
V	Chat

A	chat	platform	with	offline	and	online	capabilities	for	small	businesses,	irrespective	of	the	domain,	can	greatly
enhance	customer	engagement	and	support.Here	are	essential	features	for	such	a	platform:

1.	 Real	-	Time	Chat:
Enable	real	-	time	chat	for	immediate	interactions	when	both	the	customer	and	support	agent	are	online.

2.	 Offline	Messaging:
Allow	customers	to	leave	messages	or	queries	when	the	support	team	is	offline.Agents	can	respond	later,
ensuring	no	communication	is	missed.

3.	Multi	-	Channel	Support:
Provide	support	across	various	channels,	including	website	chat,	social	media,	and	messaging	apps,	to
cater	to	diverse	customer	preferences.

4.	 Automated	Greetings:
Implement	automated	greetings	to	welcome	visitors	and	initiate	conversations,	enhancing	the	overall
customer	experience.

5.	 File	and	Image	Sharing:
Allow	customers	to	share	files,	images,	or	screenshots	during	the	chat	for	more	effective	issue	resolution.

6.	 Canned	Responses:
Offer	a	library	of	pre	-	written	responses	to	common	queries,	saving	time	for	agents	and	ensuring
consistent	communication.

7.	 Customizable	Chat	Widget:
Provide	a	customizable	chat	widget	that	can	be	integrated	into	websites	and	applications,	maintaining
brand	consistency.

8.	 Offline	Form	Integration:
Integrate	an	offline	form	that	captures	customer	details	and	inquiries,	ensuring	a	smooth	transition	from
offline	to	online	communication.

9.	 Agent	Availability	Status:
Display	the	availability	status	of	support	agents,	indicating	whether	they	are	online,	away,	or	offline.

10.	 Push	Notifications:
Send	push	notifications	to	both	customers	and	agents	when	a	new	message	is	received,	even	when	the	app
is	in	the	background.

11.	Message	Delivery	Status:
Show	delivery	statuses	for	messages,	indicating	whether	the	message	has	been	sent,	delivered,	or	read.

12.	 Chat	History:
Maintain	a	comprehensive	chat	history	for	customers	and	agents	to	reference	past	interactions,	regardless
of	online	or	offline	status.

13.	 User	Authentication:
Implement	user	authentication	features	to	verify	the	identity	of	customers,	ensuring	security	during
sensitive	discussions.

14.	 Integration	with	CRM:
Integrate	the	chat	platform	with	CRM	systems	to	provide	agents	with	a	complete	view	of	customer
interactions	and	history.

15.	 Survey	and	Feedback	Forms:
Include	post	-	chat	survey	forms	to	collect	customer	feedback	and	insights	for	continuous	improvement.

16.	 Encryption	and	Security:
Prioritize	end	-	to	-	end	encryption	to	secure	customer	data	and	maintain	privacy	during	chat	interactions.

17.	Multi	-	User	Chat:
Support	multi	-	user	chat,	allowing	multiple	agents	to	collaborate	on	resolving	complex	customer	queries.

18.	 Availability	Scheduling:
Enable	agents	to	set	their	availability	schedules,	ensuring	efficient	use	of	their	time	and	better
management	of	customer	expectations.

19.	 Knowledge	Base	Integration:
Integrate	with	a	knowledge	base	to	provide	instant	access	to	articles	and	FAQs	within	the	chat	interface,
assisting	customers	with	self-service	options.

20.	 Analytics	and	Reporting:
Provide	analytics	and	reporting	tools	to	track	chat	performance,	customer	satisfaction,	and	agent
productivity.

By	incorporating	these	features,	a	chat	platform	can	serve	as	a	versatile	tool	for	small	businesses	in	various	domains,
facilitating	seamless	communication	with	customers	whether	online	or	offline.It	enhances	customer	support,	fosters
engagement,	and	contributes	to	a	positive	customer	experience.


