor engages the conversation, i.e.
sends a first message

RingCentral Engage Digital - Engage Messaging Implementation Guide | 46/54




RingCentral

chat_shown trigger Fired when a Chat Client is created and shown

Fired when a Chat Client is closed and destroyed (when

chat_closed the visitor definitely leaves the Chat Client)

trigger, mode &

invitation_shown Fired when an invitation is shown

item
item_shown trlggtei;émode & Fired when a button or an invitation is shown
message_received trigger Fired each time the visitor receives a message
message_sent trigger Fired each time the visitor sends a message
started Fired when the Chat Manager is loaded and started

Fired when a Trigger meets all its condition for

trigger_activated trigger & mode activation and tries to take its action

Fired when a Trigger was activated and then is able to
trigger_executed trigger & mode [take its action, e.g. the item to be shown is found on the

page.

For most cases, a "trigger_activated” event is followed right after by a “trigger_executed” event.
The sole case for which trigger execution can be halted after the activation is for triggers that
have to show a fixed button. If the markup for placing the fixed button is not found on the page,
the trigger can't be executed.

Event's data

The data column tells what specific information an event handler would receive when the event
is triggered.

The "mode" data gives . Example of data for “mode" :

{

mode: "online"

}

Example of data for “trigger” :

{
trigger_id: "54be84696d61786d2f160000",
trigger_label: "Home Button",
trigger_human_id: "Home Button #54be84696d61786d2f160000",
trigger_continuation: false

}

The "trigger_continuation” key is true if the event is the result of a continuation, false otherwise
(for example, a Chat client that reopens himself after a page change would fire a “chat_shown”
event with “trigger_continuation” being true).

The "trigger_id" key may be null for the Chat internal continuation Triggers.
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Example of data for “item":

{
item_id: "55a7d1986d6178585b000002",

item_label: "Default floating button - dark",
item_human_id: "Default floating button - dark #55a7d1986d6178585b000002",
item_type: "button"

}

Data always contains an “event” key with the name of the event as value.

Registering an event handler

To register for an event, you must give a callback function to the “_onEvent” asynchronous
method:

<script>
var _chatq = _chatq || [I;
_chatq.push(['_onEvent', 'chat_engaged', function (data) {
// Do something
H);

</script>

The callback function may accept one argument, “data”, which will be a plain Javascript object.
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Usage
How to track a Chat engagement funnel

You may want to track the behavior of the visitors regarding the usage of the Chat.

Here is an example of an events chain that is triggered when a visitor engages a conversation
and does receive help:

trigger_executed - chat_engaged -»> message_received

Common question that can be answered
We look here for the events fired during the whole visit.

e Q1: Was the visitor offered any assistance by Chat ?
At least one "trigger_executed” event was fired with a “trigger_id"” data being not null,
and a "mode” data being "online”.

e Q2: Has the visitor tried to get assistance by Chat ?
At least one “chat_engaged"” event was fired.

e Q3: Has the visitor refused assistance by Chat, while having been offered one ?
At least one "trigger_executed” event was fired (see Q1 for the conditions) AND no
“"chat_engaged” event was fired.

e QA4: Has the visitor received any assistance by Chat ?
At least one "message_received” event was fired.

e Q5: Has the Service failed to provide assistance by Chat, while the visitor used the
Chat ?
At least one “chat_engaged"” event was fired AND no “message_received” event was
fired.
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Actions

Add message

The add message action allows you to create a customer or agent message in the chat from
your javascript code. These messages will be sent to the server as automated messages.
Example:

<script>

var _chatq = _chatq || [I;

_chatqg.push(["_addMessage", { body: "Hello, how can | help?", agent: true }])
</script>

This APl can be used for example to make buttons/links inserting custom data into the chat (ex:
product details) or to pre-fill the chat with initial data like a previous conversion with a virtual
agent or responses from a qualification form/wizard.

The addMessage action only works when the chat is already open, if you intend to
use it to pre-fill the chat we recommend using it in the "chat_shown" event as shown below.
This also allows you to check the trigger used to open the chat and change the behavior
depending on which one it is.

<script>
var _chatq = _chatq || [I;
_chatg.push(['_onEvent', 'chat_shown', function (trigger) {
if (trigger.trigger_continuation) return; // Avoids executing on each page refresh
_chatg.push(["_addMessage", { body: "bot message #1", agent: true }])
_chatq.push(["_addMessage", { body: "customer message" }1)
_chatg.push(["_addMessage", { body: "bot message #2", agent: true }])
H);

</script>

This code should be placed alongside the chat loading script to make sure the chat_show event
is registered early enough.

Here are the available options to the addMessage action:

Param Type |Default Details

body String " The body of the message to add

Whether the message will appear to be from the agent or

agent Boolean | false from the customer

For customer messages only, determines whether the chat
should be considered "engaged" (and thus creates a task in
RingCentral Engage) or wait for the next real customer
message.

engage Boolean | false
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Page change

The page change action allows you to inform the server that the customer has changed the
page. This is typically useful for single-page applications. Example:

<script>

var _chatq = _chatq || [I;
_chatqg.push(["_pageChange"]);
</script>

The page change action has the following effects:

e The triggers are re-initialized. This means that if a trigger has already been executed, it
will be able to be re-executed after the page change.

e The triggers can use the new page information to check if it matches or not.

e If atrigger matches, there is a new check on the server to see if there is an agent
available.

e The new URL is visible in RingCentral Engage.

If a trigger is executed and thus shows an element (button, invitation or Chat), this
element will stay on the screen after a page change, even if there is no trigger that matches
the new page.

Attachments

Attachments are supported both from the agent to the customer and from the customer to the
agent. In both case, the following requirements must be met:

e Attachment size must be smaller than 10MB
e Attachment type and extension must be one of the following:
o audio: mp3
image: bmp, gif, jpg, jpeg, png, tif, tiff
message: eml|
pdf: pdf
presentation: key, odp, otp, pps, ppt, pptx, pot
spreadsheet: csv, numbers, ods, ots xlIs, xIlsm, xlsx, xlc, xIt, xItm, xItx
video: avi, flv, m4v, mkv, mov, mp4, mpg, qt, wmv
word: doc, docm, docx, dotm, dotx, pages, odt, ott

Surveys

RingCentral Engage Messaging supports the integration with SurveyGizmo, like any other
RingCentral Engage source.

o 0O 0O O O o O

On Messaging mode, the survey is sent asynchronously as a message just like in other
RingCentral Engage sources.
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On Live Chat mode, the Survey is directly part of the visitor engagement workflow. This takes
advantage of the real time capacity of this mode.

When a Survey is activated and eligible, it is presented to the visitor at the end of his
conversation, inside the Chat window, as soon as the agent closes the intervention.

As usual, the eligibility depends on the configuration (restriction by Team, or Categories). But
contrary to asynchronous sendings, when eligible, a Survey is always presented for an
intervention (no anti spam feature), and only once per intervention (in case it is reopened).

Note that asynchronous sending mode is also possible, but its eligibility requires you to have
the visitor email address.

The goal was to go with our existing solution, SurveyGizmo, that is well used and
highly customizable. Integrating it into the Chat window allows direct feedback without
distracting the visitor from the sale (important for the presales use case).

Creating a Survey in SurveyGizmo

In SurveyGizmo, create a new survey and configure it with these specifics:
Styling
In the “Style” main tab:

- In “Themes”, apply the “RingCentral Engage Messaging - Base theme" that will serve as
a base.

- In “Interactions”, choose “Standard” for Desktop Interaction and “Not mobile optimized”
for Mobile Interaction.

- |n other tabs, customize as wished.

When the Survey will be created inside RingCentral Engage, you'll be able to preview the
rendering for the exact sizing of the Chat window.

Building the questionnaire
In the “Build” main tab:

On the first page, add a text block to explain that the chat session is ending, inviting him to take
a survey. Add this above the first question, or on its own dedicated first page. This is needed
because the Survey is rendered in place of the "end of conversation” frame and the transition
must be explained to avoid confusion.

Then, add a page per question, for a better flow.

On the last page, the "thank you" page, additionally to any “thank you” message, add a
"Javascript action” (in “Add an Action"), with description RingCentral Engage Messaging -
Complete event, with javascript action being:

if (window.parent) {
window.parent.postMessage('dimelo:chat:survey:complete’, '*');

}
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The "thank you" page is shown for 3 seconds, then the Survey frame is removed, letting the
"end of conversation” frame be shown.

Choose one question to be used as the main satisfaction question (multiple choice options,
with custom Reporting Values scaled from 1to 5 ; activate it in "Advanced Option Settings")
with its "Alias"” set to customer_satisfaction. Refer to the survey documentation for further
details.

Adding the Survey in RingCentral Engage

Add the Survey by its SurveyGizmo ID. Edit it right after to configure it by having a “Realtime”
sending mode and selecting the Engage Messaging source.

In the listing view, you'll have a magnifier button to preview the Survey rendered with the exact
sizing of the Chat window. This is useful to adjust the customization and the questionnaire.
Survey submitted in this preview mode will be tagged as “Test".

Multilingual survey

Survey, like Engage Messaging, supports multi-language. The language of the survey is the
language the chat is displayed in. It means :

- Chat must support this language (see Custom Language), if you want to use a language
that is not supported natively you must add it to the chat.
- Survey must be translated in any language the chat is supposed to support
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Useful links

Bird-eye view of the different features of the web chat:
h ://wiki.ringcentral.com/displ I/En +M ing+-+F r

Technical documentation for the mobile SDK:

https://docs.google.com/document/d/135EVLkfN2Ihn_hzR4uhYYcd2VeSISHHSXALDfTnLVH4
Mobile documentation: https://mobile-messaging.dimelo.com/
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