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About ATS
• Serving iMIS community since 1995

• Full-service Authorized iMIS Solutions 
Provider (AiSP)

• Application development to extend the 
functionality of iMIS

• 2015 Authorized iMIS Solution Provider 
(AiSP) of the Year
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Chat for iMIS
The World of Millennials
• Like to multi-task
• Instant access Email is too SLOW!
•

•
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Chat for iMIS
Who ENJOYS customer service phone calls?

• When was your last positive experience?
• Press 
• On-hold music or advertising
•
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About JCAHPO
• Established as a 

not-for-profit organization in 1969 
• Offer certification and continuing education opportunities to 

ophthalmic allied health personnel
• More than 25,000 people in the U.S., Canada, and around the world 

have earned JCAHPO certification
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About Byron
• Worked with associations and companies that use iMIS since 1998 
• Started using iMIS at version 4.x when it ran on SyBase SQL.
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The Problem
Too many phone calls and a remote staff 

without a full featured office phone
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The Solution
ATS Chat Module for iMIS
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Remote Staff Challenges
• 18 support phone calls per day received by 

help desk

• Remote staff unable to transfer calls from 
home phone to other office extensions
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Problem Solved
• Down to 9 support calls per day and 5 chats per 

day.

• Remote staff use the chat to 
– help customers 
– transfer the chat to other staff, or 
– direct the customer to call the office
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Problem Solved
• One staff can handle multiple chats and a phone 

call at the same time
• Staff are limited to 2 chats at a time
• Chats are also quicker and easier than a phone call
•

• Staff can copy and paste information to/from the 
staff site easily

• Average chat duration is under 3 minutes
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Most Common Customer Issue
• Forgetting their 

username and 
password

• Tried a video 
explaining how to 
reset their password 
and retrieve their 
username

• Placed the chat 
module on the sign 
in page.
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Proactive Chat
• Pop-up after specified period of time
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Reactive C hat
• Customer can click on the Live Support ONLIN
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Staff Chat Workboard
• Additional monitor strictly for chat workboard highly recommended
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Active Chat Interface
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Chat Activity Record in iMIS
• Chat command \imisid=###### creates activity record 

record 
• Allows for later data analysis
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Post-Chat Matching
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Post-Chat Matching
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Post-Chat Matching
• Ranked list of possible matches
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Post-Chat Reporting
• Search the chats
• Quantity of chats for a date range
• Simply display the transcript
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Customer Feedback
•

•

•

•
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Benefits of Chat
• Reduced expense
• Can service MORE members than via phone
• Millennials and others prefer to chat
• Recorded chat provides insight
• Members view it as an additional service
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Questions & Answers
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More from ATS
Looking for more from the experts at ATS?

Other Questions?
Email: info@atsol.org

Online: http://www.atsol.org
Phone: (720) 945-7252

Upcoming Webinars Past Webinars
http://atsol.org/Webinars

schedule of upcoming webinars
http://atsol.org/PastWebinars

video recordings and 
downloadable presentation slides
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