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Accessing ManageChat 

ManageChat is a web-based application and can be accessed from any location that has 
internet access, and a web browser that is at least Microsoft Internet Explorer version 6 
compliant. 
 
To connect to and use ManageChat you must first login at one of the following URL’s 

Administrator: 
 http://admin.chat.managechat.com 

Operator: 
 http://chat.managechat.com 
 
 

 
 
At the login prompt, enter the user details that you have been given. There are two 
types of user, Administrator and Operator. If you attempt to use administrator user login 
details at the operator URL (and vice-versa) you will be asked to use the correct URL. 
 
Operator logins can be subject to time constraints and account locks. If an operator is 
unable to login, a message will be displayed above the Username box indicating the 
reason. 
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Administrator Interface 
As an administrator, you will see the following screen… 
 

 
 
The button in the top-right allows you to Logout. 
 

 Logout 
 
It is important that you perform the logout using this button and not just closing the 
browser window. If the browser window is closed the system will not know that you have 
logged out and will prevent access from any other workstations. The system does check 
that your session is still active and will automatically disconnect inactive administrator 
sessions after 30 minutes. 
 
On the left is the Menu. From this list choose the option that you want to perform. The 
Manage Users menu is selected by default. 
 
The Administrator interface is the only place that customers mobile numbers (CLI’s) are 
visible. An operator never sees the CLI.  
 
Note: You should remember that telephone numbers are subject to data protection 
regulations. 
 



 

ManageChat Admin Guide Page 4 of 16 14/09/2006 

Managing Users 

 
 
The User’s list shows all configured user accounts. The Level denotes the account access 
level, either Admin or Operator. The Last Action column shows the date and time that 
the user performed any action. Active indicates if the account is allowed to be used and 
Logged In shows if the account is currently being used. Using this information, an 
administrator can clear a locked session or disconnect a user using the Kick link. 

Add a New User 
To add a new user account, select the Add New button. A User form will be shown. 
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Complete the new user details (user name and full name), choose the access level 
(operator or administrator), and enter a password for the new account. By default the 
new account is set to Override Time constraints on the Login Times. 

Editing Account Details 
To edit an account, click on the line of account detail. The same User Form is shown, 
this time with the details for the selected account. All of the details except the 
username can be altered.  
 

 
 

Login Times 
To set the times that this account can be used, click on a red square to change it to blue 
and vice-versa. Make sure that the Override Time check box is de-selected for the login 
times to become active. 
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Managing Personas 
The persona is the ‘person’ that the customer thinks they are chatting to. There is 
always a Default persona which is used to catch any customer who does not specify who 
they wish to chat to. 
 

 
 
To add a new persona, click on the Add New button. 
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Enter a name for the Persona, choose the sex and specify an age. The Sub-Keyword is 
used to allow a customer to specify a persona when joining. Usually the sub-keyword will 
be set to the same as the persona name. Enter a description for the persona and click on 
Add. 
 
Note: You cannot set the persona image until you have created the persona. 
 
To add an image, select the new persona from the Persona’s list 
 

 
 
Click on the Browse button and choose an image file from your computer. Images must 
be 100 x 100 pixels and should be either JPG or GIF. 
 



 

ManageChat Admin Guide Page 8 of 16 14/09/2006 

Image Sets 
Each persona can have an image set which contains pictures that can be sent to a 
customer as an MMS. To maintain the persona image set, click on the Edit Set link in the 
Persona’s list. 
 

 
 
To upload a new image to the set, click on browse and choose an image from your 
computer. These images can be any size and should ideally be no smaller than 300 x 300 
pixels. ManageChat will re-size the image to best-fit the customers’ phone when it is 
sent. 
 
To remove an image from the set, select the check box under the image to be removed 
and then click on Remove. 
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Managing Promoters 
Promoters are the people who are advertising a service. You will see your own name in 
this list. If you have a dedicated short-code you will be able to add a new promoter.  
 
To add a new promoter, click on the Add New button. 
 

 
 
Type in the promoter’s company name, and specify a username and password. The 
username and password is used by the promoter to view their stats on the ManageChat 
we site at http://www.managechat.com 

Managing Keywords 

 
 
Keywords are key to the configuration of ManageChat. Each keyword that is setup on 
your ManageChat account is shown in this list. To add a new keyword (if you have a 
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dedicated short-code) click on the Add New button.  You can copy existing keywords and 
edit it 
 

 
 
Enter the new keyword (no spaces) and choose the short-code that the new keyword will 
run on. Select the promoter that will be advertising the keyword. You can optionally 
enter an amount of free messages. These are used up as a customer joins the short-
code/keyword session.  If you check the multi persona check box, the customer can talk 
to more then just one persona at a time, in the box next to the persona’s name you will 
have to put in another keyword this does not have to be the name of the persona, an 
example of how this works is below. In the Persona’s list, select the personas that can 
interact with this keyword. Only personas selected in this list can have a customer re-
assigned to them by an operator. Enter a welcome message and the spend warning 
message. Click Add to create the new keyword. 
 
An example of a welcome message and spend warning message is given below. 

Welcome 
Txt back ur D.O.B. and Name to start, U must be over 18 to use this service. Rcvd Msgs 
cst £1.50. Send STOP to 89290 to exit PO Box 6734, Derby, DE1 9EP. 
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Spend Warning 
You have spent £10.00, Msgs\Pics rcvd @ £1.50, To exit text STOP to 89290 
 
Note: You can include other promotional information in the spend warning message but 
the ICSTIS regulations MUST be adhered to. 
 
The welcome message is automatically sent back to a new customer when they start a 
new session. It is usual practice to set a welcome message that requests a name and age 
and specifies the costs. One free message is then set for the keyword which allows 
ManageChat to automate the join process and the ICSTIS guidelines are followed by 
telling the customer how much each message costs before billing commences. 

The Default Persona 
When a customer joins a session they text in a KEYWORD to a SHORT-CODE. The keyword 
has a default persona assigned (called DEFAULT if you do not specify one) and when a 
customer sends in a keyword the persona assigned will be based on the default persona 
for that keyword. 
 
One exception to this is the use of persona sub-keywords. 
 
If a persona has a sub-keyword specified and the customer sends in more that one word 
in the join message, the second word is treated as the sub-keyword and ManageChat will 
attempt to assign the customer to a persona that has a matching sub-keyword. 
 
Example: 
 
The shortcode is 89290 and there are four keywords setup, CHAT, JO, SANDY and 
DONNA. There are four personas DEFAULT, JO, SANDY and DONNA. Each keyword has the 
respective default persona specified (CHAT=DEFAULT, JO=JO, SANDY=SANDY and 
DONNA=DONNA) 
 
If the customer sends in CHAT to 89290 they will be assigned to DEFAULT. If they send in 
DONNA to 89290 they will be assigned to DONNA. 
 
If the customer sends in CHAT SANDY to 89290 they will be assigned to SANDY. 
 
In the second example the customer is assigned to SANDY because the second word in 
the join message matched a persona sub-keyword. If they had send in CHAT WITH ME to 
89290 they would be assigned to DEFAULT as there is no match for WITH. 

Multi Persona 
 
The customer would test in the keyword and then receive a test back.  The next text 
that the customer would send will be the keyword in the box next to the persona’s name 
and then their message.  Then the customer could also send another text with a 
different keyword next to a different persona’s name and message to chat to a different 
persona at the same time. 
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Managing Customers 

 
 
The customer list shows all of the customers that have ever joined a session on your 
ManageChat account. This list will grow extremely large, so it is limited to 50 records. 
To filter the list to show the customer you wish to examine, enter either their Mobile 
Number or Name in the fields provided and click on the Refresh button. 
 
To see the customer profile, click on the Mobile Number in the list. If you wish to view 
the chat session history, select the View link in the History column. 
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Within the history window, you can see all incoming and outgoing messages for this 
customer. You can also view any images that were sent to the customer by selecting the 
here link. 
 
The Actions column has two options. Ignore and Promote.  
 
Ignore is used to silence a customer. If the customer becomes a nuisance, select the 
Ignore link to stop any new messages from the customer’s mobile entering your 
ManageChat account. 
 
Promote is used to send out a free promotional message to the customer.  
 

 
 
To send a promotional message, select the keyword, enter a From address (this could be 
the short-code) and enter your message. Click on the Send button to send the message. 
 
Note: Promote messages are subject to your free messages tariff. 
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Moderate Messages 

 
 
As the administrator you can view all messages flowing through your ManageChat 
account. There will me many messages in this list, so there are filters at to top of the 
Message Log to enable you to see particular messages. By default, all users on all 
personas on all keywords in the last 30 minutes are shown. The list will be refreshed 
every 30 seconds. If you change any filters, click on the Refresh button. 
 
The Actions column will contain two links Re-Assign and Reply, only if a message has not 
been replied to. 
 
Re-Assign is used to change the operator that the message has been assigned to. 
 

 
 
Only logged-in operators are displayed in the User list. Select the new user to assign the 
customer to and then click the Update button. 
 
Note: After a customer has been re-assigned it is possible that both the old operator 
and the new operator will see the customer in their session lists. If the old operator 
attempts to reply to the customer they will be informed that the customer has been re-
assigned to another operator. 
 
Reply enables you to send a message back to the customer directly without having to 
login as an operator. The message will be attributed to ADMIN in the session logs. 
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The incoming message text is shown next to Customer Name said: so that you can reply 
accordingly. 
 

 
 
Enter the reply message text and click on Send. 
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Reporting 
ManageChat has several reports available. If you have a specific report requirement, 
contact ManageChat 
 

 
 
Some of the reports require criteria and you should complete the fields as necessary. 
 
 
 


