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Customization Examples

Customization Examples

¢ Modifying the Styling of the Chat Messages

¢ Substituting the Genesys Logo with a Custom Image

» Setting the Ground to Create Your Own Chat Widget (popup mode)
¢ Adding Extra Content to the Chat Widget

¢ Using the ui.onBeforeMessage Hook to Add Desktop Notifications
* Using the ui.onBeforeMessage Hook for Agent-initiated Co-browse
¢ Displaying a confirmation alert when users close the chat widget

* Implementing a client-side chat session timer

* Inserting a new line with Shift+Enter

¢ Automatically opening a URL pushed by the agent

¢ Showing the number of unread messages in a minimized chat widget
* Showing an agent typing notification in the minimized chat widget
¢ Displaying a character counter in the message area

* Replace Skip Registration button with Exit button

* Automatically expand text area based on user input

In the examples below we use Google Chrome as the web browser, but you can find similar developer
features in any other modern browser.

Warning

The HTML structure and CSS classes in the chat widget are subject to change and
Genesys does not guarantee backwards compatibility in future versions. This means
that you might need to update your customizations when you update the chat widget.

Procedure: Modifying the Styling of the Chat Messages
Purpose: Customization Type: CSS-based

In this example we play with the styling of the messages that appear in the
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chat widget. This should give you a taste of what a CSS-based
customization might look like.

Prerequisites

* You must have basic knowledge of CSS and HTML.

Steps

1. Launch a web page that is instrumented with the chat widget.

2. Start a chat session and send a chat message. You will see something like this:

£ Genesys

Hello! Mext availzble customer representative
will be with you shortly.

You [3:20:03 PM]

Hello

3. Right-click the message and choose "Inspect Element" to start the Chrome developer tools.
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Genesys Chat _ x

S Genesys

Hello! Next available customer representative
will be with you shortly.

Yo oomeomeme
Hel Back

Forward

Reload

Save as...

Print...

Translate to English

View page source

View page info

oo

We can see that the chat message consists of three elements, each with its own dedicated CSS class. We will use this
information to create new styling for these elements.
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ustomer Experience EEEs

Hello! Next availzble customer representative
will be with you shortly.

You [3:23:38 PM
Hello
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As an executive responsible for customer experiences or Contac !
operations within your organization, there are certain things be 1
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iv class="gwc-chat-message-author”»You</div> .gwc-chat, .gwc-chat div, .gwc-chat input,

iv class="gwc-chat-message-time">[3:23:38 PM]</div> .gwc-chat textarea, .gwc-chat button {

iv class="gwc-chat-message-text"> woblit b — e e
meE—bax—st —berd Bes
box-sizing: border-box;
font: k488 normal normal 12px/1.3

Tahoma, sans-serif;
text-align: left;
T
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</form> margin: »@ @ 3px;
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H
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FFLITN diu f 1car_agent ctwlache
div div div div div div div W div.awr-chat-messane-author

4. Next, we create our custom CSS to modify the colors of some of the text and the font used for
the author name.

/* 1. Make the name stand out */

div.gwc-chat-message-author {
font-family: Georgia;
font-style: italic;
font-weight: bold;

}

/* 2. Make the date more subtle */
div.gwc-chat-message-time {
font-family: Georgia;
color: #bdc3c7;
}

/* Make the body of a message a bit less contrast */
div.gwc-chat-message-text {

color: #7f8c8d;
}
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5. Add this CSS to your web page.

6. Reload the page. The chat message has the new look and feel we defined in the CSS.

$ Genesys

Hello! Mext available customer representative
will be with you shortly.

You [4:47:31 FM]

Hello

Tip
Here's a fun example of how to transform the chat message into an old-style
computer terminal:

.gwc-chat-message-container {
background: #000;
border-color: #0f0;

}

.gwc-chat-message > div {
font-family: monospace;
color: #0f0;

}

And the result:
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= Genesys

Procedure: Substituting the Genesys Logo with a Custom Image

Purpose: Customization Type: Template-based

In this example we customize the Genesys logo that appears in the chat
widget.

Prerequisites
* You must have basic knowledge of CSS and HTML.
Steps

1. Get the default chat templates HTML (see templates) and save it in a place where it is
convenient for you to edit.

2. Start a chat. You will see something like this:
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Genesys Chat — X
£ Genesys

Please enter few details about you, and press
Start Chat button.

Mext available customer representative will be with
vou shorthy.

*First Marme: | [z

Last Mame: | |

*Email: | |

Skip Registration | e gs# %]

Or this, if registration is disabled:
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Genesys Chat _ X
£ Genesys

Hello! Mext available custorner representative
will be with you shorthy.

3. Right-click the Genesys logo and choose "Inspect Element". The Chrome developer tools open
and highlight the corresponding DOM element.

API Reference



Customization Examples

£ Genesys

Please enter few details about you, and press
Start Chat button.

MNext available customer representative will be with

you shorthy.
*First Name: E
Last Mame:
*Ernail:
Skip Registration
———
Q, | Elements | Network Sources Timeline Profiles Resources Audits Console PageSpeed 1 3= # EI‘ *
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yle="display: nene;">.</div> .gwc-chat, .gwc-chat div, .gwc-chat input, .gwec-
chat textarea, .gwc-chat button {
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. -moz-box-sizing: border-box;
<fdiv> box-sizing: border-box;
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<fdive Tahoma, sans-serif;
<fdiv> text-align: left;
</fdiv> ¥
<_.*di':a> o . o . .gwec-chat-loge {
x;c’lnt.1d= .hlddl?nlD:.ubﬂlel'd style="display: width: » 188px;
html bedy div div div div div QG TSt E LT - height:® 25px; -

Now that we know the CSS class of the element, we can look for it in the templates.

4. Open the templates HTML file in your favorite text editor and replace the <div> that has the

gwc-chat-logo class with an image element. In this example, we use the publicly available logo
of the GNU project:

ipt type="text/html™ data-gwc-template="chatRegistration™>»

="mwc-chat-branding™>

“https://fupload.wikimedia.org/wikipedia/commons/thumb/2/22/Heckert | NU
le="height:33px"

gwc-chat-content-area™>»
ic-chat-registration-intro
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Important

There are two logo elements in the templates: one in the chatRegistration template and another in
the chatView template.

5. Save the modified templates file and "host" it somewhere that is accessible via HTTP.

6. Configure the chat to use the modified template file by providing the URL of the file to the
templates option:

<script>
var genesys = {
chat: {
templates: 'http(s)://example.com/chatTemplates.html’
}
h
</script>

<INSTRUMENTATION SNIPPET>

Important

This example uses the Integrated JavaScript Application to add chat to the page. See Configuring Chat
for instructions on configuring the chat widget using the Integrated Application.

7. Start a new chat. You will see something like this:
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Genesys Chat _ x

Plezse enter few detazils zbout you, and press Start
Chat button.

Mext availzble customer representative will be with
vou shortly.

*First Name: | |

Last Mame: | |

*Email: | |

m Skip Registration

Tip
For "popup" mode implementations, you can use the same algorithm except
instead of adding the CSS to your site, add it to the chat widget page.

Procedure: Setting the Ground to Create Your Own Chat Widget
(popup mode)

Purpose: To customize the chat Ul in popup mode, you can create an HTML
page for the chat widget and then use the Chat Widget JS API to add
functionality.
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Prerequisites
* You must have basic knowledge of CSS and HTML.
Steps

1. Make the chat open the window using this calling code on your web page:

chat.startChat ({
widgetUrl: <URL OF YOUR HTML PAGE HERE>,
ui: false

1)

See Integrated JavaScript Application for information about how to get access to the Chat API.

2. Inside the widget HTML, start the chat and hook your Ul to the API:

<!DOCTYPE html>
<html>
<head>
<title>My Custom Chat Widget</title>
</head>
<body>
<script src="<PATH TO chatWidget.js>"></script>
<script>
chat.startChatInThisWindow( ) .done(function(session) {
// Implement your own UI using session API
1)
</script>
</body>
</html>

Procedure: Adding Extra Content to the Chat Widget

Purpose: Customization Type: Template-based and CSS-based

In this example we add extra content to the chat widget: a "Copyright" notice at the bottom of
the widget. We use the templates for this because they are a great fit for adding anything

API Reference
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extra to the widget. We will also need to to adjust the CSS to make our changes look good.

Here is a look at the end result we are trying to achieve:

£ Genesys

Do vou know what Generzl Thomas 1. “
Jackson said on one occasion? On the
occasion of his unfortunate death. I
memaorized it once. I can't respond for its
accuracy of course. But this is how it was
reported: "Order A, P. Hill to prepare for
action.” Then some more delirious stuff.
Then he szaid, "Mo, no, let us cross over the
river and rest under the shade of the trees.”
Representzative Colonel Cantwell has left the
SEssion

Chat session ended -

@ 1950 Ernest Hemingway

Tip
You can use the algorithm in this example to add, remove, or modify any part of
the widget.

Prerequisites

* You must have basic knowledge of CSS and HTML.
* Some experience with web browser developer tools would be helpful.

* You have read the templates section.
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Steps

1. Get the default chat templates HTML (see templates) and save it in a place where it is
convenient for you to edit.

2. Open the file in your favorite text editor and find the chatView template. This template is
responsible for the general structure of the widget (the area that displays the messages and the
input area) and this is where we will add our new content.

</script>

ript type="text/html" data-gwc-template="chatView™>

"pwc-chat-logo™

<div class="pwc-chat-message-container™>»
<div class="pwc-persistent-chat-messages™></div>

div>
orm class="pwc-chat-message-form™ action="javascript:
<textarea class="gwc-chat-input pwc-chat-message-input™ data.message %»></textarea>

3. Add the new content to the template. In this example, we add it to the <form> below the input
area. This is not semantic, but makes further CSS-related work a bit easier.

<script type="text/html™ data-gwc-template="chatView">»

at-branding” iv class="gwc-chat-logo™>
at-content-area™>

Jfdivs
¢form class="

gwc-chat-message-form™ action="javascript:™>
<textarea clas

s="gwc-chat-input pwc-chat-message-input data.message </textarea>

<div>&copy; 1958 Ernest Hemingway</div>»

</form>

4. Save the modified templates file and "host" it somewhere that is accessible via HTTP.

5. Configure the chat to use the modified template file by providing the URL of the file to the
templates option:
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<script>
var _genesys = {
chat: {
templates: 'http(s)://example.com/chatTemplates.html'
}
I3
</script>

<INSTRUMENTATION_SNIPPET>

Important

This example uses the Integrated JavaScript Application to add chat to the page. See Configuring Chat
for instructions on configuring the chat widget using the Integrated Application.

6. Start a new chat. You will see something like this:

£ Genesys

Hello! Mext availzble customer representative
will be with you shortly.

System [2:57:48 PM]

zgent Egor will be with you shortly ...

© 1950 Ermest Hemingway

The content is there, but the layout looks a bit broken. To fix it, we're going to use some CSS.

7. Follow the same algorithm that is used for every CSS customization:

€

. Inspect an element with your browser's developer tools.

a
b.

See if it has the styling you need.
If no, try its parents or children until you find the right element.

Modify the CSS rules for the element until you're satisfied with the results.

API Reference
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e. Save all your modifications as separate CSS.
f. Add this CSS to your page; it will override the initial CSS of the widget.
For this particular example, we can use the following simple CSS rule:

.gwc-chat-message-form {
bottom: 3px;
}

Essentially, we are moving the form a bit closer to the bottom edge because it now contains an additional <div> that
occupies the space that was previously occupied by the margin.

8. Add the CSS to your web page.

Procedure: Using the ui.onBeforeMessage Hook to Add Desktop
Notifications

Purpose: Customization Type: JavaScript-based

In this example we use the browser Notification APl and Page Visibility API to show a
notification when a user receives a chat message while on another browser tab.

The purpose of the example is to show how you can use the Ul hooks to add the functionality
to the chat widget.

The browser APIs used in this example are an experimental technology.
This technology's specification has not stabilized, so you should check the linked
pages above for details about usage in various browsers. Also note that the
syntax and behavior of an experimental technology is subject to change in
future versions of browsers as the spec changes. At the time this example was
created (October 2014), it worked successfully on the desktop version of
Chrome.

Prerequisites

* You must have basic knowledge of JavaScript.

API Reference
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Steps

1. Create a function that shows a notification in the browser (if the browser supports the APIs) and
add it to our instrumentation:

var genesys = {
chat: {
ui:
onBeforeMessage: function(messageEl, messageText) {

// If page is in focus or page visibility API is not supported,

quit.
if ('!'document.hidden) {
return;
}
// If notification API is not supported, quit.
if (!'Notification) {
return;
}
if (Notification.permission === 'granted') {
var notification = new Notification(document.location.host + '
representative says:', {
icon: 'http://placekitten.com/51/50', // add an avatar
body: messageText // include text entered by agent
)3
// When notification is clicked, bring the tab with chat into
focus.
notification.onclick = function() {
window. focus();
}
}
h
b
}
}

// When page is loaded, ask the user permission to show notifications
if (Notification) {

Notification.requestPermission();
}

Important

This example uses the Integrated JavaScript Application to add chat to the page. The Integrated
Application makes sure that the option is passed to the startChat() and restoreChat() methods
This means the modification is applied whether the chat is started on the current page or restored
after the navigation/page reload See Configuring Chat for instructions on configuring the chat widget
using the Integrated Application.

2. Load a page on your site. You should see a request to allow the notifications (see the last line of
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the code snippet in Step 1). For example, in Chrome the request might look like this:

- C [ example.com ~le =
P Allow http://example.com to show desktop notifications? ®
3. Click Allow.

4. Start a chat session and join as an agent (or wait for the agent to join if you do not control the
environment).

5. Switch to another tab in the browser
6. Send a message from the agent (or wait for the agent to send the message).

7. A notification appears on your desktop:

www.genesys.com representative says: ®

Well, then, you see a dog growls when it's
angry, and wags its tail when it's pleased.
Mow I growl whenI'm pleased, and wag my
tail when I'm angry.

EH A b Y L[] U} | |:|':| -::
El ¥ i e 31.10.2014

8. Click the message. The page with the chat widget gets the focus.

Procedure: Using the ui.onBeforeMessage Hook for Agent-
initiated Co-browse

Purpose: Customization Type: JavaScript-based

In this example we use the ui.onBeforeMessage hook to:

1. let an agent trigger specific functionality (start a Co-browse session) on the website by sending a
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specific message (COBROWSE!) to the user;

2. hide this message from the user.

The general purpose of the example is to show how you can use the Ul
hooks to add functionality to the chat widget.

Prerequisites

* You must have basic knowledge of JavaScript.

e Genesys also recommends that you are familiar with the Integrated JavaScript Application and
the Co-browse API.

Steps

1. Let's add a "hook" to our chat configuration that "listens" to a specific message:

var _genesys = {

chat: {
ui: {
onBeforeMessage: function(messageEl, messageText) {
if (messageText === 'COBROWSE!') {
70 oo
}
}
}
}

15

This example uses the Integrated JavaScript Application to add chat and Co-browse to the page. The
Integrated Application passes the options to both the startChat() and restoreChat() methods. This
means the options are applied whether the user starts chat on the current page or chat is restored

after navigation/page reload. See Configuring Chat for instructions on configuring the chat widget
using the Integrated Application.

2. Create a function that uses the Co-browse API to start a session when this message is received:

function startCobrowse() {
// Obtain the Co-browse API
_genesys.cobrowse.onReady.push(function(cobrowse, isTopContext) {
// Subscribe to the initialization of Co-browse scripts
cobrowse.onInitialized.add(function(session) {

// Check if there is an ongoing session. If there is no, ask the users
permission to start Co-browsing.

if (!session && confirm('The representative invites you to start a co-
browsing session. Allow?')) {

cobrowse.startSession();
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1)

Important

This function uses onReady callbacks to get the APl and the Co-browse API to check if there is an
ongoing session and start one if there is not.

3. To use the onReady callback in the previous step, we need to add to the Co-browse configuration
(see Using an Array for Multiple Subscriptions to APIs):

var genesys = {
cobrowse: {

onReady: []
}I
chat: {
ui:
onBeforeMessage: function(messageEl, messageText) {
if (messageText === 'COBROWSE!') {
40 oo
}
}
}
}

15

4. Now, when agent sends a message with the text "COBROWSE!", call the prepared function:

function startCobrowse() {
// Obtain the Co-browse API
_genesys.cobrowse.onReady.push(function(cobrowse, isTopContext) {
// Subscribe to the initialization of Co-browse scripts
cobrowse.onInitialized.add(function(session) {

// Check if there is an ongoing session. If there is no, ask the users
permission to start Co-browsing.

if (!session && confirm('The representative invites you to start a co-
browsing session. Allow?')) {

cobrowse.startSession();

}
1)
1)
}
var genesys = {
debug: true,

// Enable the "push" functionality to be able to get the API "lazily"
cobrowse: {

onReady: []
}I

chat: {
ui:

onBeforeMessage: function(messageEl, messageText) {
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if (messageText === 'COBROWSE!') {
startCobrowse();
// Do not show the message in chat transcript.
return false;

15

Note that to further improve our new behavior, we hide this message from the user by returning

false from our "hook" function.

5. Now when the agent sends "COBROWSE!" to the chat, the user is prompted to allow the Co-
browse session:

|
The page at www.genesys.com says: *

The representative invites you to start a co-browsing session. |
Allow? '

0K Cancel

If the user allows, the Co-browse session is started, the session token is passed to the agent,
and the agent automatically joins the session.

6. You could further improve this example but substituting the basic confirm with some library Ul
method.

As the chat transcript is restored after every page reload / navigation, our "hook" function is called
each time the page is reloaded. This means that if the user does not have a Co-browse session, he or
she will still get the confirmation (step 5) every time page is reloaded if there is at least one
"COBROWSE!" message from agent in the transcript. To overcome this limitation, you can use the Chat
Session onMessageReceived event which allows you to distinguish "restored" messages. This is
beyond the scope of this example; here are some links to help you get started: Chat Widget JS API,
Chat Service JS API, Chat Service JS API - Chat Session Events (callbacks), Integrated JavaScript
Application - autoRestore.
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Procedure: Displaying a confirmation alert when users close
the chat widget

Purpose: In this example we make users confirm they want to close the chat widget. The
example applies to embedded mode as popup mode does this out-of-the-box.

Customization Type: JavaScript-based
Prerequisites

You must have basic knowledge of JavaScript.
Steps

1. Write a javascript function that asks user to confirm they want to close the chat. This function
should return true if users answer "Yes" and false otherwise. For example:

function() { return confirm('Do you really want to close the chat?'); }

2. Add your function as a click handler for the element with class gwc-chat-control-close. This element is the close
button of the chat widget. You must add your function only after the element exists on the page.

If registration is enabled, add your functions to the ui.onBeforeRegistration handler. You must also wrap your
functions in setTimeout so your function executes after the chat renders. Your instrumentation should look like this:

var _genesys = {
debug: true,
chat: {
ui: {
onBeforeRegistration: function () {
setTimeout (function() {
document.querySelectorAll("'.gwc-chat-control-close')
.addEventListener('click', function() {
return confirm('Do you really want to close the
chat?');
}, false);
o 0);

15

3. If registration is not enabled, add your function to ui.onBeforeChat instead of
ui.onBeforeRegistration

var genesys = {
debug: true,
chat: {
ui: {
onBeforeChat: function () {
setTimeout (function() {
document.querySelectorAll('.gwc-chat-control-close')[0]
.addEventListener('click', function() {
return confirm('Do you really want to close the
chat?');
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}, false);

15

Now, when users try to close chat, they see a standard notification:

1 The page at localhost:8001 says: % t

Do you really want to close the chat?

OK Cance
I

If they click OK the chat closes but persists otherwise.

Procedure: Implementing a client-side chat session timer

Purpose: In this example we implement a simple code snippet that ends the chat if the user
has not sent or received any messages for a period of time.

Customization Type: JavaScript-based
Prerequisites

You must have basic knowledge of JavaScript.
Steps

1. Add a hook to your instrumentation to access the Chat APIs:
var genesys = {

chat: {
onReady: function(chat) {

}
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18

This example uses the integrated javascript application to add chat to the page.

var _genesys = {

2. After you access the Chat Widget API, add an onSession handler to access the Chat Service API:
chat: {

onReady: function(chat) {
chat.onSession(function(session) {

3

}

3. Implement a function that triggers the timer. For example:

chat.onSession(function(session) {
var timeout = 30000, // 30 seconds
sessionTimeout;

function startCountdown() {
sessionTimeout =

setTimeout (function() {
// session timed out
}, timeout);

1)

4. Now, connect the timing functionality to the onMessageReceived chat event. We restart the
countdown as soon as the user receives a message. When the countdown ends, we leave the

session. A user's own messages also trigger onMessageReceived. The timer expires when
neither the user or agent send any messages in the time period.

chat.onSession(function(session) {
var timeout = 30000, // 30 seconds
sessionTimeout;

function startCountdown() {
sessionTimeout =

setTimeout (function()
session.leave();

}, timeout);

{
}

session.onMessageReceived(function(event) {
clearTimeout (sessionTimeout) ;
startCountdown();
)
1)

The whole example now looks like this:
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var genesys = {
chat: {
onReady: function(chat) {

chat.onSession(function(session) {
var timeout = 30000, // 30 seconds
sessionTimeout;
function startCountdown() {
sessionTimeout = setTimeout(function() {
session.leave();
}, timeout);

}

session.onMessageReceived(function(event) {
clearTimeout(sessionTimeout);
startCountdown();

1) 38

15

Procedure: Inserting a line break with Shift+Enter

Purpose: By default, the chat widget sends a message with Enter and Ctrl+Enter inserts a
line break. In this example, we make Shift+Enter also insert a line break.

Customization Type: JavaScript-based
Prerequisites

* You must have basic knowledge of JavaScript.

e This examples uses the jQuery library.
Steps

1. Use the ui.onBeforeChat hook to access the textarea element used to enter messages.

var _genesys = {
chat: {
ui: {
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onBeforeChat: function(chatElement) {
var textarea = jQuery(chatElement).find('.gwc-chat-message-input');
}

+i
2. Bind a handler to the keypress event of the textarea:

var textarea = jQuery(chatElement).find('.gwc-chat-message-input');
textarea.keypress(function (e) {

1) 8

3. In the event handler, insert a line break at the current textarea value when the user presses the
Enter and Shift keys. Return false to prevent default behavior of sending the message. If the
user does not press the Shift and Enter keys, the handler passes through and triggers default
behavior.

var textarea = jQuery(chatElement).find('.gwc-chat-message-input');
textarea.keypress(function (e) {

// Enter key was pressed

if (e.which === 13 || e.which === 10) {

// If Shift was pressed, break line.

if (e.shiftKey) {
textarea.val(textarea.val() + '\\n');
return false;

}
1)

The complete configuration looks like this:

var _genesys = {
chat: {
ui: {
onBeforeChat: function(chatElement) {
var textarea = jQuery(chatElement).find('.gwc-chat-message-input');
textarea.keypress(function (e) {

// Enter key pressed
if (e.which === 13 || e.which === 10) {

// If Shift key pressed, insert break line and prevent
default behavior
if (e.shiftKey) {
textarea.val(textarea.val() + '\\n');
return false;
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Procedure: Automatically opening a URL pushed by an agent

Purpose: In some desktops, the agent can push a URL instead of sending plain text. By
default, the chat widget renders a pushed URL using the a tag, making it a link. In this
example, we make links pushed by the agent open automatically.

Customization Type: JavaScript-based

Prerequisites

* You must have basic knowledge of JavaScript.

* This example requires Integrated JavaScript Application version 850 and above.
Steps

1. In your instrumentation, configure anytime access to the Chat Widget API:
<script>
var genesys = {
chat: {
onReady: []

}
15

Learn more about his snippet here, Integrated JavaScript Application—Obtaining Chat and Co-browse APIs
2. Somewhere in your code, access the Chat Widget API:

_genesys.chat.onReady.push(function(chatWidgetApi) {

1)

3. Use the Chat Widget API to subscribe to the chat session. The chat session object implements
the Chat Service API:

_genesys.chat.onReady.push(function(chatWidgetApi) {

chatWidgetApi.onSession(function(chatSession) {

1) 8
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i
4. Use the chat session to subscribe to the onMessageReceived event:
_genesys.chat.onReady.push(function(chatWidgetApi) {
chatWidgetApi.onSession(function(chatSession) {
chatSession.onMessageReceived(function(event) {
1)
s
1)
5. If the incoming event is of type URL, open the URL in the current window:
_genesys.chat.onReady.push(function(chatWidgetApi) {
chatWidgetApi.onSession(function(chatSession) {

chatSession.onMessageReceived(function(event) {
if (event.content.type === 'url') {
window.location = event.content.text;
}

1) 8
1) 3
1) 3

6. If you use chat in pop-up mode where the chat widget opens in a separate browser window, you
must modify the code to open the URL in the parent window instead of the chat widget window.
You must also place the code in the chatWidget.html file linked in the widgetUrl option.

chatWidget.html

<IDOCTYPE html>
<html lang="en">
<head>
<meta charset="utf-8">
<meta http-equiv="X-UA-Compatible" content="IE=edge">
<meta name="viewport" content="width=device-width, initial-scale=1">
<title>Genesys Chat</title>
</head>
<body>
<script src="js/chatWidget.js"></script>
<script>
chat.startChatInThisWindow().done(function(session) {
session.onMessageReceived(function(event) {
if (event.content.type === 'url') {
window.opener.location = event.content.text;
}
1)
1)
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</script>
</body>
</html>

Procedure: Showing the number of unread messages in a
minimized chat widget

Purpose: In this example, we add a simple counter that notifies the user of any unread
messages. This example applies to embedded mode where the widget is rendered on the web

page directly.

Counter example:
(2) Genesys Chat _ x

Customization Type: JavaScript-based

Prerequisites

* You must have basic knowledge of JavaScript.
* This example assumes you are using chat as part of the Integrated JavaScript Application.

e The example uses the jQuery library.
Steps

1. Add an HTML element to the ebeddedWindow template. to use as our counter. For example, below
we add <span class="gwc-chat-counter"></span>. See Template-based Customization for
more details.

<script type="text/html" data-gwc-template="embeddedWindow">
<div class="gwc-chat-embedded-window">
<div class="gwc-chat">
<div class="gwc-chat-head gwc-drag-handle">
<div class="gwc-chat-window-controls">
<div class="gwc-chat-control gwc-chat-control-minimize">
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<div class="gwc-chat-icon gwc-chat-icon-minimize"></div>
</div>
<div class="gwc-chat-control gwc-chat-control-close">

<div class="gwc-chat-icon gwc-chat-icon-close"></div>
</div>

</div>
<div class="gwc-chat-title"><span class="gwc-chat-counter"></span> <%=

data.chatTitle %></div>
</div>
<div class="gwc-chat-body"></div>
</div>
</div>
</script>

2. Configure you instrumentation for anytime access to the Chat Widget API:

<script>
var genesys = {
chat: {
onReady: []

}
15

Learn more about his snippet here, Integrated JavaScript Application—Obtaining Chat and Co-browse APIs
3. Somewhere in your code, access the Chat Widget API:

_genesys.chat.onReady.push(function(chatWidget) {

1) 8

4. Create a variable to hold the number of unread messages and set it to 0. Use the Chat Widget
API to subscribe to the chat session. The chat session object implements the Chat Service API.

_genesys.chat.onReady.push(function(chatWidgetApi) {
var messageCount = 0;

chatWidgetApi.onSession(function(chatSession) {

B
)3
5. In the session API, use the onMessageReceived method to subscribe to new messages. When a

message comes in, increment the counter and update your counter. Use the isMinimized()
method from the Chat Widget API to check if the widget is minimized.

_genesys.chat.onReady.push(function(chatWidgetApi) {
var messageCount = 0;

chatWidgetApi.onSession(function(chatSession) {
session.onMessageReceived(function(event) {
if (chat.isMinimized()) {
messageCount++;
$('.gwc-chat-counter').text('("' + messageCount + ')');
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1)
1)

6. Use the onMiminized method from the Chat Widget API to reset the counter when the user
restores the chat widget.

_genesys.chat.onReady.push(function(chatWidgetApi) {
var messageCount = 0;

chatWidgetApi.onSession(function(chatSession) {
session.onMessageReceived(function(event) {
if (chat.isMinimized()) {
messageCount++;
$('.gwc-chat-counter').text('(' + messageCount + ')');

}
kY
F)
chatWidgetApi.onMinimized(function(isMinimized) {
if (!isMinimized) {
messageCount = 0;
$('.gwc-chat-counter').text('");

1}
1) 3

Tip
This example does not properly support page reloads. To add support for page
reloads:

e Use the restored property in the onMessageReceived callback to determine if the
message is new or replayed.

* Use browser storage (for example, sessionStorage) to save and restore the
counter value.

Procedure: Showing an agent typing notification in the
minimized chat widget
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Purpose: Building on the previous example, in this example we show a notification in the
minimized widget when the agent is typing. This example only applies to embedded mode.

Customization Type: JavaScript-based

Prerequisites

* You must have basic knowledge of JavaScript.

* You completed the previous example, Showing the number of unread messages in a minimized

chat widget.

Steps

1. Use the onAgentTyping method in the session API to subscribe to the agent typing event.

2.

3.

session.onAgentTyping(function(event) {

1) 8

Create new content for your counter element. When the agent starts typing, append . .. to the

unread messages counter. If there are no unread messages, display . .

typing, just show the number of unread messages, if any.

session.onAgentTyping(function(event) {
var text;
if (event.isTyping) {

text = messageCount ? '(' + messageCount + '...)"' : '(...

} else {
text = messageCount ? '(' + messageCount + ')' : '';
}

1}
Add the content to the counter only when the chat is minimized:

session.onAgentTyping(function(event) {

var text;
if (!chat.isMinimized()) {
return;
}
if (event.isTyping) {
text = messageCount ? '(' + messageCount + '...)' : '(...
} else {

text = messageCount ? '(' + messageCount + ')' : '';

}
$('.gwc-chat-counter').text(text);

)5
The whole snippet, including code from the previous example:

_genesys.chat.onReady.push(function(chatWidgetApi) {
var messageCount = 0;

.. When the agents stops
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chatWidgetApi.onSession(function(chatSession) {
session.onMessageReceived(function(event) {
if (chat.isMinimized()) {
messageCount++;
$('.gwc-chat-counter').text('("' + messageCount + ')');

1) 8
session.onAgentTyping(function(event) {
var text;
if (!chat.isMinimized()) {
return;
}
if (event.isTyping) {
text = messageCount ? '(' + messageCount + '...)' : '(...)";
} else {
text = messageCount ? '(' + messageCount + ')' : '';
$('.gwc-chat-counter').text(text);
1)

1) 5

chatWidgetApi.onMinimized(function(isMinimized) {
if (!isMinimized) {
messageCount = 0;
$('.gwc-chat-counter').text('"');

}
H);
k)i
Now, when the agent begins to type the user sees:
{...) Genesys Chat _ X
or
(1...) Genesys Chat _ X

Procedure: Displaying a character counter in the message area

Purpose: This example adds a 140 character message limit and displays the number of
remaining characters.

Character Counter:
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Genesys Chat _ X

£ Genesys

Hello! Mext available customer representative
will be with vou shaortly.

Hello

135

Customization Type: JavaScript-based, template-based

Prerequisites

* You must have basic knowledge of JavaScript.
* This example assumes you are using chat as part of the Integrated JavaScript Application.

e The example uses the jQuery library.
Steps

1. Access the default chatView template. See Template-based Customization

2. Modify the template to set a limit on the text area and add a counter element. We use the class
name gwc-input-counter.

<script type="text/html" data-gwc-template="embeddedWindow">
<div>
<div class="gwc-chat-branding"><div class="gwc-chat-logo"></div></div>
<div class="gwc-chat-content-area">
<div class="gwc-chat-message-container">
<div class="gwc-persistent-chat-messages"></div>
</div>
<form class="gwc-chat-message-form" action="javascript:">
<textarea class="gwc-chat-input gwc-chat-message-input" maxlength="140"><%=
data.message %></textarea>
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</form>
<div class="gwc-input-counter">140</div>
</div>
</div>
</script>

Important

We use the maxlength property to limit the input on the <textarea>. The maxlength property is part
of the HTML5 spec and may be unavailable in older browsers such as IE9 and below. For older

browsers, you must use a JavaScript solution like the one described here, http://stackoverflow.com/a/
12131507/697388.

3. At this point, the character counter is not visible in the chat widget. To make the counter visible,
add we the following CSS:

<style>
.gwc-input-counter {
position: absolute;
bottom: 16px;
right: 14px;
color: #999;
font-weight: bold;
text-shadow: 1lpx 1lpx 1lpx lightgrey;

}
</style>

4. Now we add an event listener to the text area. Use the ui.onBeforeChat hook to access the text
area element within chat:

var _genesys = {
chat: {
ui:
onBeforeChat: function(chatHtml) {
$(html).find('textarea'); // our textarea
)

}i
Use the event listener to calculate the number of characters remaining and update the counter element:

var _genesys = {

chat: {
ui: {
onBeforeChat: function(chatHtml) {
$(html).find('textarea').on('input', function () {
var charsLeft = this.maxLength - this.value.length;
$('.gwc-input-counter').text(charsLeft);
}
b
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Important

This example uses the input event which may be unavailable in older browsers.
You may want to use keyup or another event instead.

Procedure: Replace Skip Registration button with Exit button

Purpose: In this example we replace the Skip Registration button with an Exit button.
Clicking Exit closes the chat widget.

Exit button:
Genesys Chat _ x
£ Genesys:

Plezse enter few details about you, and press Start
Chat button.

Mext zvailzble customer representative will be with
you shortly.

*First | o]
Name:
Last Name: | |

*Email: | |

Customization Type: JavaScript-based, template-based
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Prerequisites

* You must have basic knowledge of JavaScript.
* This example assumes you are using chat as part of the Integrated JavaScript Application.

e The example uses the jQuery library.
Steps

1. Add the Exit string to the localization bundle. You can do this in different ways, see Chat Widget
APl—Localization. In this example, we create a regExit key with value Exit and pass the key-
value pair to the localization option. By doing so, we extend the built-in localization with our

new key:

<script>

var genesys = {
chat: {

localization: {
'regExit': 'Exit'
)

}
15

<script>

2. Modify the template to render our new text instead of Skip Registration. Copy and paste the
default chatRegistration template into your page, see more about templates in Chat Widget
APl—Template-based Cusomization. Substitute <%= data.nls.regSkip %> with <%=
data.nls.regExit %>. The updated template looks like this:

<script type="text/html" data-gwc-template="chatRegistration">
<div>
<div class="gwc-chat-branding"><div class="gwc-chat-logo"></div></div>
<div class="gwc-chat-content-area">
<div class="gwc-chat-registration-intro">
<p class="gwc-chat-registration-intro-p">
<%= data.nls.regWelcomePartl %></p>
<p class="gwc-chat-registration-intro-p">
<%= data.nls.regWelcomePart2 %></p>
</div>
<form>
<div class="gwc-chat-controls-container">
<div class="gwc-chat-control-group gwc-chat-control-group-required">
<label for="gcbChatFirstName"
class="gwc-chat-label">
*<%= data.nls.regFirstName %>
</label>
<div class="gwc-chat-controls">
<input id="gcbChatFirstName" name="FirstName"
class="gwc-chat-registration-input"
type="text"/>
<div class="gwc-chat-validation-error"></div>
</div>
</div>
<div class="gwc-chat-control-group">
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<label for="gcbChatLastName" class="gwc-chat-label">
<%= data.nls.reglLastName %>
</label>
<div class="gwc-chat-controls">
<input id="gcbChatLastName" name="LastName"
class="gwc-chat-registration-input"
type="text"/>
<div class="gwc-chat-validation-error"></div>
</div>
</div>
<div class="gwc-chat-control-group gwc-chat-control-group-required">
<label for="gcbChatEmail" class="gwc-chat-label">
*<%= data.nls.regEmail %>
</label>
<div class="gwc-chat-controls">
<input id="gcbChatEmail" name="EmailAddress"
class="gwc-chat-registration-input"
type="email"/>
<div class="gwc-chat-validation-error"></div>
</div>
</div>
</div>
<div class="gwc-chat-registration-buttons">
<div class="gwc-chat-registration-skip">
<button class="gwc-chat-button gwc-chat-button-light"
id="gcbChatSkipRegistration" type="button">
<%= data.nls.regExit %>
</button>
</div>
<div class="gwc-chat-registration-submit">
<button class="gwc-chat-button" id="gcbChatRegister" type="submit">
<%= data.nls.regSubmit %>
</button>
</div>
</div>
</form>
</div>
</div>
</script>

3. Use the ui.onBeforeRegistration hook along with jQuery and the close() method to add the
button's behavior:

<script>
var genesys = {
chat: {

localization: {
'regExit': 'Exit'
}I

ui: {
onBeforeRegistration: function(regForm) {
var $skipBtn = jQuery(regForm).find('#gcbChatSkipRegistration');
$skipBtn.on('click', function() {
chat.close();
return false; // prevent default behavior

1)
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}
15

<script>

Now, when the user clicks on the Exit button, the chat widget closes.

Procedure: Automatically expand text area based on user input

Purpose: In this example we automatically expand the text input area in the chat widget as
the user enters text.

Customization Type: JavaScript-based, template-based

Prerequisites

* You must have basic knowledge of JavaScript.
* This example assumes you are using chat as part of the Integrated JavaScript Application.

* The example uses the jQuery library.
Steps

1. Access the textarea element using the ui.onBeforeChat hook:

<script>
var _genesys = {
chat: {
ui: {
onBeforeChat: function(html) {
var $textarea = jQuery(html).find('textarea');
¥
h
}
15
</script>

2. Add a listener to the textarea. When the textarea receives input, the listener checks the
textarea size and increases the size as needed:

AXT
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var $textarea = jQuery(html).find('textarea');
$textarea.on('input', function () {
if (this.clientHeight < this.scrollHeight) {
this.style.height = this.scrollHeight + 'px';
}

1) 8

Important

This example uses the input event which may be unavailable in older browsers. You may want to use
keyup or another event instead.

3. At this point, when the textarea grows it covers the message area. We fix this by shrinking the
messages as we expand the textarea:

{00
if (this.clientHeight < this.scrollHeight) {
this.style.height = this.scrollHeight + 'px';
$('.gwc-chat-message-container').css({
bottom: this.scrollHeight + 25
1)

}
4. As a final adustment, we limit how large the textarea can grow. We set a height limit of 150 px:

if (this.clientHeight < this.scrollHeight && this.scrollHeight < 150) {
Jf oo«

The full code snippet now looks like this:

<script>
var genesys = {
chat: {
ui: {
onBeforeChat: function(html) {
var $textarea = jQuery(html).find('textarea');
$textarea.on('input', function () {
if (this.clientHeight < this.scrollHeight && this.scrollHeight
< 150) {
this.style.height = this.scrollHeight + 'px';
$('.gwc-chat-message-container').css({
bottom: this.scrollHeight + 25
L)
}
1)
h
b
b
L
</script>
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