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Introductions

e Amanda Swanson, Customer Success Manager
e Kelly Schwarz, Customer Success Manager
e Griffin Steinman, Support Engineer

e Stephen Boss, Head of Customer Success

Let's make service magic together!
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Resources & Community

« WEEKLY: Live Service Team Training (https://calendly.com/stephen_thread/thread-
service-team-training)

« WEEKLY: Live Office Hours (https://calendly.com/stephen_thread/thread-weekly-office-
hours)

e Discord: https://discord.gg/VFHXzjSwcf

Let's make service magic together!
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Guided Onboarding Schedule

e Tuesday 12pm ET: #1 Getting Started with Thread

e Wednesday 12pm ET: #2 Thread Flows & Inbox Channels
e Thursday 12pm ET: #3 Thread Al + Q&A

e Weekly Service Team Training

e 1:1 Post-Onboarding calls (scheduled with your Customer Success Manager)

Let's make service magic together!
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Training #1:
Getting Started with Thread
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Today's Goals

e Design a custom, branded chat app for your customers

e Install and test the customer chat app in your internal (or sandbox) environment

*You will need:
e admin access to Thread

e admin access to internal Teams environment (if applicable)

Let's make service magic together!
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Service Apps (Customer-facing chat)

* A new, fast, convenient way for your customers to get in touch with you
e Customize and brand the experience, including on a per-client level

» We will be helping you install the apps in your customers’ environments
next week

Available for:
e Teams -
e Slack =
° ClOUdRadlal = How-to video

o embedded in Teams (recommended) 3 L > T, [ | 0© er.

o CloudRadial portal

Desktop

e Web

< New Request End

Hi there! How can we help you today?

Create ticket

Initial description

®
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Thread Inbox

e Bi-directional sync with your PSA

e Areal-time interface for responding to both chats and other tickets
e Additional streamlining and automation your service team will love

e Available via web and desktop
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Pods (ConnectWise) and Insights (Autotask)

e Real-time interface directly in Manage and Autotask

e Enables responding in real time to chats (but you can use them for other tickets as well!)

ConnectWise Pods Autotask Insights

Thread Chat s

Thread: Real time notes ~
ntacts Samir Magheenajar &
Marketing Contacts Stephen Boss
Members Kelly Schwarz & Amanda Swanson
.,g Members Stephen Boss
ocurement ° @ ° ———————————————————— v e
MEW RESPONDED ASSIGNED DONE
HTIL ITIVUIWT LW da2Iak. - 0 .— e ______ \/
To help me expedite, please confirm the following information: NEW  RESPO.. WAITIN.. DONE
o Affected service(s):
o Number of users impacted: =

. _— : o = September 25
o Business priority (1-5; 1is most urgent, 5 least): Priority 3 - Normal Response

Stephen Boss @& 12:57 P

nEniyou hi there!

See less
@Bobby Jacobs hey can you

Amanda Swanson # Internal 2:13 P\ help??
Kelly, Yes! its in ITG right here ...wwww.---

Finance AS

Thread 12:58 P
I | 2:18 PM
AGME T ) Stephen Boss is assigned and -
User has left the live chat. You can still respond to this message but they may not respond
as quickly. Reply MNote Assign More «
. KellySchwarz @ 2:42 00 Message or type “/” for commands

thanks for reporthing this!
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Teams/Slack Companion Apps (internal-

facing collaboration)

e allows your service team to receive ticket notifications in

Teams or Slack and interact with them

e you can respond to your teammates AND customers from

Teams and Slack

Teams Companion App

@ Thread 8/22, 246 PM Updated
&

New Ticket has been updated by Thread

Thread #796 — Live Chat: ransomware warning in my email

2 User Samir Nagheenajar
Status >Closed

[*] Board Help Desk

¥ Assign Unassigned

[.] Company Initech

I Priority 1 - Emergency Response
& Reply in Inbox Assign to 4 Action t. Call

11 replies from Thread

<’ Reply
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Admin Integrations
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O Security Center e
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(® Help Center

€ configure

G Configure

& cConfigure

Running

& configure

Running

Slack Companion App

cG Chatgenie APP 103 PM

New Ticket has been updated by Thread

Thread #2073 — Live Chat: testing 2

! User: Griffin Steinman
|| Board: Help Desk
¢ ¢ Assign: Unassigned

& Create channel
A View in Inbox
Assign to

Action

6 replies Last reply today at 1:19 PM

21 Company: XYZ Test Company
_) Status: >Cancelled (No Email)
! Priority 4 - Low

Reply in channel
Reply in Inbox
Select Assignee v

Select Action i




Setup time!

e Login to https://admin.getthread.com

e Messenger Design
o logo
o bot avatar
°© bot name

e Teams App Design
e Install Teams App

e Test!
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Congratulations! You

have now...

e Created a custom, branded chat app for your customers

e Installed and tested the customer chat app internally

© Thread Magic. All rights reserved.




What's next?

e Continue testing the customer chat app internally

e Finetune settings and design for the customer chat experience

e Create additional chat apps as necessary

Wednesday 12pm ET: Thread Flows & Inbox Channels
Thursday 12pm ET: Al + Q&A

You will receive a recording of today’s call.

Sign up for Service Team Training (offered WEEKLY)
(https://calendly.com/stephen_thread/thread-service-team-training)

Sign up for Office Hours (offered WEEKLY):
(https://calendly.com/stephen_thread/thread-weekly-office-hours)

© Thread Magic. All rights reserved.
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Technical Support

e Help Docs: https://docs.getthread.com

e Chat with us via the widget in your admin panel: https://admin.getthread.com
e Chat with us: https://help.getthread.com

e Email us: help@getthread.com

e Feedback & release notes: https://feedback.getthread.com

Let's make service magic together!
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Let's make service magic!



