Chat for IMIS — Customer
Service for Millenials
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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

e 2015 Authorized iMIS Solution Provider
(AISP) of the Year
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Presenter:

Brent Sitton

Director of Product Development
Association Technology Solutions, LLC
Direct: (720) 945-7260

Email: bsitton@atsol.org

Presenter:

Byron Patterson

MIS Manager
Joint Commission on Allied Health Personnel in Ophthalmolo

Moderator:

Richard Banks

Sales Manager

Association Technology Solutions, LLC
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Chat for IMIS

orld of Millennials

e to multi-task

stant access — Email is too SLOW!
‘Google It" is a new verb

hat's in it for me?
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Chat for IMIS

NJOYS customer service phone calls?

hen was your last positive experience?
Press “9" to hear your options again...
On-hold music or advertising

‘| can't hear you”
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About JCAHPO

stablished as a
ot-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

rked with associations and companies that use iMIS since 19
arted using iMIS at version 4.x when it ran on SyBase SQL.
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The Problem

00 many phone calls and a remote sta
without a full featured office phone
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The Solution

ATS Chat Module for IMIS

ats . Association Technology Solutic



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

JCAHPO
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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




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
» Customers don't have to spell their names

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

« Average chat duration is under 3 minutes
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orgetting their
username and
password

Tried avideo
explaining how to
reset their password
and retrieve their
username

Placed the chat
nodule on the sign
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st Common Customer Is

Sign In

Username

Password

L] Remember me

Forgot my password or my username

Create a new account

Problems with your username or password?
Try our live chat.

Currently live chat is only being used for username and password problems. For all other
assistance please call (651) 731-2944 / (300) 284-3937.

' /7~ Live Support |
4 » ONLINE




Proactive Chat

0-up after specified period of time

Username
% Live Chat (V)
Passiword Michelle: Hello, thank you for visiting. Can | help you in

any way? Please provide your full name, JCAHPO ID# (if
you know it) and guestion to expedite your assistance.

© Remember me —

Forgot my password or my username

Create a new account

‘Uve chatby ElEgengage

- . " Type your message here and press [enter] to send...
Problems with your username or password?

Try our live chat.

Currently live chat is only being used for username and password problems. For all other
assistance please call (651) 731-2944 / (800) 284-3937.

| /7 Live Support
9 » ONLINE |
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Reactive C hat

stomer can click on the Live Support ONLIN

% Live Chat [}

Username 7
o - Your email: *

Password Full name, JCAHPO ID# (if you know it) and question: *

[l Remember me

Forgot my password or my username

Create a new account

Problems with your username or password?

Try our live chat.

Currently live chat is only being used for
] )731-2

B powersd by Chat with us

e and password problems. For all other
0) 284-3937.
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Staff Chat Workboard

» Additional monitor strictly for chat workboard highly recommended
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iMIS
&s Community

MarketPlace Admin
Portal

Live Chat

Agent Portal

Manage Chats

CEC
Help Desk Reports
& Membership
§ Fundratsing
MarketPlace Reports
O Events
© Commerce
b2 Marketing
R Certification
CERT Reports
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at Activity Record in IM

hat command \imisid=##### creates activity record on user's iM|
record

Allows for later data analysis

Work | Home ICEC I Mew | <12 E-mail el |
Address (2025 WOODLANE DRIVE =1 | . I~
- Address 2 Status Web Address
Address 3 I LI | |!|
SAINT PALL | MM M Maior Ke | |
gjor Key

-

ICu:uuntry vI

. } i i ; Functional Title I vl
Preferred © Mal  Bill & ship Mail Code I vI

Phone h J Fax |
E-mail |: - |EI

Date Type Product Code |Description [Mote Thru Date |Amount
p 2/13/2017 CHAT |Hi I can not remembe [Feb 13, 2017 4:31:]2/13/2017 10:32:14

[Units |Attachment(s)
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Post-Chat Matchin

4: Community

Chats List
MarketPlace Admin

Portal

E-
ID Name mail Company Question Start End

JCAHPO | 1 2017-02-13, 2017-02-13,

| 10:06 AM 10:06 AM

JCAHPO 2017-02-13, 2017-02-13,

9:48 AM 09:51 AM

Live Chat

Manage Chats
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Post-Chat Matching

Match Users

Search for Matches

Use the following form to search for the user for whom this chat is a match.

ID
Name
Company

E-mail

Find Matches

ats . Association Technology Solutic




Post-Chat Matchin

ed list of possible matches

— e e mraan s mmm———

Match Users

Search for Matches

Use the following form to search for the user for whom this chat is 3 match,

Company

E-mail

Match State/
Confidence 10 Name Profile E-mail Company City Province Country
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Post-Chat Reporting

e Search the chats
» Quantity of chats for a date range
« Simply display the transcript

4x Community

Select a query ¥

MarketPlace Admin o
at Reports
Portal Chats Date Ranged Chats Date Ranged
mber of Chats Date Ranged
Live Chat Date of Chat ™ and = e ———
between

Agent Portal
Agent Equals
Manage Chats

Chat Reports m




Customer Feedback

0/100!!"
ery helpful! Like the new feature!”
It's delightful to have such prompt service! Thank you!”
‘Very efficient!”
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Benefits of Chat

duced expense

an service MORE members than via phone
Illennials and others prefer to chat
Recorded chat provides insight

Members view it as an additional service
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Questions & Answers

Presenter:

Brent Sitton

Director of Product Development

Association Technology Solutions, LLC

Direct: (720) 945-7260
Email: bsitton@atsol.org
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Byron Patterson

MIS Manager 7/0\)
Jy

Joint Commission on Allied Health Personne

Moderator:

Richard Banks

Sales Manager

Association Technology Solutions, LLC
Direct: (571) 213-4785
Email: rbanks@atsol.org




More from ATS

Looking for more from the experts at ATS?

Upcoming Webinars Past Webinars
http.//atsol.org/Webinars http://atsol.org/PastWebinars
schedule of upcoming webinars video recordings and

downloadable presentation slides

Other Questions?
Email: info@atsol.org
Online: http://www.atsol.org
Phone: (720) 945-7252



mailto:info@atsol.org
http://www.atsol.org/
http://atsol.org/Webinars
http://atsol.org/PastWebinars

