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01 PIN Based Co-Browsing

Customer is on the website, e-banking, customer portal... and
calls the call center. When the agent accesses the customer
records they can offer a co-browsing session without leaving the
CRM.
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PIN Based Co-Browsing

Step by step

. Al v Q. Search Leads and more... (% | v| 2 0t A | ﬂ1 . Al v Q. Search Leads and more... [ | v| 2 0 A [fj'i
T Unblu et X | . .
33 Sales Home  Opportunities Leads s\ Tasks Files ~»  Accounts » Contacts v Campaigns v More w v ens Sales Home  Opportunities leads ~» Tasks v Files v  Accounts v Contacts Campaigns v Dashboards More w K4
s + Foll Convert = Edit  NewC
Lead : Mrs. Victoria Rabe o s : eweEe 1Y
Mrs. Victoria Rabe + Follow Convert Edit New Case v PR Conversation i qu x +
@
Title Company Phone (2) w Ernail Activity Details Chatter News Y:ae dfound no potential duplicates of this
Citi victoria@unblu.com '
— Le.ad Owner Phone No duplicate rules are activated. Activate duplicate rules to
#3 Unblu Marketing identify potential duplicate records.
Open - Not Contacted Working - Contacted Closed - Not Converted Converted v Mark Status as Complete Name Mobile
Mrs. Victoria Rabe
) i ) Company Fax . .
Activity Details Chatter News We found no potential duplicates of this X Citi D Campaign History (0) v
lead.
Title Email =
- -
- : . y victoria@unblu.com
Log a Call New Task New Event Email !\lo dL.IpIrcate rlfles are.actuvated‘ Activate duplicate rules to J o ' n a c u Sto m e r co nve rsat' 0 n B Unblu 2%
identify potential duplicate records. Lead Source Website
= | \Visitor X + @
Recap your call... Add Industry Lead Status 4
. " i i Open - Not Contacted
") campaign History (0) - Share this PIN with your customer : > 8l (& End Conversation
Filters: All time « All activities - All types Y FnBl Revernie Rating
897 74 B 0 M End Co-Browsing
RS R 9 Unblu Start Co-Browsing 5 No. of Employees oL CEMalRL
Next Steps : :
p PIN expires in 107
Address
No next steps. To get things moving, add a task or set up a meeting.
Past Activities Product Interest Current Generator(s)
Generate new PlN Calculate Premium
= -
> Conversation 13.09.2019 1309 v S Code -
You had a task
- Number of Locations
Created By Last Modified By
3 Unblu Marketing, 13.09.2019 10:39 £3 Unblu Marketing, 13.09.2019 12:19
Description

Start the Co-Browsing sessions
(it start inside the plug-in but you can
expand it and make it bigger)

Unblu plugin is available in every Contact. Click the button to generate a PIN and tell
You can decide where to place it. the PIN to the Customer
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_ - Control the
PIN Based Co-Browsing Start document

application _
co-browsing
5 Highlight areas on Minimize and see all contact details if
Controls overview custome
application Co-Browsing
< - C & resourceful-hawk-ctif4a-dev-ed.lightning.force.com/lightning/r/L%ad/00Q20000014iqO8FAl/view T ® » O ® g & v o

= | Visitor X +

> 5 1ot l‘E‘, QO &1 [ EndCo-Browsing End Conversation

[ Calculate Premium :: Insurance Demo

< > C { https:/insurance-upcoming.demo.unblu.com/en/personal/auto/calculate_premium
Insurance PERSONAL  BUSINESS Call us 902 014 567 B PRIWATE AREA

Auto Home Life Saving & Investments

Calculate Premium

End co-browsing

(1) step 1:Vehicle information

First registration date:

30.01.2015

|
IX1

Fuel type: Gear shift:
Gasoline () Automatic

) Diesel © Manual

Expanded view
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_ - Control the
PIN Based Co-Browsing Start document

application _
co-browsing
5 Highlight areas on Minimize and see all contact details if
Controls overview customer
application Co-Browsing
& — (C & resourceful-hawk-ctif4a-dev-ed.lightning.force.com/lightning/r/Nead/00Q20000014iqO8EAl/view w ® B O & $ U °

= | Visitor X +

> o : End Co-Browsing

[% Calculate Premium = Insurance Demo

< > C f{ nttps:finsurance-upcoming.demo.unblu.com/en/personal/auto/calculate _premium

1609 _WhitePaper_TakingTheP3
Insurance RSONA BUSINESS Call us 902 014 567 o A 0&) PDF - 11 MB

Auto Home Life Saving & Investments

Calculate Premium End co-browsing

(1) Step 1:Vehicle information

First registration date:

30.01.2015

Make:
BMW

Share documents, links
Use /' to add canned respons or any Other information
in the middle of a

Expanded view conversation
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Chat conversation sync with
02 existing customer

Existing contact starts a chat on any of the online assets
where Unblu is installed. When the session is ended Unblu
sends the log off of the conversation to Salesforce.
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Chat with an existing customer

Step by step

. Al v Q. Search Salesforce |*|v| 2 0 A ‘

EES Sales Home  Opportunities ~  leads ~» Tasks v  Files »»  Accounts »» Contacts v Campaigns v More ¥ '

Lead ;
Mrs. Victoria Rabe -+ Follow Convert Edit New Case v
Title Company Phone (2) w Email =
Test victoria@unblu.com
Open - Not Contacted Working - Contacted Closed - Not Converted Converted v Mark Status as Complete
Activity Details Chatter News We found no potential duplicates of this
lead.
Log a Call New Task New Event Ernail f\lo dL_prlcate rLfles are .actlvated. Activate duplicate rules to
identify potential duplicate records.
Recap your call... Add
@ Campaign History (0) v
Filters: All time - All activities + All types = Y
Refresh Expand All 9 Unblu Open Agent Desk
Next Steps
No next steps. To get things moving, add a task or set up a meeting.
Past Activities
> E& Conversation 25.09.2019 Today ¥

I You had a task

> E Conversation 25.09.2019 Today W
| You had a task

> B&=l  Conversation 13.09.2019 1309 w
I You had a task

Agent and customer chat on over the web.
When the conversation is ended the log off is
sent to Salesforce. It creates a new entry in

the Activities timeline.
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. Al w Q. Search Salesforce

x[- @2 & &

EEE Sales Home  Opportunities leads v Tasks Files ~  Accounts », Contacts v Campaigns More w

Name Related To
Victoria Rabe

Details Related

Assigned To

&3 Nathalie Lot

Subject

Conversation 25.09.2019
Due Date

25.09.2019

Priority

Normal

Created By
¥ Webhooks Site Guest User, 25.09.2019 12:17

Comments

Status
Completed
Name

Victoria Rabe

Last Modified By
3 Webhooks Site Guest User, 25.09.2019 12:17

Concierge: Hello I'm the Concierge. I'll connect you with an agent as soon as possible, I just need to go through a couple of questions.
Concierge: Thank you Victoria Rabe, I have everything I need now and will forward you to the next agent available.

Victoria Rabe: Hi, I have a BMW X1 from 2016 and I want to change my insurance

Nathalie Lot: Hello Victoria Rabe, my name is Nathalie Lot. I can help you for sure

Nathalie Lot: we have a special offer for cars with less than 100.000 km
Nathalie Lot: let me share a document
Nathalie Lot: on page number 3 you will see what I'm talking about

Nathalie Lot: you can get full liability and casco for less than 600 CHF per year

Victoria Rabe: it seems reasonable

Victoria Rabe: let me think about it and I'll get back to you
Nathalie Lot: sure

Nathalie Lot: have a nice day

Concierge: The conversation has ended.

If you have further questions please create a new one.
Concierge: The conversation has ended.

If you have further questions please create a new one.

https://upcoming.demo.unblu.com/unblu/single/# /[conversation/hoPD3knLRN6uxQ5uhXRFmg

If you click in the activity you can see the log off of the

conversation,

& upcoming.demo.unblu.com/unblu/single/#/conversation/hoPD3knLR... ¥+ @ @® » O ® 0 & v o

You 12:13

Hello Victoria Rabe, my name is Nathalie Lot. | can help you for sure «
we have a special offer for cars with less than 100.000 km «
let me share a document «

Offer.pdf
PDF - 11 MB
w
Can we start document co-browsing? «
The approval has been accepted.

Victoria Rabe 12:14

@ -

You 12:16

on page number 3 you will see what I'm talking about «

you can get full liability and casco for less than 600 CHF per year «

Victoria Rabe 12:16

it seems reasonable
e let me think about it and I'll get back to you

You 12:17

sure «

have a nice day «

Nathalie Lot ended the conversation.
Unblu Concierge 12:17

5 The conversation has ended.
Q If you have further questions please create a new one.

If you click in the link that appears at the end
of the conversation you access the
conversation in the Unblu server.



Chat conversation with new
contact

Anonymous visitor starts a chat on any of the online assets
where Unblu is installed. The concierge asks for the email and,
iIf it doesn’t exist in the CRM, a new contact is created. When
the session is ended Unblu sends the log off of the
conversation to Salesforce.
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