SUGARCRM Integration Guide
LiveEngage CRM Widget

by LivePerson, INC

last revised on: 2019-03-27



LE - SUGARCRM Integration Guide

Table of Contents

Table of Contents
Version Management

Introduction
Supported LE Channels

Set Up Guide
Overview
Widget Sign Up
Configuring the CRM in the Widget Admin-Panel
Access the CRM Widget Admin Panel
Customer's Accounts
License Info
Agents (Deprecated)
Usage
Login Usage
Agent Usage
Search Usage:
Link Chat Usage:
Settings
Profile
Widget Config
LE Attributes Config
Support
LE Widget Info
Customer Accounts
Widget Config
Configure CRM
Adding Widget in LiveEngage Console

Features and Capabilities***
Overview
Starting SugarCRM Widget
Login Widget

L o e L e e e o e e e L o e e o e o e e o o e e L e o o e o e o o P P e

L¥ LIVEPERSON

O O© o 0o 0 o O O O o g s DN

ol el e R e T —
NooSoorrboloREES o

NN DNDN
o 01 01 O;



LE - SUGARCRM Integration Guide

Custom Functionalities
Search Records

Search Records Filter/Fields
View Records

View Transcript Associated With Records

Create New Records
Create Contact
Create Lead
Create Account
Create Case

Link Chat Transcripts to Entity
Open in Sugar Link
Updating Records

Unlink Chat Transcripts

A

A

27
28
28
30
33
36
36
39
41
43
47
52
53
53

s

S o o o o B A b A o

L¥ LIVEPERSON



Version Management

Date Version Owner Change History

1.0 Full Final Document
11/12/2018 1.1 Luciano Buhler Update links and references
03/20/2019 1.2 Luciano Buhler Documentation updated

according to new
standardized template

03/27/2019 1.3 Luciano Buhler Updated the sequence of
the Document.

% LIVEPERSON

et



LE - SUGARCRM Integration Guide

Introduction

The CRM Widget offers integration and communication between LiveEngage 2.0 and most
popular CRM platforms such as Zendesk, Netsuite, Microsoft Dynamics, Sugar, etc. This guide
will walk you through the steps to install, configure and use the SugarCRM Widget. The
LiveEngage SugarCRM Widget will allow to create new Accounts, Contacts, Leads, Cases,
link/associate chat transcripts and globally search content.

If you are currently subscribed to other or different CRM, please contact your Account Manager

to obtain the correct User Guide.

Supported LE Channels
Chat or Messaging
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Set Up Guide

In this session, the required settings are listed so that the CRM Widget can work with
SUGARCRM.

Overview

Below is an overview of the required widget settings:
e Widget Sign Up
e Configuring the CRM in the Widget Admin-Panel
e Configure CRM

Widget Sign Up

It is easy to sign up to CRM Widget, visit the installation URL, fill out the form and click on
"Sign UP" button or access directly the link https://Ipcrm.fs.liveperson.com/signup. Once
approved, you will receive account credentials to login to the admin panel and complete the
connection configurations with SugarCRM.

1. Go to the signup URL: https://lpcrm.fs.liveperson.com/signup

o o o o e e e e e o o o
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Sign Up
Company Name
LiveEngage Admin First Name LiveEngage Admin Last Name

LiveEngage Admin Email LiveEngage Account Number

Choose Region

Rl d

Number of Agents

o

CRM Integration

<

Additional CRM Integration?

A
. 4

By checking this box, you agree to our terms of use *

2. Make sure you choose the right CRM within the "CRM Integration" drop-down

v CRM Integration
Microsoft CRM Dynamics
Netsuite

Sugar CRM

Zendesk

Freshdesk

3. Once you've signed up and gone through the approval process by a Liveperson Account
Manager (within 1 business day), you will receive an email (please check your SPAM/Junk
folder) from: CRM Widget SignUp No-Reply<crmwidget@liveperson.com>, with subject:
Your CRM Widget Admin Portal Information

4. The email will provide credentials required to access the admin panel, where you could
continue to configure the CRM Widget for your business use

o e e o o B e o B o o o e e o e o e e e o o o o o e e o o o o o o B o Y
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Configuring the CRM in the Widget Admin-Panel

Access the CRM Widget Admin Panel

1. Make sure you receive the username and password from your Account Manager.

2. Go to the installation URL: https://lpcrm.fs.liveperson.com/admin-panel

Customer's Accounts
Link: Admin Panel — Customer's Accounts

Navigate the URL to update/change the license configuration:
a. From Menu -> Customer’s Accounts
b. Review your CRM Widget Customer Key

£ Lvererson Customer's Accounts Agents Usage Settings Logout (Ib_sugar)

LiveEngage CRM Customer Admin Panel

B Q x Size (10) v BENEENG)
Customer Key + CRM Label ¢ CRM ¢ Created Date s
NAVO-00000000-SUGARCRM SugarCRM SugarCRM 08/20/2018

c. Click on the "info" icon = next to the details of the customer key to modify
connection to your CRM instance. Will be opened the License Info window.

License Info

Link: Admin Panel — Customer's Accounts — (License Info)

Here must be configures the connection to your CRM account. This is detailed in next section
Customer Accounts.

£¥ LIVEPERSON
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<€ Back

Customer Key

CRM Type

CRM Label

Subdomain

OAuth Client ID

OAuth Client Secret

Created At

LiveEngage CRM Customer Admin Panel

License Info
NAVO-00000000-SUGARCRM

SugarCRM

(=8 SugarCRM

(el =18 sdbchbe9806.trial

08/20/2018

Agents (Deprecated)
Link: Admin Panel — Agents

This session will not be addressed as it is deprecated

Username

L3 Lverer Customer's Accounts Agents Usage Settings

LiveEngage CRM Customer Admin Panel

Usage
Link: Admin Panel — Usage

£¥ LIVEPERSON
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See the following usage statistics from the account:

£3 uverers Customer's Accounts Agents Usage Settings Logout (Ib_sugar)

LiveEngage CRM Customer Admin Panel

Login Usage Agent Usage Search Usage Link Chat Usage

Per Agent Login Count
B Q % Size (10) ~ R
Agent Username 4+ Last 7 Days Usage % Current Month Usage %+ Previous Month Usage 4+ Total Logins %

admin 0 0 0 3

jim 0 0 0 2

Login Usage
See the login statistics from each Agent by:
Last 7 Days
Currently Month
Previous Month
Total Logins

Login Usage Agent Usage Search Usage Link Chat Usage
Per Agent Login Count
E Q | x Size (10) v
Agent Username 4+ Last 7 Days Usage % Current Month Usage ¢ Previous Month Usage 4+ Total Logins

jim 2 2 0 4

Agent Usage

See the login statistics from all Agents by:
Last 7 Days

Currently Month

Previous Month

Total Logins

£¥ LIVEPERSON
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Login Usage Agent Usage Search Usage Link Chat Usage

£

2 2 0

Total Agent Logins

Last 7 Days Usage 4 Current Month Usage 4 Previous Month Usage

Size (10) v
4 Total Logins

4

Search Usage:

See the search statistics from all Agents by:
Last 7 Days

Currently Month

Previous Month

Total Usage Till Date

Login Usage Agent Usage Search Usage Link Chat Usage

Search Count
B

Past 7 Days Usage Current Month Usage Past Month Usage

Size (10) v
Total Usage Till Date
4

Link Chat Usage:

See the Case and the Link Chat statistics from all Agents by:

Last 7 Days
Currently Month
Previous Month
Total Usage Till Date

£¥ LIVEPERSON
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Login Usage Agent Usage Search Usage Link Chat Usage

Create Case Count

B Size (10) v
Past 7 Days Usage Current Month Usage Past Month Usage Total Usage Till Date
4
Link Chat Count
B Size (10) v
Past 7 Days Usage Current Month Usage Past Month Usage Total Usage Till Date
9

Settings
Link: Admin Panel — Settings

Here you can check and update your profile information.

L uve Customer's Accounts Agents Usage Settings Logout (elmer)

LiveEngage CRM Customer Admin Panel

Profile Widget Config LE Attributes Config Support LE Widget Info

Company Acme
Contact Name Elmer Fudd
Email elmer@acme.com

Username elmer

Update Profile

Profile
Link: Admin Panel — Settings — Profile

£¥ LIVEPERSON
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Here can verified your company profile information.
To update/change company profile information: Company Name, Contact Name, Email,

Username, and Password.

LiveEngage CRM Customer Admin Panel

Profile Widget Config LE Attributes Config Support LE Widget Info

Company Acme

Contact Elmer Fudd
Name

Email elmer@acme.com

Username elmer

Update Profile

Widget Config
Link: Admin Panel — Settings — Widget Config

This is detailed in the section Widget Config.

£¥ LIVEPERSON
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LiveEngage CRM Customer Admin Panel

Profile Widget Config LE Attributes Config Support LE Widget Info

SugarCRM Config

Create Account

Create Case (only for Account and Contacts) - beta
Create Contact

Create Lead

Select a Search Field

Name =

Widget will use Name field
to search records.

Messaging:

Disable

LE Attributes Config
Link: Admin Panel — Settings — LE Attributes Config

The LE Attributes are Live Engage variables that can be captured by Widget during an
engagement. The complete list is in the table called Unassigned Attributes.

e To access complete list, click on the button LE Attributes:
e To add to capture, please select an attribute(s) from Unassigned Attributes table and

drop it to Assigned Attributes table using >

e To remove, please select an attribute(s) from Assignee Attributes table and click | < /.

Note! For default, no one attribute is captured by Widget.

£¥ LIVEPERSON
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Profile Widget Config LE Attributes Config

LE Attributes: ﬁ

Unassigned Attributes:
Visitorinfo
waitTime
country
device
isp
organization
operatingSystem
browser
visitStartTime
IpAddress
Customerinfo
customerld
balance
currency >
socialld
imei
userName =
companySize
accountName
role
lastPaymentDate
registrationDate
storeZipCode
storeNumber
Marketinginfo
originatingChannel
affiliate
campaignld

LiveEngage CRM Customer Admin Panel

Support LE Widget Info

Assigned Attributes:
Visitorinfo
visitorName
city
Customerinfo
type
status

Support
Link: Admin Panel — Settings — Support

See support email and process to open a ticket for support.

£¥ LIVEPERSON
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LiveEngage CRM Customer Admin Panel

Profile Widget Config LE Attributes Config Support LE Widget Info

Support Info

For support on the CRM Widget please do one of the following:
Email Support:

crm-widget-support@Ip.com

Open Support Ticket:

https://support.lp.com

LE Widget Info
Link: Admin Panel — Settings — LE Widget Info

See the LE Widget URL that will be required to setup the widget within LiveEngage.
Version and Build of Widget can also be viewed within this tab.

£¥ LIVEPERSON
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LiveEngage CRM Customer Admin Panel

Profile Widget Config LE Attributes Config Support LE Widget Info

LE Widget URL: https://lpcrm.fs.liveperson.com?apiKey=NAVO-00000000-
SUGARCRM

Version:
4.0
Build:

8~development

Customer Accounts

Link: Admin Panel — Customer's Accounts

The Customer Accounts tab enables you to view and edit information about your license:
Customer Key: This value is used to identify the license in the Live Engage.

CRM Type: Which CRM is registered to this license.

CRM label: Name to identify the current license.

Subdomain: The main link part of CRM address. (https://<subdomain>.sugarcrm.com)
OAuth Client ID: Consumer Key value from SugarCRM

OAuth Client Secret: Consumer Secret value from SugarCRM

£¥ LIVEPERSON
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LiveEngage CRM Customer Admin Panel

< Back
License Info
Customer Key NAVO-00000000-SUGARCRM
CRM Type SugarCRM
CRM Label SugarCRM
Subdomain sdbcbe9808.trial

OAuth Client ID crmwidget_oauth2

OAuth Client Secret

Created At 08/20/2018

Widget Config
Link: Admin Panel — Settings — Widget Config

This section shows how to update/change the Widget Configuration:

£¥ LIVEPERSON



LE - SUGARCRM Integration Guide

LiveEngage CRM Customer Admin Panel

Profile Widget Config LE Attributes Config Support LE Widget Info

SugarCRM Config

Create Account

Create Case (only for Account and Contacts) - beta
Create Contact

Create Lead

Select a Search Field A

Name s

Widget will use Name field
to search records.

Messaging:

Disable

e Enabling/disabling entities that can be created within SugarCRM:
Create Account

Create Case

Create Contact

Create Lead

0 O O O

e Select a Search Field:
o Name
o Email
o Phone

e Enabling/disabling Messaging

Configure CRM

This section describes how to configure SugarCRM to allow our CRM Widget to access your
data through web services API.

1. Login into your SugarCRM in another browser tab.

2. Click on your profile icon on top right and click on “Administrator”:

£¥ LIVEPERSON
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-

Admin Dashboard

Process Definitions « Processes Process Business Rules

Active Tasks

10+ 10+

Due Now Upcoming

Call to schedule meeting
Sarah Smith, a year ago

Make travel arrangements
Will Westin, a year ago

Send a follow-up letter
sarah Smith, a year ago

Send contract

99 ®®

More tasks...

Process Email Templates

Knowledge Base v  Revenuelineftems v  § Search

+ &

Leads By Lead Source

— Other

Undefined —

10+
To Do

Cold Call

Existing Customer

Self Generated

a @ 8- +

4% Employees

@ About

*

Support Portal User Registratior

@ LogOut

— Campaign

_— Email

~—— Web Site

"~ Trade Show

Employee —
Direct Mail

Partner L Public Relations

Conference

3. Click on “OAuth Keys” to setup a new oAuth.

P - ProcessDefinitions v Processes v Process Business Rules v

Administration

Process Email Templates =

Knowledge Base w  Revenuelineltems v  Administration  § Search

Users

&8 User Management
& Team Management

o Passwerd Manzagement

Sugar Connect

features and more.

Manage user accounts and passwords

Manage team membership and properties

Create, edit, activate and deactivate users in Sugar. Create and manage teams and roles, including module- and field-level access.

£ Role Management

Manage role membership and properties
&2 Team-based Permissions

Manage password requirements and expiration

Connect to the various SugarCRM services where you can access the SugarCRM forums and Sugar Wiki, search FAQs (Frequently Asked Questions), downlead the latest Sugar version, file and research reported bugs and request new

) Sugar Updates Check for the latest Sugar version

@ Online Documentation View Sugar for
System
Configure the systs ide seftings ing to the ns of your

&? System Settings
&0 Locale

Configure system-wide settings

£0 Languages

&/ Search
Connectors Manage connector settings

Set up scheduled events

Mobile

]

[ Scheduler
8 Sugar Mobile application
-

OAuth Keys OAuth key management

Email

Set default localization settings for your system
Manage which languages are available for users

Select modules for the Global Search and configure full-text searching.

Select modules te appear in the browser-based mobile view and in the

and end

Users can override some of the default locale settings within their user settings page.

Enable team access, and manage access by module,

Import Wizard Use the import wizard to easily impert records into the system
&0 Currencies Set up currencies and conversion rates

# Repair Check and repair Sugar

¢ Diagnostic Tool Capture system canfiguration for diagnostics and analysis

%e Tracker Enable/Disable tracking

[E PDF Manager Manage templates for generated PDF files

& Web Logic Hooks Manage Sugar Web Logic Hooks

4. Then under “OAuth Keys" tab on the menu, click on “Create OAuth Key":

£¥ LIVEPERSON
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"9 - FProcessDefinitions v Processes v  Process Business Rules =  Process Email Templates v KnowledgeBase =  Revenue Lineltems =  OAuthKeys = i Search Q o ’a - +

= View OAuth Keys

Consumer Key Name My ltems (] My Favorites ()  gaarch  clear Advanced Search

©  crmwidget cauth?

[B]z) petete (1-40f4)

[0 & ecrmwidget oauth2 T crmwidgslﬁoaulhiri OAuth 2.0 T Sugar User 7
] Standard OAuth Username & Password KQ‘{ sugar OAuth 2.0 Sugar User
@ OAuth Support Portal Key support_portal OAuth 2.0 Support Portal
[ & SNIPOAuthKey SNIPOAuthKey OAuth 1.0
[@]z)/ petete - (1-4ofd)
5. Complete the OAuth form and click “Save”
a. Consumer Key Name = <crmwidget>
b. Consumer Key = crmwidget
c. Consumer Secret = [your-hash-code-secret-code]
d. OAuth Version: OAuth 2.0
You will use above information in Admin Panel.
- Process Definitions v  Processes =  Process Business Rules v  Process Email Templates +  KnowledgeBase w  Revenuelineltems v  OAuthKeys w Search Q o Q .
Create
m Cancel S * Indicates required field
Consumer Key Name: * nWAaE oo OAuth Version:
Consumer Key: * crmwidget.cuuthe Client Type: Sugar User %
Consumer Secret: * your_secret DESGHDUOH‘

Adding Widget in LiveEngage Console

Now that you've updated the CRM Widget profile and license information, it is time to go to
LiveEngage and configure the widget.

Note! Your LiveEngage user must be defined as an Administrator to configure the widget.

£¥ LIVEPERSON
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1. Access “Night Vision” settings menu: click on the icon on the top right of your screen as
shown in the screenshot below:

WVEEE] & oo

@ myit@iveperson.com v

B

1
LiveEngage o CURRENT GHATS o

Web Visitors =~ Web History =~ Agents

List of online agents in reak-time, induding information about their availability and capacity.

or CURRENT STATE DURATION AGENT NAME & SKILLS CURRENT CHATS MAX CONCURRENGY

(-] om Maya Skall 1 o 2

You are viewing 1 agent

= | wam | | aoso |

@ myitai@liveperson.com v

Default status
Set default status upon login

Current: @ Online

Agent Workspace
configuration

Change queue options &

Accept chats manually, or automatically through Automatic Chat Distribution (ACD). [N

3. Click “+”" icon to add a new widget. If you have used up 5 widgets, please contact your
LivePerson Account Manager.

£¥ LIVEPERSON
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® mym@iv

Edit widgets —
Add, remove and edit widgets in the Agent Workspace to L

increase efficiency (5 widgets maximum) 2
Add new widget.

¢ Visitor layout
configuration

CoBrowse

Enable and configure CoBrowse

4. Choose the name for the Widget (you can use “SugarCRM” to have “SU” as the widget
label)
5. Choose “Double Widget” or “Triple Widget”

o e e o o B e o B o o o e e o e o e e e o o o o o e e o o o o o o B o Y
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Integration widget

Migjration

Expand to t

Triple widget

rm ep omi?

=YOU R_APP_KEY&debug=true

Add Visit Info parameters

jet-didn't load

Manager view mode

6. Enter the following URL
o https://lpcrm.fs.liveperson.com/?apiKey=YOUR_APP_KEY&debug=true, this is
found in Configuring the CRM in the Widget Admin Panel section, LE Widget Info
subsection.
7. Click on “Add Visit Info parameters” and add this mapping:
o visitorName = Visitor Name. Then click “+". Then click “Save Parameters”
8. Click “Save”

£¥ LIVEPERSON
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Features and Capabilities***

In this session are listed the features and capabilities that the CRM Widget has for integration

with SUGARCRM.

*** Features not listed here are subject to discussed for custom development.

Overview

Below is an overview of the widget capabilities, in this section, we will cover the following

topics:

Starting SugarCRM Widget
Login Widget
Custom Functionalities
Search Records
Search Records Filter / Fields
View Records
View Transcript Associated with Records
Create New Records
o Create Account
o Create Lead
o Create Contact
o Create Case
Linking a Chat Transcript to Entity
Unlink Chat Transcripts

Starting SugarCRM Widget

To start working on the new widget, accept a chat, click on "SugarCRM" widget, login and you
can view Contacts and Leads and create Accounts, Leads, Contacts and Cases directly in

LiveEngage.

LAY,

A,

L¥ LIVEPERSON
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RSTORS B caveacns 8 Users
2 min 46 sec 14.7 17%

LiveEngage ENGAGEMENTS AVERAGE ENG.LENGTH  ENG. PER HOUR UTILIZED CAPACITY

nPeter ) 2:43pm |~ 0| &  FD || ST M B
e e e :

. SU SugarCRM P
You are tting with Luciano 2ed3pr i Choose One s
Peter 2:43pm H i
' i
hello i Username ]
Integration by €3 tivereeion
< >

®»
=
?
)
©

—_ 3 0 3 Peter
= | WAITING ) 00:53

Login Widget

To be able to access the Widget functionalities, you must insert valid credentials to the
registered CRM:

Select registered CRM:

ID & | D STEMD;‘I@{D

[EmEMEMEMEMEMEMEMEMEMEMEMEMEMEMEM&&;&&;
i 'SU SugarCRM

; =,
I

:

: e

- v Choose One g
1

:

:

:

g

:

;

-

Username

Integration by  £¥ tivererson
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Enter your credentials (Username and Password):

! Manager View !
SU | SugarCRM V]
SugarCRM s
Username

Integration by £ tivererson ( )

Click on "Login" button and wait for the login process. Then the chosen CRM data will be
loaded into the widget:

SU | SugarCRM V)

jim (sugarcRM)  logout
Search for:

Peter

Integration by £ vivererson €

Create Account = Create Lead Create Contact

Custom Functionalities

Features not listed here are subject to discussed for custom development.

£¥ LIVEPERSON
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Search Records

The search bar in the Widget enables you to search for any matching contents in following
standard Sugar CRM objects:

e Contacts Object
e Leads Object

Note! If you have a visitor name in your pre-chat survey, the visitor name value will be
automatically populated in the search string and the search will be performed once you click
on the widget icon.

Search Records Filter/Fields

For SugarCRM there are options to filter searches by:
e Name
e Email
e Phone

The widget's search settings can be changed in the Admin Panel. To do this, login in Admin

Panel, click on the tab "Widget Config" and select the drop down "Select a Search Field".
Choose one option and click on "Save Config" to update the configuration.

P A A e A A A A e A A A A e A
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LiveEngage CRM Customer Admin Panel

Profile Widget Config LE Attributes Config Support LE Widget Info

SugarCRM Config

Create Account
Create Case (only for Account and Contacts) - beta
Create Contact

Create Lead

Select a Search Field v Name ﬂ
Email ,
Phone

Messaging:
Disable

Save Config

For new settings to take effect, you need to reload the widget in Live Engage. To do this, just
click on the icon at the top of the widget on the right:

£¥ LIVEPERSON
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Reloading the widget with the

SU | SugarCRM updated parameters. $
jim (SugarCRM) logout
Search for:
Peter

Integration by ¥ viversrson

Create Account Create Lead Create Contact

View Records

Here is a sample listing of search records. In this case, the search is configured with the
filter by NAME, and all data that has the search field value as part of the data are listed. Beside
the value of each data, in parentheses one can observe the type (LEAD and CONTACT in this
case).

£¥ LIVEPERSON
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SU | SugarCRM ]

jim (SugarcRM)  logout

Search for:

Peter

Integration by £ Livererson -

Create Account Create Lead Create Contact

Peter Parker - (Contact) Create Case  Link Chat
Peter Parker - (Lead) Link Chat
Laura Peters - (Contact) Create Case  Link Chat
Mary Peters - (Contact) Create Case  Link Chat
Laura Peters - (Lead) Link Chat

Hovering over resulting search records will popup min-details window showing
additional information about the record:

o e e o o B e o B o o o e e o e o e e e o o o o o e e o o o o o o B o Y
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SU | SugarCRM v

jim (SugarCRM)  logout
Search for:

Peter

Integration by £ vivererson

Create Account Create Lead Create Contact

Peter Parker - (Contact) Create Case | Link Chat

—

Peter Parker

Account: ZXC Link Chat

Email: peter@zxc.com
Phone: 123123123

Clicking will display the item details. Here is an example of CONTACT:

L o e L e e e o e e e L o e e o e o e e o o e e L e o o e o e o o P P e
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€ Back
Contact Details
Name Peter Parker
Title
Email peter@zxc.com
Phone 123123123

Lead Source
Record Owner
Link Open Contact in SugarCRM

And here is an example of LEAD:

€ Back
Lead Details

Name Peter Parker
Company
Title
Email peter@zxc.com
Phone 123123123
Lead Source
Lead Status
Record Owner
Link Open Lead in SugarCRM

View Transcript Associated With Records

To view chat history, click on the link of the record. It will expand out and showing the
information in the top section.

£¥ LIVEPERSON
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SU | SugarCRM

.
'
]
]
]
'
]
]
]
'
]
]
1
]
]
]
1
]
]
]
1
1
]
]
1
]
]
]
]
1
]
]
]
1
]
]
]
'
]
]
1
]
]
]
1
]
]

[ ]
]
]
]
]
1
]
]
]
1
1
]
]
1
]
]
]
]
1
]
]
]
'
]
]
]
'
]
]
]
'
]
]
1
]
]
]
1
]
]
]
1
1
]
]
1
]
]

12}

jim (sugarCRM)  logout
Search for:

Peter

Integration by £ Liverteson - : m

- Create Account Create Lead Create Contact

£ Back

Contact Details

Name Peter Parker

C Title

Email peter@zxc.com
. Phone 123123123

Lead Source
Record Owner
Link Open Contact in SugarCRM

Related Chat Transcripts

Chat Transcript with RT Session ID: 4294973901 02/13/19 14:18pm

e The bottom section will show all previous chat transcripts entries.
e Click on the specific transcript ID to see the full details of the chat transcripts as show
in the screen below:

£¥ LIVEPERSON
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€ Back

Name

Title

Email

Phone

Lead Source

Record Owner

Contact Details

Peter Parker

peter@zxc.com
123123123

Link Open Contact in SugarCRM
Related Chat Transcripts
Chat Transcript with RT Session ID: 4294973901 02/13/19 14:18pm

Visitor Name: Peter
Transcript:
shortly.

Peter: hello

Peter: well

RT Session ID: 4294973901

info: Thank you for choosing to chat with us. An agent will be with you
info: You are now chatting with Luciano.

Luciano: I'm sorry for the delay. I'll be right with you.

Luciano: I'll be right with you.

Luciano: Thank you for waiting. I'll be with you in just a moment.
Luciano: I'm sorry for the delay. I'll be right with you.

Luciano: I'll be right with you.
info: Thank you for chatting with us.

£¥ LIVEPERSON
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This is Out of Box. Custom storage of Transcript are subject to be discussed

Create New Records

The SugarCRM provide the following features:
Create Account

Create Lead

Create Contact

Create Case

12}

i SU SugarCRM |

jim (SugarcRM)  logout

Search for:

Peter

Integration by ~ £¥ Liverceson m

Create Account Create Lead Create Contact

Create Contact
In case you want to create a new “Contact” record, click on "Create Contact".

e Fill in all the relevant fields in the form
o All required fields are denoted with an asterisk (First Name, Last Name, Email,

Phone Number).
e Some of these fields will be automatically populated from the answers provided in the

pre-chat survey (if pre-chat survey is enabled).
e Click “Create” to save.
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Create Account Create Lead Create Contact

Quick Create Contact

First Name *

Peter
Last Name * Parker
il peter@zxc.com
Phone *

123123123

When the record is entered successfully, the message will be displayed:

Contact successfully created

Note where this record will be stored in CRM system itself. Go to Contacts using the top menu:

‘ - Pracess Definitions +  Processes +  Process BusinessRules = Process Email Templates »  Knowledge Base +  Revenue lineitems - Customer journeys - EConl:actsE -
Contacts (20 of 21+) @/ T1C0 o+ Contacts Intelligence
Fitter ~ Qe  Search by first name, last name... < o]

B seorcnoy . — Call Volume by Week
MName & Title 4 AccountMame ¢  Email Address &  Office Phone & Mobile & | User ¢ Date Modified & Total is 4
1t | Peter Parker ZXC peter@zxc.com 123123123 02/13/201914.,, @& =
J ¢ | XenXol xen@zxc.com 458458458 02/08/201914:.. @& =

£¥ LIVEPERSON
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And when you click on a Contact, the window with the detailed data of this record opens:

@ Tr Peter Parker m

Business Card

Title Maobile
123123123
Department Do Not Call

Account Name

Email Address

peter@zxc.com

Tags

Show More v
Hint -~
Company Website Education

Education Additional

Company Size

Company Location

Previous Jobs

Industry

Company Description

Year Founded Industry Tags
NAICS Code SIC Code
FY End Annual Rev

£¥ LIVEPERSON




LE - SUGARCRM Integration Guide

Create Lead

Click on "Create Lead" button and fill out the relevant fields and click on "Create". Some of the
field values are automatically copied over from pre-chat survey, if the user fill out one before
initiating the Chat.

Quick Create Lead

First Name *

Peter
Last Name * Parker
L™ peter@zxc.com
Rhong™ 123123123

When the record is entered successfully, the message will be displayed:

Lead successfully created

Note where this record will be stored in CRM system itself:

£¥ LIVEPERSON
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-

' R 4
Leads (20 of 21+)

Filter ~ @ Sea

Process Definitions v

h by firs:

Processes v

name, last name

Name & Status
Elon Musk New
Mike Geffory New
Peter Parker New

¢ AccountName &

Process Business Rules v

Office Phone

BA787 Airways ...

Process Email Templates w

Email

elon.musk@te...

& User s

Jim Brennan

Mike@yahoo.c...

peter@zxc.com

Knowledge Base

Revenue Line Items

Customer Journeys w

Date Modified »  Industry &

04/13/2019 05:... @ v
04/01/2019 06:... v
02/18/2019 15:... @ -

Leads w

And when you click on a Lead, the window with the detailed data of this record opens:

Title

Mabile

Status

New

Tags

Hint

Education

Industry

SIC Code

123123123

Show More

Previous jobs

Industry Tags

Account Name

Company Description

@ v [ Follow Peter Parker

Business Card

Website

Do Not Call

Email Address

peter@zxc.com

Status Description

Education Additional

Company Size

# Company Location

‘Year Founded

NAICS Code

FY End

£¥ LIVEPERSON
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Create Account

Click on "Create Account” button and fill out the relevant fields and click on "Create”. Some of
the field values are automatically copied over from pre-chat survey, if the user fill out one
before initiating the Chat.

Create Account Create Lead Create Contact

Quick Create Account

Account Name PeterP

Emall peter@zxc.com

Website
ZXxc.com

When the record is entered successfully, the message will be displayed:

Account successfully created

Note where this record will be stored in CRM system itself:

£¥ LIVEPERSON
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-

Process Definitions v  Processes w  Process Business Rules w  Process Email Templates v  Knowledge Base w  Revenuelineltems w  Accounts w

;
€ Industry ¢ CdCity $

4 BilingCountry € User $

4 Phone ¢ | Em o]

Accounts (20 of 21+)

Filter = Search by name...

Name ¢

¥  Spindle Broadcast Corp. Apparel San Francisco USA Sally Bronsen +1-231-818-.. cor @ ~

¥¢  PeterP

pet @ «w

And when you click on an Account, the window with the detailed data of this record opens:

@ Peterp 1

Business Card

Website Industry
http://zxc.com

Member of Type

Assigned to Office Phone

Tags

Show More

£¥ LIVEPERSON
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Create Case

Click on "Create Case" button and fill out the relevant fields and click on "Continue":

Additional Info: Peter Parker

Subject*®

Create Case Test

Status*

Open v
Priority*

Low v

Description*

Description Test|

When the Case is entered successfully, this message will be displayed because when a Case is
created, the chat is automatically transcripted to it:

Link Chat Succeeded

£¥ LIVEPERSON
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Note! “Create Case” can only be done when the chat session has ended. The “Create Case”
button is disabled throughout an active engagement.

Disabled buttons appearance:

(Contact) Create Case  Link Chat

= (Lead) Link Chat

Enabled buttons appearance:

- (Lead) Link Chat

Note where this record will be stored in CRM system itself. You can access in Top Menu
"Cases" or open the Contact / Lead and going to Customer Journeys session:

o L e e e o e e e e o L e e L e e o e o e o o e o e e

L¥ LIVEPERSON
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@ Tr Peter Parker 2 m
Company Facebook Company Twitter

Customer Journeys Select.. -
Related - []) Filter Search.. o ©
(@) cALLs +
(Me) MEETINGS +
(1) TASKs +
(N)) NOTES +
(le) LEADS +
(oF) OPPORTUNITIES +
Em) EmAILS +
@ cases (1) +
(<) DIRECT REPORTS +

Click on "Cases" and all records for the user will be shown:

@ cases (1) +
Num. € Subject €  Account Name & Status ¢ Date Created $
pd 1042 Create Case Test ZXC 02/13/2019 14:14 @

And when you click on a Case, the window with the detailed data of this record opens:

£¥ LIVEPERSON
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? - Process Definitions +  Processes »  Process Business Rules = Process Email Templates »  Knowledge Base »  Revenue Line items »  Customer Journey
@ Create Case Test ¥ S of
Number Priority
1042 Low
Account Name Show in Portal |
ZXC
Type Source
User
Status Assigned to
Description

Description Test

Comment Log

Tags

Show more.,.

Customer journeys Select... v

Related ~ [[]] Filter Se b5 (o]

) CALLS + -
MEETINGS + -

's) TASKS %

@ notes (1) + -

£¥ LIVEPERSON
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Link Chat Transcripts to Entity

In case the chat is related to an existing Contact or Lead, you can link the chat to that relevant

record in Sugar CRM
e You can attach a current chat transcript to a User or Case record by clicking on the

“Link Chat” button once the session has ended.

Peter Parker - (Contact)

Create Case  Link Chat

Peter Parker - (Lead) Link Chat

To view chat history, click on the link of the record. It will expand out and showing the
information in the top section.

e The bottom section will show all previous chat transcripts entries.

L o e o L o A o e o A e

L¥ LIVEPERSON
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SU | SugarCRM

12

jim (SugarCRM)  logout
Search for:

Peter

Integration by £} tivererson : - m

Create Account Create Lead Create Contact

€ Back

Contact Details

:  Name Peter Parker
Title
Email peter@zxc.com
Phone 123123123

Lead Source
Record Owner
Link Open Contact in SugarCRM

Related Chat Transcripts

Chat Transcript with RT Session 1D: 4294973901 02/13/19 14:18pm

e Click on the specific transcript ID to see the full details of the chat transcripts as show
in the screen below:

£¥ LIVEPERSON
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€ Back

Name

Title

Email

Phone

Lead Source

Record Owner

Contact Details

Peter Parker

peter@zxc.com
123123123

Link Open Contact in SugarCRM
Related Chat Transcripts
Chat Transcript with RT Session |1D: 4294973901 02/13/19 14:18pm

Visitor Name: Peter
Transcript:
shortly.

Peter: hello

Peter: well

RT Session ID: 4294973901

info: Thank you for choosing to chat with us. An agent will be with you
info: You are now chatting with Luciano.

Luciano: I'm sorry for the delay. I'll be right with you.

Luciano: I'll be right with you.

Luciano: Thank you for waiting. I'll be with you in just a moment.
Luciano: I'm sorry for the delay. I'll be right with you.

Luciano: I'll be right with you.
info: Thank you for chatting with us.

£¥ LIVEPERSON
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Note where this record will be stored in CRM system itself:

To see all Notes (linked chats), click on "Notes" in top menu:

1 v Process Definitions w  Processes ¥  Process Business Rules w  Process Email Templates »  Knowledge Base w  Revenuelineltems ¥  CustomerJourneys w :Notes: v
Notes (20 of 21+) »  Notes List Dashbc¢
Filter = Search by subject 4]

B v ~ © My Accounts
0 Subject ¢ Contact 4 Related To Attachment ¢ Created By ¢  Date Modified 4 Date Created £ N
[ ¥  ChatTranscript wi... Peter Parker Jim Brennan 02/13/2019 14:18 02/13/201914:18 @
8 % Chat Transcript wi... Create Case Test Jim Brennan 02/13/2019 14:14 02/13/201914:14 @& ~

To list just Lead / Case Notes (linked chat), select a specific Record, go to 'Customer Journeys'
and click on "Notes":

Customer Journeys Select... - [+
Related ~ m Filter Search. = o]
(@) caLLs + -
(Me) MEETINGS + -
(Ts) TASKs + -
€ notes (1) 1E

Subject ¢  Last Modified 4 Date Created 4  Assigned User
w Chat Transcript with RT Session ID: 429...  02/13/2019 14:21 02/13/2019 14:21 @ v

And when you click on a specific Note, the window with the detailed data of this record opens:

£¥ LIVEPERSON O
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Process Definitions »  Processes w»  Process Business Rules w  Process Email Templates =  Knowledge Base ¥  Revenuelineltems =  CustomerJourneys -  Notes w

9 -
o Chat Transcript with RT Session ID: 4294973901 ¢ m 4

Contact Case

Nod

Create Case Test

# Description Teams

RT Session |D: 4294973301 Global (Primary)
Visitor Name: Peter

Transcript:

<strong>info</strong>: Thank you for choosing to chat with us. An agent
will be with you shortly.

<strong>info</strong>: You are now chatting with Luciano.
<strong>Peter</strong>: hello

<strong>Luciano</strong>: I'm sorry for the delay. I'll be right with you.
<strong>Luciano</strong>: I'll be right with you.
<strong>Luciano</strong>: Thank you for waiting. I'll be with you in just a
mo...

more

Attachment Assigned to

Tags

Show more...

Module [[EY Filter - (NI o E

Type a note or drag and drop an attachment. Type @ to mention a user. Type # to reference a record. m
Created Chat Transcript with RT Session ID: 4294973901 Note. P
Jim Brennan 4 minutes ago
Linked Chat Transcript with RT Session ID: 4294373901 to Create Case Test. » @

Jim Brennan 4 minutes ago

Note! “Link Chat” can only be done when the chat session has ended. The “Link Chat” button is
disabled throughout an active engagement.

Disabled buttons appearance:

£¥ LIVEPERSON O
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(Contact) Create Case  Link Chat

= {Lead) Link Chat

Enabled buttons appearance:

(Contact) Create Case = Link Chat
- (Lead) Link Chat
Open in Sugar Link

In Contact and Lead details, is provided a link to open the current record directly in SugarCRM:

Link Open Contact in SugarCRM

£¥ LIVEPERSON O



LE - SUGARCRM Integration Guide

Updating Records

This functionality is currently not available. If a change is needed, you will need to login on
SugarCRM from a separate browser and make a change from there.

Unlink Chat Transcripts

This functionality is currently not available. Once a chat is linked to a record, it cannot be
deleted, or unlinked from the widget. If a change is needed, you will need to login on
SugarCRM from a separate browser and make a change from there.

This document, materials or presentation, whether offered online or presented in hard copy ("LivePerson Informational Tools") is for informational purposes only.

LIVEPERSON, INC. PROVIDES THESE LIVEPERSON INFORMATIONAL TOOLS "AS IS" WITHOUT WARRANTY OF ANY KIND, EITHER EXPRESS OR IMPLIED,

INCLUDING, BUT NOT LIMITED TO THE IMPLIED WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.

The LivePerson Informational Tools contain LivePerson proprietary and confidential materials. No part of the LivePerson Informational Tools may be modified, altered,
reproduced, stored in or introduced into a retrieval system, or transmitted in any form or by any means (electronic, mechanical, photocopying, recording, or otherwise),

without the prior written permission of LivePerson, Inc., except as otherwise permitted by law. Prior to publication, reasonable effort was made to validate this

information. The LivePerson Information Tools may include technical inaccuracies or typographical errors. Actual savings or results achieved may be different from

those outlined in the LivePerson Informational Tools. The recipient shall not alter or remove any part of this statement.

Trademarks or service marks of LivePerson may not be used in any manner without LivePerson's express written consent. All other company and product names
mentioned are used only for identification purposes and may be trademarks or registered trademarks of their respective companies.

LivePerson shall not be liable for any direct, indirect, incidental, special, consequential or exemplary damages, including but not limited to, damages for loss of profits,
goodwill, use, data or other intangible losses resulting from the use or the inability to use the LivePerson Information Tools, including any information contained herein.

© 2019 LivePerson, Inc. All rights reserved.
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