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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

Username: I

Password: I

| Login |

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...

User's

Manage Users ID User Name Full Name Level Last Action Active Loglged Actions
Manage Personas 1 adrmin |administrator Admin 2005-01-25 15:04 104 o < kgl
Manage Promoters I el4tar Darnian Slater Operator 2005-01-25 09:55:18 Vi X kick
Manage Keywords 5 o [Jeremy Davies |Operator  2005-01-16 20038106 | of * Kick
Flapage L sLomarE s mstanton Martin Operator  2005-01-20 20:19:24 J P kick
Moderate Msg's 5 testuseri Test User 1 Operator nia J X kick
Wigw Reparts 5 testuserz Test User 2 Operator n'a v X kick

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

<1

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.
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Managing Users
User's

D User Name Full Name Level Last Action Active Logged Actions

1 admin administrator Admin 2005-01-25 15:04:04 o o kick
2 dslater Darnian Slater Operatar 2005-01-25 09:55:18 J X kick
3 jdavies Jererny Davies Operator 2005-01-16 20:38:06 J )( Lick
4 mstanton Martin Operator 2005-01-20 20:19:24 J X kick
5 testuserl Test User 1 Cperator na J )( kick
=] testuserz Test User 2 Operator na J )( kick

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.

User Hame: || |

Full Hame: | |
Level:

Active:

Password: |

Login Times: Cverride Time

oL 0z .04 .06 .08 .10 . 12 . 14 . 16 . 1&|. 20 . |22 .

o HEENEEEEEEEEEEENENENEEN
- HNNEEENEEENEEEEEEEEEEEEN
vl HNENENEEEEEEEEENENENEEN
w |
Gl e
s« HINENENENENEEEEEEENENEED
s HENENENEEENENEEEEEEENEED

| Add | | tlose |
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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.

User Name: |mstanton |
Full Name: |Mar‘tin |
Level:

Active:

Password: |o.ooooo. |
Login Times: [] owverride Time

| |pof . 2| joa| . os|. foa|. jzo[. [22[. [24]. [za]. [28]. [20]. [22].
o HENENEEENEEEEENENEEE NN

m HNENEENENEEEEEEENENENEEn
wi NN NN
ENEEEEENEEENENENEEEEEEE

Thu
Fri .
sat [ HE
s HHNNNEEENEEEEEREEEERNEER

| Update | | Close |

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.

’
Persona’s

1D Name Age Sex Description Sub-Keyword Image Set
1 Jo 24 Fermnale |Bornin Italy, and now commuting between London and Milan, Jo trained under the ... |10 edit set
2 Monica 22 Fermnale |Monica is the perfect example of brains with beauty. We found her working in the... MONICA edit set
3 Malcom 54 Male A Man. Mo competition what so0 ever MALCOM edit set
[} Holly 15 Fernale |How do u improve upon perfection? Doubling it, perhaps? Holly is not only one of... HOLLY edit set
111 DEFALLT 18 Fernale |DEFAULT DEFALLT edit set

To add a new persona, click on the Add New button.

Mame:
Sex: Fernale  » Age: 0

Sub-Keyword:

Description: IZ'

Image:

Add | | Close
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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

Persona

Mame:

Sex: Fernale  » Age: 24

Sub-

Keyword: il 1By

Description: »randa is a real sex kitten [«]

[-]

Image:

Images should be either a GIF
or JPG and be 100px x 100px
in size.

Browse...

| Update | | Close |

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.
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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.

image Set

e

]
L

L]

Ll

Images should be either a GIF ar IPGE,
|[ Erowse... |

| Remove | | Close |

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.

Promoter

Company: |
User Name:

Password:

| Add | | Close |

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
Keyword's

Free |

Keyword SCode Default Persona Welcome Msg Msg's Action

[BSUNLIMITED (29936  |DEFAULT |weloame to text chat 0 | copy
welcome to 89074 Chat, U must be over 18 to use this service, Rovd Msgs

CHM— '890?‘? DEFF‘ULT |est £1.50, send stop to exit D Lopy
JEZ 189936  |DEFAULT Welcome to Tornad_o ) 1 copy
MULTI 189936  |DEFALLT Iwrelcome to Tornado Multi Persona ChatlJ Al =To, AZ = Monica,l AZ = Holl_y 0 copy
'I_'OR_NADO :69156 _D_EFF\UL_'I_' -i_n_l'el_co!'n,e to Tor!'!ad_o on 69156 a copy
-TORNF\DO 29936 | DEFALLT Iwrelcome to 89936 Tornado, U must be over 18 to use this service, Rovd 0 o

Msgs est £1.50, send stap to exit

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

Keyword:
ShortCode:
Promoter:
Free Msqg's: i
Multi Persona: " |
Persona's: ] 10 ' A
[#] Monica
[[ImMalcom
[ Hollx
[Jamanda
] I ]
Default Persona: E:IEFF\I_ILT g v |

Welcome Msg:
L: 57

Spend Warning:

[1[] Bl

L: 73

Please Mote: Welcome msg's and Spend Warning msg's must be
ICSTIS compliant. Any msg that is not compliant will be modified. I
vou are unsure of the ICSTIS regulations please go here

| Update | | Close |

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

You can use wildcard (%) searhing i.e. 4477% would bring back any number
Mabile: Mame: | | Refresh | starting with 4477
Please Mote: Results are limited to 50 records

Msg's New

Mobile SCode Keyword Name Last Msg Sent . Status Chatting To History Actions
Sent Msg's

TUE (89074 |CHAT <NEw Users 2005-01-26 11:10:48 1 1] Active |DEFAULT wiew ignore promote
37 §9936 | TORNADOC <NEW USEr> 2005-01-26 11:24:57 & 1 Active |DEFAULT view ignore promote
5 89074 |CHAT <NEw Users 2005-01-24 15:00:38 6 1] Active |DEFAULT wiew ignore promote
89936 | TORMADO <MNEW Users 2005-01-21 17:58:38 1 1 Active |Jo view ignore promote
Darnian Opera 2005-01-26 11:05:35 g 1] Inactive nfa wiew ignore promote
89936 | TORNADO <nNew Users 2004-11-22 23:42:39 1 1] Ignored [Jo wiew ignore promote
Support Phone 2005-01-12 19:39:09 17 1] Inactive nfa wiew ignore promote
Jeremy 2004-11-02 15:44:51 7 1] Inactive nfa wiew ignore promote
Fred 2005-01-25 15:05:01 24 1] Inactive nfa wiew ignore promote
Crarmian 2005-01-25 158:02:35 45 a Inactive nfa view ignore promote
89936 | TORMADO Fred 2005-01-14 14:33:35 4 1] Active |Jo wiew ignore promote
89936 | TORNADO Richard 2004-10-08 15:48:11 1 Ignored |Haolly wiew ignore promote
89936 | TORMADO Cream Bun 2005-01-12 16:58:48 16 1] Active |Jo wiew ignore promote
89936 | TORMADO fred 2004-10-05 15:46:30 B 1 Active |Jo view ignore promote

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.

Name: Cream Bun z
Joined: 05-0ct-2004 [ ]
Age: 15

Total Msg's: 16

Persona: Jo

Start Date: 10/5/2004 4:34:01 PM
End Date:

Msg Count: 16

Date Time Message
16:538 12/01/2005 = |DSLATER said: Hello cream bun, how are you on this fine day :-)
16:57 12/01/2005 @ (¥ Cream Bun said: Tornado monica
12:22 18/10/2004 = |DSLATER sent: Image 54. You can view this image here.

12:22 18/10/2004 =:| |DSLATER said: Hi Jeremy, i hope you like my picture
12:21 18/10/2004 4 |# Cream Bun said: tarnado

12:01 18/10/2004 =:| |DSLATER sent: Image 53, You can view this image here,
12:01 18/10/2004 = |DSLATER said: This is a test image to jeremy =
12:00 18/10/2004 | Cream Bun said: tarnade

16:00 08/10/2004 = | IDAY¥IES sent: Image 56. You can view this image here.
16:00 08/10/2004 = JDAYIES said: Here i am!

15:57 08/10/2004 4 |[#|Cream Bun said: Me again

19:22 08/10/2004 =:| |JDAYIES said: Bang bang bang gang!

19:22 06/10/2004 4 [#] Cream Bun said: Hit me again

19:21 08/10/2004 =:| |JDAYIES said: Have a test message instead

19:20

06/10/2004 4= |# Cream Bun said: Go on then

[-]

| Close |
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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.

Mobile: I

Name: Crear Bun

Keyword: v
From:

Alpha-nurmeric string up to 11 characters

[-]

[-]

Characters Left: 160

Please Mote: This will be a FREE message sent to the customer and will be charged to yvour
account at yvour agreed free message rate,

| Send | | Close |

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

Message Log

User: | &ll “ | Persona: | &ll | Keyword: | all w | Last:|1 Day v |Refresh: | 30 Secs v | | Refresh |
Date User Customer Mobile Message Actions
11:24 26/01/2005 |DSLATER <new user= 4. =| |Image 52. You can view this image here,
11:24 26/01/2005 |DSLATER “new user= |4 7 =| |This is a test image on voda
11:24 26/01/2005 |DSLATER  |<new user> |4a-"" - “Zi% @8 Tornado
11:24 26/01/2005 |ADMIN <new users 4 7 e Welcomne to 89936 Tornado, U must be over 18 to use this service, Rovd

Msgs cst £1.50. send stop to exit
11:24 26/01/2005 |ADMIN <new user= |44’ ;. 207 @@ Tornado

welcome to 89074 Chat, U must be over 18 to use this service, Rovd
Msgs cst £1.50, send stop to exit

11:10 26/01/2005 |ADMIN <new user= |[44° .. L. 12 @ Chat

11:10 26/01/2005 |ADMIN <hEW Users |4a7 AL iR

11:05 26/01/2005 ADMIN Damian 447 | Test
Opera
19:44 25/01/2005 Darnian Bl @ [# stop
19:12 25/01/2005 Darnian deil 74 @ [#)xx
18:06 25/01/2005 Fred e & || Stop
15:05 25/01/2005 Fred Het 4 [# Hi
18105 25/01/2005 |ADMIN Fred 1 = ;V:glzogg:;fIsﬁg?g:n'l‘;ogtnoapdﬁé gxni:ust be over 18 to use this service. Rovd
15:05 25/01/2005 ADMIN Fred 44 -7 4 Tornado
18:03 25/01/2005 Damian 4.0 it 4 @ Tornado
18:02 25/01/2005 |ADMIN Damian B S e ;U:‘;Ilgoggf;flssglgg:n'l‘;o;tnoapdgé gxni:ust be over 18 to use this service. Rovd
18:02 25/01/2005 |ADMIN Cramian dd .. - ‘n [@[#ETornado

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.

User:

| Update | | Close |

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.

0oy & o
b | ; 2

Mohile:

Cream Bun said: Tornado monica

Characters Left: 160

Send | | Close |

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

'| User Activity Log

Display user activity by user name % day,
Please note: This report displays the amount of messages that have been sent by the operator,
it does not show how many messages have been delivered,

] Active Customers {CSY¥ Format)

Download all custormers that are currently active

] Customer Inactivity {(CSY¥ Format)

Download all custormers that have been inactive on the system for the given period

] Customers by Keyword (CSY Format)

Download all custormers by keyword (A customer can appear on multiple keywords)

] New Customers {CSY¥ Format)

Download all customers that have joined within the given period

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