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1. 
About this Guide

Contacting CollectivePoint, LLC
The following information is provided in the event that you need to contact someone at CollectivePoint, LLC, concerning AutoIM.
Customer Support




support@autoim.com











Phone 1-512-633-5675

Sales Inquires






sales@autoim.com











Phone 1-512-633-5675

Partnerships Inquires




corpdev@autoim.com
Legal Inquires






legal@autoim.com
Related Documentation

The following is a list of other documentation that is available to help you use AutoIM.
· AutoIM 1.0 Installation Guide

· AutoIM 1.0 Release Notes

· AutoIM 1.0 Admin Guide
2. Overview
What is AutoIM?

AutoIM is a centralized, Web-based Instant Messaging tool that increases the number of leads, sales, and service requests for your dealership. AutoIM 1.0 is a web collaboration solution that significantly transforms the way potential customers initially interact with your dealership. Our product provides a unique, real-time customer experience while enabling various dealer representatives—new and used, sales and service—to effectively communicate and drive customers to your dealership.  AutoIM 1.0 drives value in core business operations like sales and service. AutoIM solves the problem of potential buyers and current customers visiting the dealer’s website and going un-noticed costing the dealership potential sales and service opportunities.
Use this guide to help get started using AutoIM. 

Using this Manual

This manual contains the general AutoIM procedures to help administrators get started using AutoIM web console. The procedures in this manual are based on the different AutoIM access-levels. The AutoIM roles are defined as:

Buyer:  Any person browsing the dealership’s website and clicks on the chat access link.
Company Admin: The Company Admin is responsible for setting up locations, teams, adding users to teams, setting standards for how information is posted, and providing basic user administration for the company.
Location Admin:  The Location Admin is responsible for setting up teams, adding users to teams, and providing user administration for the location.
Agent: The Agent has the capability to administer the agent console and interact with the buyer through the agent console. There are multiple agents per location.

For more information on the specific capabilities of the various security access levels, refer to Appendix B: Role Matrix

3. Getting Started

Starting AutoIM Web Console
The first thing an admin needs to do to start using the AutoIM web console is to login. To login, go to http://www.collectivepoint.com/AIMChatAdmin. You will then fill in the provided spaces with the correct user name, and user password and click the Sign In link. Provided the information supplied is correct; this will open the AutoIM Admin Web Console. Here is an example of the Login Window.
User ID and Password

When a user is set up for the first time they will receive a User ID and Password through email. Users are encouraged to change their password the first time they log in to AutoIM. 
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To change your password:

1. Click on the “Companies” menu item. 
2. Select the desired company and then click the “User” menu item.
3. Select the desired User.
4. At the bottom of the user view, click the “Edit User” link.

5. On the user view, in the password field, enter new password and select “Update User”. The password has been changed. 
Password information is very sensitive – it is important that a user choose a password that can be easily remembered but not so simple as can be easily guessed.  AutoIM does not store its users passwords in human-readable form, and a user’s password cannot be “looked-up” – but can only be “Reset”.  
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Web Console Main Page (Company List)
AutoIM web console opens to the Company List page. The Company list page lists all your companies and their status. 
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Admin Controls (Company Level)
At the very top of the admin company list page there are four menu items, Add Company, Companies, Settings and Reports. Within the menu items there is a list of options available to the admin. These options can help an admin manage companies, settings, and create reports. 
1. Add Company: clicking the add company menu will open the Add/Edit Company page. From here you can add or edit the company name and company admin. Note: When adding a company you can enable or disable the company by selecting the enable checkbox control. 
a. Add: Clicking the add button, adds the company to the left navigation tree. 

b. Cancel: Clicking the cancel button will return you to the company list page. 
2. Companies: clicking the companies list will display all the companies associated with your instance of AutoIM. 
3. Settings: The settings menu item includes the email transcript settings and the forgot password setting. 
4. Reports: This feature allows the admin to select from a list of reports and define those reports by a specific time frame.
Admin Controls (Location & Team Level)
5. Location: this link lists all the locations associated with your company, typically a location is the physical dealer location. The admin can delete, enable, disable, and add a location from this page.
6. Team: this link lists all the teams associated with a particular location. A team is typically a sales (i.e. New Car, or Used Car Sales) or service team. The admin can delete, enable, disable, and add a team from this page.
7. User: this link lists all the users associated within the company, location, and teams. The admin can delete, enable, disable, and add a user from this page.
8. Sessions: this link allows the admin to search for a particular session of any user.
9. Chat Settings: this link allows the user to mange the chat settings on the buyer and agent consoles. When an agent selects this menu item, another menu is displayed with these other options.
a. Welcome Setting: This window allows an admin to create a customized welcome message on the buyer registration page. 
b. Team Icon Setting:  This window allows an admin to upload a customized chat link to be used on the dealer’s website.
c. Registration Setting: This window allows an admin to create customized controls to the buyer registration window. This allows the admin to ask specific questions prior to the buyer initiating a chat with the agent.
d. Wait Message Setting: This window allows an admin to customize the wait message. The wait message is the text displayed once the buyer has initiated a chat and is waiting for an agent to accept the chat.
e. No one Available Message Setting: This window allows an admin to customize a message to the buyer, if an agent is unavailable to accept a chat. 
f. Chat Window Setting: This window allows an admin to customize the title of the buyer window and to place the dealer’s logo on the buyer windows.
g. Thank You Setting: This window allows an admin to customize the thank you message once a chat has been ended. The admin can also mange the ability to have the buyer to accept the chat transcript via email.
10. Canned Response: this link allows the admin to create canned responses for the agent console. Note: when adding a canned response for the first time, the admin must create a new category for the new canned response to be placed in. The admin can add, edit, or delete these canned responses.
11. Canned Link: this link allows the admin to create canned links for the agent console. Note: when adding a canned link for the first time, the admin must create a new category for the new canned link to be placed in. The admin can add, edit, or delete these canned links.
12. Category: this link allows the admin to create new categories to be place in the canned responses, canned links, or both. The admin can add, edit, or delete these categories.
13. Inactive Agents: this link lists all the inactive agents.
4. Navigating the Admin Web Console – Companies, Settings, and Reports.
This is where administrators manage companies, server settings, and create reports. 

To Add a Company
1. Select the “add company” link at the bottom of the Company List page.
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2. Enter the Company Name and the Company Admin (Note: Only the company name is required), and click “Add”.
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The company will display in the left navigation pane. If you want to add a company but not enable it, uncheck the Enable field.
To Delete a Company
1. Select a company to delete by clicking the check box next to the company you want to delete.
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2. Click the “Delete” button  

3. A message window appears to confirm the delete.
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4. Select “OK” and the Company will be deleted.

Enable and Disabling a Company
1. Select a company to enable or disable by clicking the check box next to the company.
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2. Click the “Enable” or “Disable”
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The company will display as disabled (or enabled, depending on the action)
Settings (Email and Password)
1. TBD 

Reports
1. Select a chat under the Chat Sessions tab.

2. Click the “Send Transcript Email” button [image: image11.jpg]


 

You have successfully emailed the chat transcript to the buyer.
5. Navigating the Admin Window – Location, User, Sessions 
An agent is able to mange Canned Responses from the agent console by adding, editing moving or deleting Canned Responses. Canned responses are organized in a hierarchical tree view. Within this view a user can add, edit, move, or delete the Canned Responses and Links. 
Adding a Canned Response
1. Select a folder. 
2. Click the “New” button [image: image12.jpg]


 

3. Enter the Canned Response Name

4. Type the Canned Response Text 
5. Click the “Add” button

To cancel adding the canned response, click the “Cancel” button. Adding a response can also be achieved by right clicking on the desired folder and selecting “Add”.
To edit a Canned Response
1. Select a canned response to edit

2. Click the “Edit” button [image: image13.jpg]



3. Edit the Canned Response Name

4. Edit the Canned Response Text 
5. Click the “Update” button

To cancel adding the canned response, click the “Cancel” button. Editing a response can also be achieved by right clicking on the desired canned response and selecting “Edit”.

Note: an agent can not edit a Global Canned Response (A Global Canned Response is a canned response set up by the company administrator)
To delete a Canned Response 
1. Select the Canned Response to be deleted
2. Click the “delete” button [image: image14.jpg]



Deleting a canned response can also be achieved by right clicking on the desired canned response and selecting “Delete”. 
Note: An agent can not delete a Global Canned Response (A Global Canned Response is a canned link set up by the company administrator)
To Move a Canned Response
1. Select the Canned Response to be moved

2. Click the “Move” button [image: image15.jpg]



Moving a canned response can also be achieved by right clicking on the desired canned response and selecting “Move”. 
Note: An agent can not move a Global Canned Response (A Global Canned Response is a canned link set up by the company administrator)
6. Navigating the Admin Window – Chat Settings, Canned Responses, Canned Links, and Category
An agent is able to mange Canned Links from the agent console by adding, editing moving or deleting Canned Links. Canned links are organized in a hierarchical tree view. Within this view a user can add, edit, move, or delete the Canned Responses and Links.

Adding a Canned Link
1. Select a folder. 

2. Click the “New” button [image: image16.jpg]


 

3. Enter the Canned Link Name

4. Type the Canned Link URL 

5. Click the “Add” button

To cancel adding the canned link, click the “Cancel” button. Adding a link can also be achieved by right clicking on the desired folder and selecting “Add”.

To edit a Canned Link
1. Select a canned link to edit

2. Click the “Edit” button [image: image17.jpg]



3. Edit the Canned Link Name

4. Edit the Canned Link Text 

5. Click the “Update” button

To cancel adding the canned link, click the “Cancel” button. Editing a link can also be achieved by right clicking on the desired canned link and selecting “Edit”.

Note: An agent can not edit a Global Canned Link (A Global Canned Link is a canned link set up by the company administrator)
To delete a Canned Link
1. Select the Canned Link to be deleted

2. Click the “delete” button [image: image18.jpg]



Deleting a canned link can also be achieved by right clicking on the desired canned link and selecting “Delete”. 

Note: An agent can not delete a Global Canned Link (A Global Canned Link is a canned link set up by the company administrator)
To Move a Canned Link
1. Select the Canned Link to be moved

2. Click the “Move” button [image: image19.jpg]



An agent can also move a canned link by right clicking on the desired canned link and selecting “Move”. 

Note: An agent can not move a Global Canned Link (A Global Canned Link is a canned link set up by the company administrator)
7. Navigating the Admin Window – Reports and In-Active Agents 
The session properties window contains information about the current buyer chat that is highlighted in the chat session frame. Frequently Asked Questions
To edit a Value in the Session Properties

1. Select the value to edit

2. Click the value
3. Edit the value
4. Click “save” [image: image20.jpg]



This will save any modifications made to the buyer information located within the Session Properties window.

Email Information

1. Click the mailto button [image: image21.jpg]



By clicking this button an email window will be brought forward with the buyer’s email address in place.

View Initial URL

2. Click the Initial URL button [image: image22.jpg]



By clicking this button you will be able to open the web-page in which the current buyer was viewing when they requested the chat. 
8. Additional Features for the Admin Window

At the very top of the agent window there are three menu items: File, Tools, and Help. Each of these menu items contains tools available to the agent. Just under the menu items there are four shortcut icons. They are Print; Make Me available, Make Me Unavailable, and Send Transcript Email.

Appendix A:  Frequently Asked Questions

How do I change my password?

1. Click Tools on the menu bar

2. Select Options
3. Select Settings

4. Enter current password, type new password, then confirm the new password by re-entering it again. 

5. Select the “Accept” button.

How do I accept a chat?

1. Select the highlighted chat under the Chat Sessions tab.

2. Click the “Accept” button [image: image23.jpg]


 or right click on the highlighted chat and then select “Accept”

How do I transfer a chat to another agent?

1. Select the desired chat in the chat sessions tab

2. Click “Transfer to another Agent” or select the “Transfer” icon [image: image24.jpg]



3. From the transfer session window select the desired agent to transfer the chat.

4. Select Transfer button

How do I send a Canned Response or Link?

1. Select either the Canned Response or Link tab 
2. From the tree view select a Canned Response or Link
3. Click the push arrow  [image: image25.jpg]


 to send the Canned Response or Link or right click on the selected Canned Response or Link to and select “Send”
How do I print a transcript?

1. Click on the desired chat in the chat session tab

2. Click the print button [image: image26.jpg]



3. From the print window, Click the “OK” button
How do I end a chat session?

1. Select an active chat under the Chat Sessions tab.

2. Click the “End” button [image: image27.jpg]


 or right click on the highlighted chat and then select “End”
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