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ABOUT OMNICHAT

We live in amazing times. The world is moving at breakneck speed, from
super quantum computing to artificial intelligence to self-driving cars.
Enterprises across every industry — from traditional banks to pizza
delivery — are undergoing massive digital transformation powered

by software. At the same time, customers have higher expectations for
on-demand services than ever before. When the risk of downtime
means billions in lost revenue and customer backlash, the stakes of
missing customer expectations for availability and performance are
higher than ever. What’s more, the rise of the knowledge worker in
enterprises demands instant access to information and ways to be

productive.




CONNECT WITH YOUR CUSTOMERS
ON A MORE PERSONAL LEVEL

< @xre

Wednesday

& Messages 10 this chat and calls are
v sacured with and-to-and
encryption, Tap for mara info.

Hi, | ordered this shin n a size 6

Bt | recelved a size 4

|

We're sorry for the mix up! We
can ship the right size, Please
redeem this discount coupon by
showing QR Code to our staff at
your nearest store,

OMNICHANNEL
COMMUNICATION

Engage with customers
on their preferred

communication channels

by enhancing the
customer experience
through personalized
and contextual
communication with
WhatsApp, SMS and

Viber at every touchpoint

of the customer journey.

90%

of WhatsApp, SMS
and Viber messages
are read within a few
minutes of receipt

L=

REAL-TIME CUSTOMER EXCHANGE IMAGES

ENGAGEMENT VIA WHATSAPP

Engage your customers While support agents

in real time and answer usually have the

their questions, resolve writing skills, nothing

potential issues and beats showing the

learn more about your customer what to do.

customers' expectations Improve your

in a relevant, timely and resolution time with

personal way. the world’s most used
chat app.



START A CONVERSATION

Only end-customer can initiate the conversation via omnichannel. The Jira Service
Management agent can't start the conversation. When a user starts the
conversation, a support request will be created based on a default project and a
default request type. All new requests appear in the Jira Service Management
queue for new tickets with the format "SMS request from 385****x*x*",

All open tickets

Request Type Wy Surmsmary Reparter

Get T help OTE- SIS request from 385
365

Get T help GTE-1 WhatsApp request from 365
365

The first (opening) message received from the customer is visible in the
description field of the ticket. Support agents can continue the conversation in
the OmniChat section. Only one omnichannel conversation can be active per
customer and all messages sent by customer will be added to this request
under the OmniChat section.

SMS request from 385

B) Create subtask @ Link lssue ~

O 385 raised thiz request via AP Hide details

View request in portal

Description

Barbaratest hi

Due to Atlassian limitations, it is not possible to disable the Comments
section in the request navigation for omnichannel requests. Sending a
message via Comments won't work for omnichannel customers.

Also, end-customer won't receive any kind of status notification when
requests change the status.




AUTO-REPLY MESSAGE

Auto-reply message is set by Jira Service Management administrators. An Auto-
reply message is only used for the first message in the conversation thread.

Auto-reply (used for the first message in the conversation thread)
Don't send automatic reply
© Send automatic reply

Message

Thanks for reaching out! Our Agent will contact you ASAP.

Send a different reply during this time period {out of office)

Start time
1:00 PM
End time

1:00 PM

Heuta, 10127

Hi, we have a connection issues

with several login accounts!
Please can you check

Thanks for getting in touch.
We're on it!

Activity
Shaw: Al Comments History Worklog Omnichat  Approvals

9 anthony [ whatapp 1 dayags  Report
Barbaratest Hi, | have entered 2 wrong password mare than 3
times and blocked my account. Please can you halp?

e Auta-reply bot @ whatsapp 1 day ago

Tharsks for reaching outl Cur Agent will contact you ASAP,




PAUSE A CONVERSATION

Only one omnichannel conversation can be active per customer and all messages
received from the end customer are added to the active conversation.

Support agents can pause the conversation and make it inactive. Once the
conversation is inactive, every new message will open a new request in the Jira
Service Management. To inform the customer about the resolution or status
change, support agents can activate the conversation again.

Use the pause conversation feature if you expect a high-resolution time for
requests. With this feature, you can have more open requests with the same
customer.

@ Reply to customer
From: 44 =B - To: 385 = - & B @

We always appreciate feedback and suggestions. The app update is planned for rext month and we will add regueested

feature, Thanks for reaching out!

Best,

Agent -

@ Reply 1o customer

Fram: 44 = v Ta38 m « & B

Activate conversation 9



OMNICHANNEL CONVERSATION
WITH E-MAIL CUSTOMERS

It is also possible to continue a conversation with e-mail customers via Infobip
omnichannels. If support agents already have a phone number or get it during
an e-mail conversation, they can add it to the OmniChat panel.

Labels None

Regquest participants MNone

Organizations MNone

Automation ? Rule executions
OmniChat Open OmniChat

1ad Nove

Updated Now

OmniChat

Select activated channels

Select activated channels -

OmniChat

Select activated channels

SMS = Qg v
SMS number*
43 ® 0 -



END A CONVERSATION

Once the support agent resolves a request, it is not possible to send or receive
any updates for this request. If the user responds or sends a new message, a
Jira Service Management adds a queue request. Support agents can continue
the conversation with the customer with changing the request status to "IN
PROGRESS".

@ Reply to customer

From: 44 o] v Tor 385 = -

Resolved ~ v Done

Back to in progress = IN PROGRESS v

Close % CLOSED
 Requ v
View workflow

More fields Urgency. Impact, Pending reason, ...



SMS

With over 5 billion people sending and receiving SMS every day, it is still one of the
most popular communication channels. Make your business more accessible and
engage with the customers on the channels they really use. SMS requires signal
coverage for messages to be delivered, however, messages can be stored for up to
48 hours if the user is out of signal range and will be delivered once the users are
within the specified range.

A standard SMS message can hold up to 160 characters, or 70 characters if
unicode data coding is used. When more characters are used, messages are broken
into parts and are reassembled when they reach the mobile phone. Due to its
design, SMS cannot handle media file messages like pictures, videos, or
attachments - only text characters can be used.

@ Reply to customer
From: 44 = v To:38s m| v @& B @

Hi Anthony,
Thanks again for taking time to talk to us! We always appreciate feedback and suggestions :]|

1 Message 1040160 104/1000

Send message

We strongly recommend using the E.164 number formatting. E.164 numbers are
internationally standardized to a fifteen-digit maximum length.

Phone numbers must start with a country code, following by network code and
the subscriber number. The "+" prefix is not needed. Phone numbers that are not
E.164 formatted may work, depending on the handset or network. For example, a
Croatian number should look like 385981234567, while a UK number should look
like 447712345678.



OmniChat

Select activated channels

SMS X Whatshpp X O -
B Use the same number for SMS and WhatsApp
Phone number*

+385 x Q v

LONG SMS

All SMS messages are charged per message. Long SMS messages are basically broken
in several SMS messages and reassembled when they reach mobile phone. They are
charged based on the number of parts where each part is one SMS message.

The maximum size of a long message varies between mobile networks. We suggest
constraining to sending no more than 5-7 long SMS parts. Your account manager will
provide more details for a specific network.

CUSTOMERS

To have an SMS conversation, Jira Service Management customers should have a
phone number connected. A phone number saves in the database automatically if the
end-user initiates the conversation. Support agents can add a phone number for
existing e-mail customers anytime.

Users can request an opt-out anytime. If someone requests the opt-out you should
contact your Jira Service Management administrator to delete it. It is simple to do it
from the Customers page in the app configuration.



WHATSAPP BUSINESS

There are 2 billion users on WhatsApp, so offering it as a customer service
channel is a must today. Customers will appreciate communication with a
business on a familiar platform that is reliable and secure.

WHATSAPP BUSINESS
Infobip is an official WhatsApp Business solution provider. To start using the

WhatsApp Business solutions, you must provide all required information to

confirm that you will use the solution in compliance with the WhatsApp technical
and product documentation.

To activate WhatsApp as a channel, contact your dedicated Infobip account
manager or Infobip WhatsApp experts.

WHATSAPP TEMPLATES

If you want to use WhatsApp Business API to send useful notifications to your
customers, you must prepare and register your message templates.

Choose a WhatsApp template
WHATSAPP TEMPLATES LANGUAGES
by template name, content or tag AL v

1 anniversary

m

Elear {111 I aur anniversany! It's baen (2)) and we

1_doct

_doctar_dispatch ™
Dear Dactor, We have received your case for ([1)} & i
1_sdi

_sdig 1 =
Hi {11, Welcome i the SDLG Indla Private Limited
1.sdig 2

i =

11111, Thariks for seglstering with SDLG Whatsa..



https://www.infobip.com/contact?channel=pr-whatsapp

@ Reply to customer
From: 44 ® - To: 385 B « @& B @
Hi Customer M
We are sending you special voucher for birthday: BOAY 1200
Im order ba wse it, piease reply with “¥es®,

1221000

[ s i B [ s

If more than 24 hours have passed since your last communication with the
customer, you must use WhatsApp templates to initiate the conversation.
Templates must be aligned and approved with guidelines from the

WhatsApp Trust & Safety team.

(<] ~ Ta: 385 ] L & E ®

n1 24 hours have passed sin
dlidn’t

stion with the o

o000

Sand message

Pause convarsation [ 7



https://www.infobip.com/docs/whatsapp/message-types

EXCHANGE IMAGES

Speed up the conversation and improve the resolution time with
media messages. Enable customers to share all information required
to complete processes instantly over an end-to-end encrypted
platform.

Attach file to the message

File
| Choose File | No file chosen

Attach image, video or decument 1o the message. Supported file
formats are;

IMAGE: jpg. jpeg, prg. aif [4MEB}

VIDEO: mp4 [T5MB)

DOCUMENT: pdf (20ME)

Cancel Insert File



VIBER FOR BUSINESS

Each month, hundreds of millions of people connect via Viber messaging, which
was one of the reasons why Viber was integrated into OmniChat. Infobip is an
official Viber Messaging solution provider. To start using Viber Business
Messages, please provide all required information to confirm that you will use
the solution in compliance with the Viber technical and product documentation.

To activate Viber as a channel, contact your dedicated Infobip account manager
or Infobip Viber expert.

Viber Business Messages offers support for media messages, real-time message
receiving, and real-time delivery and seen reports.

@ Reply to customer
From: Viber ko To: 385 @ ot @ ; @

Hi Anthony, thanks again for taking the time to talk to us! We always appreciate feedback and

suggestions.

106,/1000



https://www.infobip.com/contact

OMNICHAT SPLIT TICKETS

As we already clarified, only the end-user can start a conversation. But what if
end-user wants to open a new ticket while discussing a different ticket? Every
message sent while the current ticket isn’t resolved will appear as a message in
the ongoing ticket. So we came up with a solution, the Split ticket feature
solves the problem. With Split tickets, the agent can select messages which
belong to other conversations and create a new ticket for those messages.

Any ticket that was created by the Split feature should be the only active
conversation.

Saarch
S Seand Log work

4 Connect Slack channel s

& Customer P OmniChat Merge

OmniChat Split

Convert to Subtask

Move
B split tickets
. ° ®
Define split option Salect messagals) Split
e

Make new ticket active one
Project

Dmnichat -

Request typs

Get IT help ¥

Cancel



) spiit tickets

N L]
[Define split option Select message(s) Spiit
Select messagels) yau want fo mcude in the rmw fickst. Atter that click “ret” for sep, Mext

st now

3 B

Barbaratest Heflo, we are Naving SOme isswes with connechion.
Can you please check and suggest what needs to be done?

e Auto-reply bat B wiaane st now
Thanks for reaching out! We'ne on it!

Cancel

E) split tickets

Define split aption Select massagels) Split

Cancet



OMNICHAT MERGE TICKETS

On the other hand, with Merge tickets, you’re able to put together
conversations from two different tickets. There are options to merge into that
ticket or to create a new merged ticket. All messages from tickets you’ve
chosen are merged into a single conversation that now has the entire context
of that request. You can select Omnichat Merge or Split option in the action
button in the right upper corner.

Search
Q fem Log work

4 Connect Slack channel s
€ Customer P gmnichat Merge

OmniChat Split

Convert 1o Subtask

Move

a Merge tickets

Define merglng option Select ticket Merge

merging conyers

(-] Merge conversations and create new tcket

Merge conversation into existing ticket



E Merge tickets

————— .
Define merging option Select ticket Merge
Setect which tonversation tickat Tee oae
e tcker
oTP-109 -

Semeel m

B Merge tickets

Define merging option Select ticket Merge

2l st You tago

]..':—_

Cancel




OUR INFOBIP PARTNERSHIP

OmniChat for Jira Service Management is powered by Infobip, a global leader in
omnichannel communication.

With over 5 billion people sending and receiving SMS, 2 billion using
WhatsApp, and 1 billion Viber users, omnichannel support is a must today.

e info@omnichat.cloud
o Atlassian Marketplace

° meet Omnichat

povered by infobip



https://marketplace.atlassian.com/apps/1223887/omnichat-for-jira-service-management?hosting=cloud&tab=overview
https://omnichat.cloud/en/home/

