LIVE CHAT, CONTACT FORM AND TICKETING
SYSTEM

Built-in live chat, contact form and ticketing system (helpdesk) module for PrestaShop, self-managed, free

forever! 3-in-1 complete customer support channel to communicate with online customers easily and boost sales.

A product of PrestaHero
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. WELCOME

Thank you for purchasing our product. We hope to guide you through all the aspects of the module installation and the module setup

within this document. If you have any questions that are beyond the scope of this documentation, please feel free to contact us.
*Note:

All instruction screenshots are taken from PrestaShop 1.7, but installing and configuring this module on PrestaShop 1.6 is similar.

1. INTRODUCTION

In an e-commerce world, speed is king. From overnight shipping to instant access to your product or service, your customers want things
now - and they usually get it. However, this is not the case when it comes to customer service. Research shows that the average respond
time for customer service requests on social media is 10 hours. Worse still, email response times take longer than 12 hours! This is not

acceptable. And delays like this will lose your customers.
But, how can you respond quickly to your customers? It's simple - use live chat.

LIVE CHAT, CONTACT FORM AND TICKETING SYSTEM module enables you to have real-time conversations with your customers while

they're on your website. It's quick, convenient and customers love it because it's 100 times faster than any other digital service channel.



LIVE CHAT, CONTACT FORM AND TICKETING SYSTEM is an innovative 3-in-1 online chat, contact form and helpdesk module for
PrestaShop which can significantly improve your customer support service. It not only brings the greatest chatting experience for every

user but also helps you gather and manage the support tickets sent by your customers.

* “LIVE CHAT, CONTACT FORM AND TICKETING SYSTEM” is compatible with PrestaShop 1.5.x, 1.6.x, 1.7.x to PrestaShop 8.x

Ill.  INSTALLATION

1. Navigate to “Modules / Modules & Services”, click on “Upload a module / Select file”

2. Select the module file “ets_livechat.zip” from your computer then click on “Open” to install

% Click on “Configure” button of the module you just installed to open the module’s configuration page.

Quick access

You can also navigate to LIVE CHAT, CONTACT FORM AND TICKETING SYSTEM's configuration page through the quick access menu.



1 installed modules [-]

E Live Chat and Ticketing System
v2.0.1 - by ETS-Soft Cnline chat with your customers anytime, anywhere!

38 built-in modules

i"‘ Welcome
: v5.0.1 - by PrestaShop Help the user to create his first product. ... Read more

Visits and Visitors

@

v2.0.2 - by PrestaShop Adds statistics about your visits and visitors to the Stats dashboard.
?GQ Available quantities
v2.0.0 - by PrestaShop Adds a tab showing the quantity of available products for sale to the

NOTE: If you're using our Live Chat free version, you will have to uninstall the free version before installing this premium version.

IV. CONFIGURATION

From your installed module list (Located at “Modules/Modules & services/Installed modules”), find “LIVE CHAT, CONTACT FORM AND

TICKETING SYSTEM” then click on the “Configure” button to open its configuration page.



1. Settings

1.1. Live chat configuration

Statuses

LIVE CHAT, CONTACT FORM AND TICKETING SYSTEM supports 4 chat statuses: online, busy, invisible and offline. Below is the frontend

chat box on each status.



CHAT WITH US L @Xx I'M BUSY o@x

l ETS-Sofc @ l ETS-Soft @

Hi there we're online! Can we help you? Hello. 'm busy at the moment. Please leave
me a chat message, I'll get back to you later

Online Busy

CHAT WITH US Q X CHAT WITH US L @Xx
l ETS-Soft @ I ETS-Soft @
Hi there I'm not online at the moment, Hi there I'm not online at the moment,
however you can leave me a message. I'll however you can leave me a message. I'll
call you back later call you back later

SEND OFFLINE MESSAGE SEND OFFLINE MESSAGE
I IS bI 0 I I I [

On this Statuses tab, you can customize how chat box will be displayed on the frontend. You can also set the time to automatically change

your online status to “Force online”. All the changes are displayed via chat box preview in real-time from module backend.



»2 Dashboard & Tickets & Settings © Help

&* LIVE CHAT CONFIGURATION Live chat Ticketing system Departments Staffs

Dstatuses Chatbox preview
ONLINE BUSY INVISIELE OFFLINE
@ Chat box —
= -
) 1 |
- 1M * Chat box heading text  Chatwith us env I . CHAT WITH US Ja 1
a : Camelia Studio @ :
Privacy Ask what !
* Heading background JEFEGEII] Q 1 S |
— color 1 1
& Fields 1 Hithere we're online! Can we help you? 1
. * Welcome message  Hi there we're online! Can we help you? en~ 1 !
&= Email 1 I .
|
& Security 1 Email *
'_________________________I | o
O Timing I Forced online day(s) All I : Phone number |
I Mon Tue Web Thu I 1 |
Displa & a message |
= play I Fri Sat Sun I : Type a message 1
I | 1 I
A sound I Forced online hour(s) All | 1 |
| . 1
@ Auto reply | On Th zh 3h | I START CHATTING! I
| 4h 5h 6h 7h 1 1 1
1
[3 Pre-made messages I [~ &h [« @h [+ 10h [ 11h | I___________________
| 12h 13h 14h 15h |
& Social login I
| 16h 17h 18h 19h
% IP black list : 20h 21h 22h 23h :
W Clean-up e e e o e e e e [____I

Select the time when your admin
online status will automatically
change into “Force online”




« Chat box on backend:

Customer info | End chat | Setting | Hide chat | Maximize | Close

Bibi Zhou
n H
Hello, it's Camila Studio. What
can | help you &9

| want to buy an outer wear,
ﬂ any suggestion?

It should have bright color, too

http://localhost:8080/prestashop/en/ g2

Maximized chat box:



h ‘ONLINE CHAT @ Bibi Zhou
Freya Test @
Online v n Hello
Bibi Zhou 10:59 PM []
klooQ oo, Howcanlhelpyou?
Y Editedat -2423:00:32
Jully Test 10:37 PM
Hello
I'want to find a high heel boat
n Edited at 11:01 PM
n k @
ACTIVE ARCHIVED ALL

Send this message to customer email

|||||||||| Require customer to fill in captcha code

o Customer location

10

'|]=]I]' Delete chat

User information:

- Web browser
- Link to their active chat box
- IP address

+. 8

BIBI ZHOU
n M bibi.zhou@gmail.com

L. 0219526365

Send email
Freya Test accepted chat at: 10:55 AM

Note:

| Web browser:  Opera

: :Onlinepath:

1
"L address:
Creare ticket from chat
Employee:

Freya Test

Transfer chat

Rating: 7 vy Y7 77 ¥
Chat History
[[»] Last messages Action
5 Hello -
10:54



ONLINE CHAT @ Bibi Zhou ©@ @ Im @ @ ©USERINFORMATION ®

Freya Test @ |
3 Trtre - a Hello e X P BIBI ZHOU
1 a B2 bibi.zhou@gmail.com
Bibi Zhou 10:59 PM . z“‘“'"‘ %, 0219526365
> ustomer support
klooo oes How can| hel?ym__h . Send email
Edited at 2019-02-24 23:00:32 Descrtption
Jully Test 1 =
Hello g [H=
I want to find a high heel boot pplepi O Pode oy s Ty s TOER gl - Eeyall etactepied chatatiiC:aa /M
a Edited at 11:01 PM marzipan. ps carrot s
| Chocolate cake chocolate bar biscult topping apple ple cake. € cake pastry danish Note:
dragée. Jelly pastry bar Y
10sseM  May | ask what material do you prefer? . .
Cupcake candy topping cotion candy danish. Halvah gummi bears chacolate cake pastry ice cream brownie.
Chacolate apple pie toffee halvah. -
10:57PM  And please tell me your shoe size tome
Bibi Zhou
1:s7em I will help you find one Email
bibizhouggmatcom
| seatf ‘Web browser: Opera
a idoo0 FreyaTest :| 10594 online path:
Status.
Open .,| IP address:
Friority - ————
= B I 1
Create ticket from chat |
1 I
o
1 Employee: 1
Freya Test 1
I 1
\ Transfer chat 1
I-———————————————I
Transfer this conversation to another Rating; fr e fr ¥ o
employee Chat Histary
D Last messages Action
2 Hello ®
10:54 PM
ACTIVE ARCHIVED ALL

Send this message to customer email

11



ONLINE CHAT i3 @ Bibi Zhou

Freya Test ®

Online v g Hello

Bibi Zhou 10:59 PM L]

kloo0 R How can | help you?
Jully Test 10:37 P
I want to find a high heel boot
g Edited at 11:01 PM

May | ask what material do you prefer?

And please tell me your shoe size

1 will help you find one

g Klood

ACTIVE ARCHIVED ALL

Send this message to customer emai

Chat box

R/

© @ m ¢ W

Rating of this chat session from
customer

View most recent messages via !
Chat history (:

IChat History
o] Last messages Action
5 Hello -

1 5

% Supporter info: You can select to display staff information or general information on chat box.

© USER INFORMATION

BIBI ZHOU
n B3 bibi.zhou@gmail.com

. 0219526365

Send email
Freya Test accepted chat at: 10:55 AM

Note:

Web browser: Opera
Online path:

IP address:
Create ticket from chat
Employee:

Freya Test ~

Transfer chat

% Turn on live chat when: select when to turn on live chat feature (All the time / Only when admin is online / Never)



% Shop info: Upload your shop logo, enter your shop name and your mood text. They will display on both backend and frontend chat

boxes.

£+ LIVE CHAT CONFIGURATION Live chat Ticketing system Departments
O statuses
Turn on live chat when @ All the time
() Admin is online only
() Mever (turn off live chat)

- M
Supporter info @ Staffs information

& Privacy () General information

= Fields shoplogo I | shoplogo.png B Add file
= Email

& Security
@ Timing

L Display

A Sound

 Auto reply i}

(3 Pre-made messages *Shop name | ETS-Soft

corial o
& Social login Mood | Chat with us! en

< Avatar settings:

13



Display avatar in chat box YES

Hello, | want to find a
Default customer avatar | [ 5 Add file ﬁ | leather boot

Uploaded image:

Avatar image type on frontend | Rounded =

| Square

© | B

-+ Send us an emal

% Chat box settings: you can adjust chat box width (the default value is 340 pixel) and type of collapsed chat box on frontend and

backend (bubble alert or bottom alert bar).

* Frontend chat box width | 340 px

Frontend collapsed chatbox type = Bottom alert bar v

Backend collapsed chatbox type | Bubble alert v

Bubble alert

Bottom alert bar

14



% Button settings: you can adjust the label of “send” button for each case: when chatting, editing message, when offline and when

customer start chatting. You can also pick a color for this “send” button.

* Button label when chatting | Send enw

* Button label when edit | Edit enw

* Button label when offline | Send offline message an

* Button label to start chatting when online | Start chatting! enw

Display "Send" button YES
Button background color _ Q
Button background color when hover _ Q

% Others: you can display or hide chat box on mobile devices; display/hide a support link on chat box. This support link can lead to

your contact form, ticket form or a custom link.

15



Hide chatbox on mobile devices “

Display a support link at chatbox bottom YES
Support link title | 5end us an email -
Link type | Contactform
Contact form
Ticket form
Custom link

IM

% Enable 2 steps to start chat: if you turn on this option, when customers start chatting, they're only required to enter a single

message to start the chat. After this, they will provide their information to continue chatting.

Enable 2 steps to start chat YES

When customers start chatting, they're only required to enter a single message to start the chat

Additional notification | Sorry fer this inconvenience but please enter some additional information to start chatting enw

After the first message, customers will see this notification and enter their information to continue chatting as normal

16



, CHATWITH Us

n - Camila Swudioc ®
. CHAT WITH US - Ask whatever you want!

Camila Studic ®

Ask whatever you want! Sorry for this inconvenience but please
enter some additional information to start
Hi there we're online! Can we help you? chatting

CHAT WITH US

Camila Studio @ s
¢ Ask whatever you want! b

Hi there we're online! Can we help you?

Hello Hello
“ # &
VN
B3 Send us an email =3 Send us an email &4 Send us an email

Normal 2-steps to start chat

% Chat box features:

Enable emation icons YES NO
Allow customer to rate a conversation YES NO
Display message time NO

Enable edit message YES NO
Enable delete message YES NO



/555, CHATWITH US

Camila Studic @
Ask whatever you want!

- ood mornin, f‘;: H
& 1 mene vz | Message time

:-_@_é _ﬁ_é_@T :.M_@_ é_i ":U—::' ;!:LI:Jnhn, how can I help .

I2©06600® | —

lapnoopa@s® |

| o900 0w !

i 1 96 2T a8
Emoticon :@939@@@m:
| Yoo 90 |
loa¥yaroeaa
ROGQAOWOOB | g 4
le@o®> 0o | a8
e J:E“Eg:ﬁ‘z:ggﬁj 3 Send us an email

Camila Studio @

Ask whatever you want!

g Hi 01:59 AM
Hello, it's Camila Studio.
What can | help you &

5 oG P Edit / delete message

wear, any suggestion?

It should have bright color,

too
Pl SEND
Rating: W ¥ ¥ YA £4 Send us an ema

18



% Message settings: you may setup the number of messages displayed per Ajax load and the maximum message length counted by

character.

* Message count | 10

The number of message displayed per Ajax load

* Message length | 500

Maximum message length counted by chorocter

Press "Enter” key to send message YES

LIVE CHAT, CONTACT FORM AND TICKETING SYSTEM also enables you to send message to your customers via their email address. You

can allow your customer to see past messages of the current chat session or allow/permit them to upload file.

Allow admin to send message to customer YES
via email

Allow customer to see past messages YES

Staff to accept or decline chat YES

Staffs need to manually accept or decline customer chat session

Allow customer to upload file “

19



For the “Staff to accept or decline chat” option, when a customer starts a new chat session, your staff will have to manually click on accept

button to start answering.

Sera Fortune A OV X

Hello, | want to find a leather
boot

I Ded!

P ol |

You can set up the maximum upload file size and maximum number of files that customer can upload per conversation.

Allow customer to upload file

Max upload file size | 8 MB

[T

Maximum number of files that customer can upload | 100
per conversation

20



Privacy

% Customer contact info: You can allow your customers to update their contact information even when the chat has been started.

Allow customer to update their contact YES NO

Allow customer update their name, phone, email when the chat has been started

Camnily Rud: &
A MR U WO

g - Click on this arrow —"-

s Hello, it's Camila Studéo. What can | help you (5 .

ﬁ FWani to by AR oLAer wear, ary suggestion?

1 should hunje Brght coler, fed

s B think this candigan will look gocd on you

Customer can update contact info

21



% Message status: You can select the message statuses to display on chat box.

Display message statuses sent
Delivered
Seen
Writting

% Others: you can allow customers to close chat box and maximize/minimize chat box.

Fields

% Chat box fields: Before chatting, customers will need to provide the following info.

Chat box fields Name
Email

Phane

NN

Departments

Message

m
]

mail is always required when
Required fields Mame

Email

Phaone

Departments
Message

as nat gont accep

]
—+

22



Send product link through chat box: If your customer starts chatting at any product detail page, they can send the product link
with the first message.

Home | Cropped 3/4 Sleeve Signature Silk Shirt

CROPPED 3/4 SLEEVE SIGNATURE SILK SHIRT

$280.00

Quantity

e
/ Share  f ¥ G+ (p

9 Security policy (edit with Customer reassurance module)

CHAT WITH US

Camila Studio ®

M Delivery policy (edit with Customer reassurance module) Ask whatever you want!

Your last chat has ended. Do you want to send
«* Return policy (edit with Customer reassurance meodule) another message?

l‘ Description Product Details 1 @ Also send current product information 1

Cropped 3/4 Sleeve Signature Silk Shirt I

I
[ty copilog it b byl
Our Signature Silkc Shirt Is Updated With A Cropped Silhouette And Three-Quarter Sleeves. The.

Vented Side Seams And Hi-Low Hem Make It The Perfect Top To Pair With High Waist Jeans. START CHATTING!

Mode! Is Weasing A Size Small
Model Measurements: Height: 5'10" Bust: 32" Waist: 23" B4 Send us an email

Send product link YES

Allow customers to send product link when customers start chatting at the product detail page

Require product link YES

g
3
Q.
5
T

always be sent when sta

Product name color _ &

Product price color | #ffe37f (%]

23



Email

On this tab you can setup how to receive email when you or your staff offline.

e Select email addresses LIVE CHAT, CONTACT FORM AND TICKETING SYSTEM will send email to
e Select the condition to receive notification email and time to receive
e Enter your admin directory: when this field is entered, the button “Log into back office” will be shown on the email sent to admin.

If this field is empty, the button won't appear.

Send email to admin when offline “

Mail to Shop emai
All employees

Custem emails

Custom emails

Send netification email te admin when customer send the first message

Send notification email to admin if customer send a message after a certain time since admin is offline

Time | 1 Hours

Admin directory

Security

24



LIVE CHAT, CONTACT FORM AND TICKETING SYSTEM is implemented with multi-security layers which helps you enable different security

levels for your chat to get rid of spam and attackers. You can select when to require Captcha and the type of Captcha image on this tab.

Require CAPTCHA when Auto enable Captcha when detect spams
[] when customer send the first message
[] From the second message when no employee is online
[ From the second message when customer is not logged in
[] Always if customer is not logged in
[] Always (everytime customer send a message)

server overload

Avrid crmmn o N
Avoid spam mess rioad

Captcha image type Colorful ~

Basic

Complex

Timing

% Auto open chat box:

25



Delay time to open chat box

Auto open chat box

cf hoy Leave blank to open chat bax im ligtelvy when customer land: rehsi
open chat box. Leave Dlank to open chat box immedigtely when customer iands on website

Only auto open chat box when administrator YES
is online

% Refresh speed: After the total refresh speed of frontend and backend, if there is no action during that time, the message will be

marked as “Offline”.

For example: refresh speed of frontend = 10000 milisecond (10 seconds); refresh speed of backend = 10 seconds. => After 20 seconds

without any action, message status will become “Offline” with dark grey color.

* Refresh speed of frontend = 10000 ms
3000 ms is recommended. Increase this value can reduce your server load but it will slow down the communication speed
Auto optimize frontend refresh speed
* Refresh speed of backend ms
Increase this value can reduce your server load but it will slow down the communication speed

10000
3000 ms is recommended.
Auto optimize backend refresh speed

< Others:

26



* automatically pause customer chat if | 10
they're not active in

End chat automatically if there is no new | 60
messages in

Estimated waiting time | 5

CHAT WITH US L ¥ X 8ibi Zhou a0y %

Camila Swudio @ )
RERIRE s v cu http://localhost:8080/prastashop/e
hidhcieaadt badiesin i ¢able-knit-cardigan htm!

Good morning, | want to
I think this cardigan will look

change the color of the 10:15 PM e
shirt bought last week good on you

n Thank you, I'll take a look at it

)

€
b

Do your shop has loyalty
program?

I A St3 connecting to you. Please wait I iy Vet vie vk

e e

|
© ‘ SEND | |
—————————

27

minute(s)

minute(s)

minute(s)



Display

1
Prestashop 1743 Quick Access Q,  search # Debugmode @ View my shop 9 @ e : ONLINE CHAT & X J
1
Modules [ ets_livechat / k4 Configure 1 il Hisis O |
e IE:] 1 1 Online w 1
1 L= I..IJI |
Conflgure | Bibi Zhou 02:40 AM ° :
LIVE CHAT Back Translate Checkupdate Manage honksl Do your shop has loyalty program? |
1
1 John Doe 23-01 11:31 PM ] :
»2” Dashboard & Tickets £ Settings © Help 1 /waontto buy a humming bird printed sw... |
: Marie 23-01 10:15 PM [ ] :
—_— | Good morning, I want to change the colo... |
¥ LIVE CHAT CONFIGURATION Live chat Ticket system Departments staffs | cera Fort |
| SeraFortune 23-0109:05 PM L] |
[ statuses B 1 & 1
Display chatbox on those pages only || All 1 : :
| Home 1 R
© Chat box | [ 1 Select the pages to display chat box ! !
I Product 1
|
- | . , on frontend | !
I other pages 1
T 1 1
& Privacy : |
~
Customer group | All 1 :
= Fields L 1 1
Guest 1 |
Customer o 1 1
&= Email 1 |
Select customer group who con use live chat feature |
a security e ) N 4 |
| Conversation istiype | Fixed ~ 1 How to display conversation list on backend: <, . : |
- M| H ®00p00®
© Timing float or fixed | '
Display chat on backend dashboard only YES “ I |
H Display 1 :
Display support links block on [ Left sidebar 1 1
& Sound [ Right sidebar : :
M Footer 1 |
“ Auto reply [ Top navigation : :
[ custom hook 1 1
[ Pre-made messages To use "custom hook", put {hook h="customBlockSupport'} on tpl file where you want to display support links block. : 1
ACTIVE ARCHIVED ALL |
® IP black list : :
1 e 1
@ Clean-up eyl = -

28



3 PrestuShop 1743 Quick Access «

Modules [/ ets_livechat / # Configure

Configure

-2

~~ Dashboard 4 Tickets

£+ LIVE CHAT CONFIGURATION

O statuses

]
e
A
m

& Chat box
= M

& Privacy

= Felds

& Email

8 Security

@ Timing

A Sound

& Auto reply
[ Pre-made messages
& Sodial login
% P black list

@ Clean-up

Q

Search

Live Chat And Ticketing System

£ Settings

Display chatbox on those pages only

Customer group

Conversation list type

Display chat on backend dashboard only

# Debugmode @ viewmy shop

O P
L=
Back Translate Checkupdate Manag=™

Live chat Ticketing system Departments Staffs

All
Home
Category

Product
ms
Other pages

Contact us | Submit new ticket English = Currency: USD$ = & Signout JullyTest ™ Cart(0)

All
Visitor
Guest

CLOTHES ACCESSORIES ART BLOG INSTAGRAM

my store

a

Customer

Select o

hixed A= b

O Right sidebar
1 Footer

[ Top navigation
[ Custom hock

stom hook”, put {hook h="customBlockSupport'} on

You can display support links block on anywhere using custom hook or select the default positions

29
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Sound

PrestaShop 1743 QuickAccess ~ Q  search ¥ Debugmode @ View myshop E? Qo [S] N ONLINE CHAT &

Modules / ets_livechat / 4 Configure Camila Studio @

0 ch ~ - Online N,
. aps ~ B Kil
CO nﬂ ure Bibi Zhou 04:13 AM ®
8 — Select a sound notification whe’n IENDNOGHET U .., ... oo vt el
customer or admin doesn’t put mouse pointer
i i Bibi Zhou 02:40 AM ®
A7 Dashboard 4 Tickets @ Settings @ Help in the chat box, they will hear a sound Do.younshopfas eyl prograri
> John Doe 23-01 11:31 PM °
T I want to buy a humming bird printed sw...
%+ LIVE CHAT CONFIGURATION / Live chat Ticket system Departments Staffs i
A‘ | Marie 23-01 10:15 PM ©
Good morning, | want to change the colo...
[ statuses —
Notification sound type | Sound 1 q Sera Fortune 23-01 09:05 PM °
© Chatb Sound 2
at box
Sound 3
Enable notification sound on backend ( SEE:GA =
= M Sound 5 / 555\ CHATWITH US
Enable notification sound on frontend C Sound 6 (
- Sound 7 Camila Studio @ V
& Privacy sound 8 ° Ask whatever you want!
=2 Fields S
g Hi 01:59 AM
& Email
y Hello, it's Camila Studio.
& Security 02:00 AM .
What can | help you &
© Timing
78
2 Display I want to buy an outer
wear, any suggestion?
N Customer’s screen
it should have bright color,
“ Auto reply too
[ Pre-made messages . p
© - p ARCHIVED ALL
% P black list
Rating: W W W £4 Send us an email
@ Clean-up

30



Auto reply

PrestuShop 1743 Quick Access v Q. Search

Modules / ets_livechat / % Configure

Configure

4 LIVE CHAT CONFIGURATION
O statuses

¢ Chat box

- 1M

& Privacy

& Fields

= Emalil

& Security

@ Timing

L Display

& Sound

[3 Pre-made messages
% IP black list

W Clean-up

l#* Statistics

& Sodial login

LIVE CHAT

Enable auto reply YES NO
Only send auto message when "Force online” is ES “
enabled
Stop auto replying if admin has manually replied to YES NO

a customer message

AUTO MESSAGE

Message order Auto message content
S . |
11 Thanks for visiting Camila Studio. How can | help you? 1
1 1
1 2 Qkay, | got your problem. I'll contact you as soon as possible. I

[

Using auto message when customer sends a new message,
based on order of that message to show pre-defined message

& Debugmode @ View myshop g? 9 e ONLINE CHAT o

Camila Studio @
= ~ N Online v
Marie 08:35 PM

Back Translate Checkupdate Manage hooks  thank you, 11 check it out

Marie 05:16 AM
Hello

Live chat Ticket system Departments Staffs .
Bibi Zhou 04:13 AM
hello

Bibi Zhou 02:40 AN
Do your shop has loyalty program?

5w,

colo...

CHAT WITH US
\

Camila Studio ®
Ask whatever you want!

a good morning 08:30 PM

1 Thanks for visiting Camila 1
pS:EG PM . 1
I Studio. How can | help you? I

S |

A staff is connecting to you. Please wait ...!
Estimated time: 04:38

@ Type a message . pL
i D

Rating: ¥ ¥r ¥ ¥r vy B3 Send us an email
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Pre-made message

£+ LIVE CHAT CONFIGURATION
[ statuses
& Chat box

o M

Privacy

= Fields

= Email

Security

O Timing

I Display

A Sound

#

Auto reply
*® P black list
@ Clean-up

l#~ Statistics

C P ©° 3

Back Translate Checkupdate Manage hooks

aartments Staffs

nable pre-made messaze [ Use pre-made message to save time for
the same messages

PRE-MADE MESSAGE e

Short code Message content

Marie 208 ¥ X a Hello e
u Hello
o e I
| sorry, 'm busy at the moment. 1
v | 1l call back to you as soon as . 1
| possible. I
S .

T B ®

- SEND

Somy, I'm busy at the moment. I'll call back to you
as soon as possible.

Send this message to customer email

el oy A

Rating: ¥¥ ¥ ¥ ¥ ¥
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IP Black list

3 PrestuShop 1743 Quick Access v Q,  search

# Debugmode @ vViewmyshop )5 @ e ) \, ONLINE CHAT a4 X
Modules / ets_livechat f # Configure Camila Studic ®
o T o o I[:j 1 Online v
Configure Marie
LIVE CHAT Back Translate Check update Manage hooks
Bibi Zhou 04:13 M
»2 Dashboard & Tickets £ Settings @ Help

£¥ LIVE CHAT CONFIGURATION

Live chat Ticket system Departments Staffs
[ statuses
IP black list | 201.151.178.222

149,56.38.192
£ Chat box 35.200.77.202)
= M &

This is the list of IP addresses you want to block their requests to chat., Please enter each IP in @ line

& Privacy
= Felds

= emall Customers from IP blacklist
o sy cannot see the chat box

@ Timing

= Display

A Sound

“ Auto reply

[@ Pre-made messages

ACTIVE ARCHIVED ALL
% P black list

@ Clean-up
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Clean-up

PTEStOShOp 1743 Quick Access = Q  search & Debugmode @ Viewmy shop EP @ /5577 ONLINE CHAT &

Medules / ets_livechat / # Configure Camila Studic ®

Configure 0 =B T 1.

Marie 05:16 AM [}
LIVE CHAT Back Translate Checkupdate Manage hooks .1,
Bibi Zhou 04:13 AM ]
hello
£ LIVE CHAT CONFIGURATION Live chat Ticket system Departments Staffs
Bibi Zhou 02:40 AM ]
[ statuses '______—________________I Do your shop has loyalty program?
I Clear all conversations | Everything W Clear John Doe 23:01 11:31 PM .
@ Chat box |—''''''''''''''''''''''''''''''''''''''''''''''''''''''''''''''''''""""""""""""|I [ want to buy a humming bird printed sw...
I Delete past attachments: | Everything (1 fil
! p verything (1 file) v I B Delete Marie 23-01 10:15 PM .
L - Good morning. | want te change the colo...
& Privacy Sera Fortune 23-01 09:05 PM [}
= Fields
. - 1 week old
i Everything (1 file
= Email : k !0 - 1 month old
week o e,
h ol il 6 months old
& Security 1 month old (0 |_e) 1 year old
6 months old (0 file)
O Timing 1 year old (0 file)
= Display
A Sound
“ Auto reply

[ Pre-made messages

® P black list

ACTIVE ARCHIVED ALL
@ Clean-up

L Statistics
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Social login

Your customers can easily start a chat session with the social login feature. Our live chat, contact form and helpdesk module is now

supporting the most popular social networks: Facebook, Google and Twitter login.

For each network, this module provides a pre-made Redirect URI or Callback URL to help you easily get your social network API key pair.

Use this Redirect URI or Callback URL when create a new app for your select social network.
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¥ LIVE CHAT CONFIGURATION Live chat Ticketing system Departments Staffs

[ statuses
Login with Facebook YES “

¢ Chat box
* Facebook Application ID
- M Where da | get this info?
& Privacy * Facebock Application Secret
Where do | get this info?
= Fields .
Redirect UR! |
= Email
Copy and paste this Redirect URI to ger your social network APl key pair
& Security
Ti
@ Timing Login with Google YES “
& Display * Google Application |D ] {
& sound Where do | get this info? I}
& Aut I * Google Application Secret ]
uto reply = L
Where do | get this info? \ CHATWITH US
[ Pre-made messages Fom oo o s mmosomsoooommoooosoossosoosooooooooeoos 1 il i
& Redirect URI 080/prestashop/en/modulefets_livechat/callback ! Camila Studio ®
B s | Ask whatever you want!
& Sodial login Copy and paste this Redirect URI to get your social network API key pair
| Hi there we're online! Can we help you?
% IP black list |
@ Clean-up Login with Twitter YES “ | Your name *
* Twitter Application ID ] Email *
Where do | get this info?
Phone number * I
* Twitter Application Secret
I—————— == L
Where do | get this info? ign i i
gt I l Sign in with 1
Callback URL E htp:/ilocalhost:8080/prestashop/en/modulefers_livechat/callback f Type a message
Copy and paste this Callback URL to get your social network APl key pair
[
CHATTING!
£4 Send us an email Save
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1.2. Contact form and ticketing system configuration

Ticketing feature (support ticket system) enables customers to contact you through tickets even if your chat is not available. LIVE
CHAT, CONTACT FORM AND TICKETING SYSTEM can allow a customer to select the department to send ticket, which will help them get

quick, accurate and helpful answers in a short amount of time.

You can create unlimited number of ticket forms, customize form fields to gather the necessary information from your customers. All ticket

forms have clean design and your customers will only need a few minutes to fill and send their support ticket.
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»2 Dashboard & Tickets £ Settings ¢ Cronjob @ Help

& TICKETING SYSTEM CONFIGURATION Live chat Ticketing system Departments Staffs

Enable ticketing system “ NO
*Support URL alias | support enw
Ticket will be automatically closed if there is no Day(s)

response from customer after X da:
P = Leawve this field blank to not limit the support ticket closing time

Use URL suffix YES

Enable to add ".htmi" to the end of URLs

Remove supports 1D on URL YES “

Make URLs more friendly

|

Settings for all ticket
L o form URLs A

Save

TICKET FORMS [+

1] Form Form URL Description Sort order Status Action
[ T =1
1 1! Ticket from chat - L v = 1
I |
1 httpu/flocalhost'prestashop_1.7/enfsupport/2-technical-s ' o |

2 Technical support L4 Za 1
: upport 1
e e e e e e g g Premade acketforms' ]
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First, let's create your ticket form.

Step 1: Click on “Add new form” button.

TICKET FORMS |

ID Form Form URL Description Sort order Status
1 Ticket from chat - +

http://localhost/prestashop_1.7/en/support/2-tech
2 Technical support Form for technical support submit +
nical-support

Step 2: Enter general information for your ticket form.
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INFO FIELD LIST EMAIL GEMNERAL SETTINGS

* Formtitle = Technical support

....--o- Friendly URLl technical-suppoart

L ]
*
S E D I . t Description = Technical support form for customer who wants to create a ticker about vechnical problem
.
[

Meta title I technical support

Meta description |

Active YES

Step 3: Open “Field list” tab. Add the necessary fields for your form.

40
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TICKET FORMS

NFO FIELD LIST ERLAIL GENERAL SETTINGS

I |

[

TICKET FORMS
MFO FIELD LIST EMAIL GEMERAL SETTINGS
© Add field
LA Mew fighd
* Label | Name
|m— e ————|
r,--——._I Type Text - I
Taxt e o e e e o o . o o e
Text editor Is contact name
Select
ade s subject =0
Email
Phone number
U Placeholder
|_File

Description | Customer name

o

Required YES

Step 4: Open “Email” tab. Set up email configuration for your ticket form.
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2 Dashboard & Tickets £ Seftings 3¢ Cronjob © Help

£ TICKETING SYSTEM CONFIGURATION Live chat Ticketing system Departments Staffs
TICKET FORMS
INFO FIELD LIST EMAIL GEMNERAL SETTINGS

send from email | your_email@gmail.com

Send from name | Camellia Studio

Who to send email notification when a new ticket [ Super admins

arrived? [ All employees
[1 All employees in the associated department

[ Custom emails

Send a confirmation email to customer when ticket
is submitted?

Send email to customer when admin reply to their
ticket?

Send email to customer when they successfully
replied?

Send email to admin when customer reply to a
ticket?

Send email to admin when they successfully replied?

X

Cancel Save
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Step 5: Configure general settings for your ticket form. Click “Save” to finish.

A2 Dashboard & Tickets & Settings 2 Cronjob @ Help

£ TICKETING SYSTEM CONFIGURATION

TICKET FORMS

INFO FIELD LIST EMAIL GEMERAL SETTINGS

Allow unregistened users to submit ticket? YES

Allow staff to upload file?

Save staff's upload file?

Te o the server. Othenwise the uplog

file will only be sent to customer vig email

Save customer’s upload file?

ile will anly be sent to odmin vio email,

to sove customer’s uplood file on the server. Otherwise the uploo

Allow customer to attach file when reply to a ticket

Require customer to select a department before submitting a
ticket?

Assoclated departments All

Select the departments who can sofve the tickers generated from this form together
Enable CAPTCHA protection?

Do not require registe red user to enter captcha code -

Image captcha

Google reCAPTCHA v2

Captchatype  Image captcha -3- -
e ——

Default priority  Medium El

Submit button label | Submit

Cancel
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NOTE:

This module supports both reCAPTCHA v2 and reCAPTCHA v3. To get started with reCAPTCHA, you need a Google account and to register

your site for an API key pair:

Step 1: Go to Google's reCAPTCHA admin page.

Step 2: Register your site.

e Select the type of reCAPTCHA you want
e Enter your domain

e Accept the reCAPTCHA Terms of Service
e C(Click “Submit”
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https://www.google.com/recaptcha/admin/create

Google reCAPTCHA

¢

Register a new site

Label (i)

Your Prestashop site

reCAPTCHA type (5)

@ reCAPTCHA v3 Verify requests with a score
O reCAPTCHA v2 Verify requests with a challenge
Domains (i)

+ yourdomain.com

owners
{You)

+2  Enter email addresses

Accept the reCAPTCHA Terms of Service

45



Accept the reCAPTCHA Terms of Service

‘fou agree to explicitly inform visitore to your site that you have implemented reCAPTCHA w3 on
your site and that their use of reCAPTCHA v3 is subject to the Google Privacy Policy and Terms
of Use. reCAPTCHA may only be used to fight spam and abuse on your site. reCAPTCHA must
not be used for any other purposes such as determining credit worthiness, employment
sligibility. financial status. or insurability of a user.

By accessing or using the reCAPTCHA APls, you agres to the Googls APls Terms of Use, Googls
Terms of Use, and to the Additional Terms below. Pleass read and understand all applcabls terme
and policies before accessing the APls.

reCAPTCHA Terms of Service

Send alerts to owners (i)

CANCEL SUBMIT

Step 3: Get a site key and secret key
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Google reCAPTCHA

Adding reCAPTCHA to your site

‘Demo contact form Ultimate' has been registered.

Use this site key in the HTML code your site serves to users. [4 See client side integration

©r COPY SITEKEY ‘ 6LcCipoUAAAAAPUEGVuzRynwCjOVRNUo7dUxéVD ‘

Use this secret key for communication between your site and reCAPTCHA. [7 See server side integration

O COPY SECRET KEY ‘ 6LcCipoUAAAAAMIeGEJy0z38tgRDNT TuvWWnCTNb ‘

GO TO SETTINGS ‘GO TO ANALYTICS

Here's how your customers submit new ticket from their account manage page:
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Your account

S v B

INFORMATION ADD FIRST ADDRESS ORDER HISTORY AND DETAILS

=  _ £

CREDIT SLIPS VOUCHERS MY ALERTS

= & | D

CHAT INFO CHAT HISTORY
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Home [/ My account / Support tickets

|
SUPPORT TICKETS o [ I

Id Subject Date Priority Status Action

Home / My account | Supporttickets | Technical support

TECHNICAL SUPPORT
Name =

John Doe

Custormer name

Email =

jehndoa@gmail.cam

Subject

<t wirich has probiem, please check Yes

Message Content

Captcha Code

_E. L
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NOTE:

When you first install the module, there is a default ticket form - “Ticket from chat” which was created for the full width chat box. This

ticket form is necessary, you cannot delete it.

ONLINE CHAT ® Bibi Zhou

S Froyz Test @
’ Online v n
Bibi Zhou 10:53 PM L]

klooQ

Hello

How can | help you?
-24

I want to find a high heel boot
Edited at 11:01 PM

May | ask what material do you prefer?

And please tell me your shoe size

1 will help you find one

kloo0

Description

@ @ m ¢ W

CREATE THCKET FEOM CHAT
* Subjeet

Cuscomer support
Description

wang.

Jety-o dessert apple pie lollipop pudding croissant tiramisu chupa chups. Powder chupa chups fruitcake gummi
zipan. Sesame snaps cake dragée sweet.

< biscuit cup: chups b le pie cake. Chocolate cake pastry danish
dragée. Jelly pastry chocolate bar cupcake marshmallow bollipop danish.

Cupeake candy danish. gummi by
Chocolate apple pie toffee havah,

pastry ice eream brownie.

Name

Bibi Zhou

Email

bibithoulgmail.com
Staff
Freya Test
Status
Open
Priority

Low

CREATE TICKET

Departments  Staffs

©

Action

8
A2 D # Ticket & Settings @ Help
£ TICKETING SYSTEM CONFIGURATION
TICKET FORMS
o Form Form URL
1 Ticket from chat
2 Technical support

Form for technical support submit

Send this message to customer emai

50

© USER INFORMATION n

BIBI ZHOU
a B3 bibizhou@gmail.com
& 0219526365

Send email
Freya Test accepted chat at: 10:55 AM

Note:

Web browser: Opera
Online path:

IP address:

Employee:

Freya Test

Transfer chat

Rating: ¥y Y7 ¥r ¥y vy

Chat History
ID Last messages Action
2 Hello @
10:54 PR,



1.3. Department configuration

2 Dashboard & Tickets £ Settings @ Help

LF DEPARTMENT CONFIGURATION Live chat Ticket system Departments Staffs

Allow supporters to transfer their conversation to another department YES NO
Allow supporters to see past messages from customer YES NO
Reset department time | 3 Day(s)

After this time range, the module will ask customer to reselect a department to start new chat session
DEPARTMENTS [+

D Name Description Status Agents Action

1 Support department ) All & @

Save

1.4. Staff configuration
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A7 Dashboard & Tickets £ settings @ Help

£ STAFF CONFIGURATION

Live chat Ticket system Departments
STAFFS
Nick name Status Email Avatar Action
- - - I_ -_—
Freya Test ' frayanguyeni BDgmail.com ﬁ | z 1
|
EDIT STAFF

*Mick name | Frayas Tes:

If you do nar encer o specific nick name, emplayee name will become nick name

Email | freyanguyen! 2Bgmail.csm

Avatar No file chosen
Availoble image types: jog prg. gif joeg

Uploaded image:

X Cancel B Save
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2. Tickets

To manage your support ticket, from LIVE CHAT, CONTACT FORM AND TICKETING SYSTEM backend navigate to Tickets tab.

echat / Tickets

Tickets

TICKETS | 2

O ldva Subject

Showing 1 to 2 of 2 (1 Page)

Ticket detail info:

2 Dashboa & Tickets # Settings

Customer

Unread ticket

Email

53

Form

Date v«

Priority

Status

o

Action

QSearc

h

Hel



A2 Dashboard & Tickets £+ Settings 3¢ Cronjob @ Help

Ticket ID: #1 Status: Open Priority: Medium Date: 2020-09-06 21:47:04 o Close

. x Cancel
Name: Freya Test (Registered customer and verified) [ Change priority
Email: freyatestfr@gmail.com = Transfer ticket
M Delete

Subject: Lorem ipsum dolor sit amet
Phone: +64 128 3646
File: 3592721.jpg (437.71 KB)

Message: Urna molestie at elementum eu facilisis. Ornare arcu odio ut sem. Consectetur adipiscing elit duis tristique. Cras adipiscing enim eu turpis egestas pretium asnean. Nisi lacus sed viverra tellus in hac
habitasse. Magna etiam tempor orci eu lobortis elementum nibh. Nunc non blandit massa enim nec. Sed nisi lacus sed viverra tellus. In est ante in nibh. Eget est lorem ipsum dolor. Volutpat sed cras ornare
arcu. Sed nisi lacus sed viverra. Elementum tempus egestas sed sed. Nam aliquam sem et tortor.

Fringilla est ullamcorper eget nulla facilisi. Nulla facilisi etiam dignissim diam quis enim. Viverra maecenas accumsan lacus vel facilisis volutpat est velit egestas. Ullamcorper malesuada proin libero nunc

consequat interdum varius sit. Porta lorem mollis aliquam ut porttitor leo a diam. Posuere urna nec tincidunt praesent semper feugiat nibh sed pulvinar. Pharetra convallis posuere morbi leo. Faucibus vitae
aliquet nec ullamcorper. Tempor nec feugiat nisl pretium fusce id velit ut. Egestas integer eget aliquet nibh.

Enter a message to reply

Attachment (optional): No file selected.

Accepted formats: pdf, gif, png, jpg, doc, docx, xls, xisx, zip. Limit 8Mb

EA SEND MESSAGE

+ Back
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On this screen, you can close, cancel or delete ticket. For other settings, you can change ticket priority to 1 of 4 levels: low, medium, high,

urgent. You also can reply to customer and attach a file (if necessary).

3. Dashboard

Live chat / Dashboard

Dashboard

2 Dashboard & Tickets 1+ Settings @ Help

Conversations Received tickets

o) 4

This month This month

Open tickets

&

This month

Solved tickets

V]

This month

STATISTICS

Recent customer login

You have 0 customer(s) who logged in by social network account

[ Replied messages

m Month Year

Received tickets || Open tickets [0 Solved tickets

55

Tue Sat Sun




Active staffs Recent conversations Recent tickets

o g Sera Fortune 23.01 09:05 P} ﬂ Marie Johnson 1015 P
<span title="Love struck"><img src="/prestashop/modules/ets_liv... . | want to change the size of a product o

Freya Test ] John Doe [ - John Doe

0 vant to buy a humming bird printed sweater, do you have a gre.. o - gt My blog module doesn't wark
Replied 5 conversations.

e
Bibi Zhou
Solved 0 ticket(s) hello

Marie

4. Help

In this tab we listed some notes you need to pay attention to after installing this module on your website. Make sure you understand them

properly before proceeding with setting up “Live chat” features.

V. THANK YOU

Thank you again for purchasing our product and going through this documentation. We hope this document is helpful and efficient in the
complete setup of this module on your website.

If you do have any questions for which the answer is not available in this document, please feel free to contact us.
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