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Tidio Chat 
The chat support facility is comprised of two parts: a public-facing chat widget with which 

customers communicate with a Source customer support agent, and; a  dashboard where 

agents administer support. 

 

Login and the Help Desk Dashboard 
To sign into Source Chat: 

 

1. Log into the Source.ca WordPress admin via https://www.source.ca/wp-admin 

2. Click on the “Source Chat” menu at the top-left 

 

3. This will take you to the Source Chat support page 

 

 

   



Chat Visibility 
 The chat visibility setting changes your participation in the chat 

session.  

● Online: you are able to receive chat requests via broadcast 

or sharing 

● O�ine: you are not available to chat requests.  While 

o�ine, however, you will be able to continue an active chat 

started when you were online. 

● DND Schedule: directs you to the o�ine schedule settings 

 

When you first login, make sure to check your visibility. 

 

 

Chat Visibility to the Customer 
From the customer’s point-of-view, they see agent chat visibility in various ways: 

 

No agents online and first time customer is on site: 

 

The customer can either search the Helpdesk for their question 

or send an email to Source for support. 

 

 

 

 

 

An agent is online but has not joined the conversation. 

 

The customer has sent a request but has not yet heard a reply 

from an agent. 

 

 



 

An agent has joined the chat (or agent is o�ine but in a 

current chat session). 

 

At this point, a chat session has started.  The chat window 

immediately shows the name of the agent who has joined. 

 

 

Chat Support Sidebar 

 

The Chat Sidebar lists awaiting and active customer chat sessions: 

 

1. Chat session window button.  Click this button to show the chat window 

2. Awaiting/unassigned chat requests.  Select a customer to join their chat 

3. Chat agent filter.  Click on the “...” to change the chat list filter for specific agents. 

4. Active chat sessions. 

 

 



Chat Session Window 

 

   

1. Customer session information.  This is initially set to a random number until the 

customer completes and submits a chat contact form   

2. Join or Leave conversation buttons.  Click this to either join any session (you 

automatically join an awaiting session) or leave one you are participating in. 

3. Agent options button.  This opens a panel in which you can go o�ine or online 

 

4. Chat session window 

5. Customer locale.  This is determined based on closest approximate router node   



6. Chat options button.  Click this button to choose advanced options: 

 

7. Customer contact information (see “Getting Contact Info” below for more 

information).  Within this area is the current URL that the customer is viewing (1): 

 

8. Chat session tagging 

9. Customer rating of the chat 

10. Your outgoing message bar.  From here you can also send a command to trigger the 

contact form popup for the customer to fill out.  See “Getting Contact Info” below. 

11. Chat/Email switch.  Click “Chat” to communicate via the chat window.  Click “Email” to 

open the email composition popup.  This feature is available once the customer’s email 

address is provided. 

12. Attach document and search for Quick Responses buttons. 

Joining and Leaving a Chat 
To join a new chat request: 

1. Click on the chat item in the “Unassigned” section in the sidebar 

 

To join a currently in-session chat: 

1. Click on the desired chat session item 

2. Click “Join” at the top 



To leave a chat session: 

1. Click “Leave” at the top (please gracefully close your session with the customer) 

 

 

Chat Messages and Quick Responses 
While typing a response to a customer you might encounter common/recurring questions or 

situations.  For instance, you might want to say the same thing each time a session starts, or 

ask customers to provide feedback at the end, or request them to confirm where their closest 

store is. 

 

To do this, the Chat is equipped with Quick Responses, or prepared statements.   

 

To insert a quick response: 

1. Press the “/” (forward-slash) key.  A list of quick responses.   

2. If you don’t see the response you want, start typing a word or phrase that’s in the 

response.  It will start searching immediately after each keystroke. 

3. Click on the desired message to insert. 

 

 

Quick Reponses can be modified by going to the  Settings > Quick Responses  option in the 

sidebar.  Further instructions can be seen below in “Creating Quick Responses”. 



 

Adding Attachments 
Clicking on the attachment button will popup the attachment window. 

 

 

Searching for Documents, Products and Helpdesk Articles  
If you are asked for information from the customer that is best satisfied on a document, 

product or Helpdesk article, we have provided the Document Search tool below the chat 

window. 

 

 



 

To search for a product, document or Helpdesk article: 

1. Enter a search phrase in the bar and press “Enter” or click on the “Search” button 

2. Click on the “COPY LINK” button next to the item you want to submit to the customer. 

3. Click the button to close the Document Search panel 

4. Paste the item into the outgoing chat message bar 

 

Tips: 

- The links in the search results will open the page in a new tab.  This allows you to 

preview the content before sending it to the customer 

- The product results go to product pages; the Helpdesk results go to the related article, 

and; the document library results will open the actual PDF file 

- Previously searched phrases will be listed when you click on the search bar 

 

 

Forms 
The Document Search bar also lists links to all active forms on the site.  Click on the “Forms” 

button and copy the desired form into the outgoing chat message. 

 

Getting Contact Info 
It’s easy to get contact information from your customer during a chat.  This information will 

be immediately reflected in the chat session, will become part of the transcript, and will be 

submitted to the Orders dashboard for future distribution. 

 

To request contact information choose one of the following: 

1. Start entering “/#contact” (this will bring up a Quick Response which includes the 

form hashtag), or; 

2. Click on the button in the Document Search bar, and click on “COPY LINK” next 

to the “Chat Contact Form” item.  Paste the hashtag into the outgoing message, or; 

3. Simply type #contact-form into the outgoing message. 



Once sent to the customer, he/she will be presented with a contact form popup, in which they 

send their information. 

 

If, for whatever reason, the customer either doesn’t see the popup or, more likely, they 

accidentally closed it, they can re-display it by clicking on any message text in the chat app 

that contains the phrase “#contact-form”.  The popup will re-appear.  If they cannot find a 

message with this phrase, you can elect to send them the command again. 

 

Once the contact form is submitted, the popup will close and the customer can resume their 

visit.  You will see their information presented in the chat message window and in the right 

side panel. 

 

With the email information provided you can also directly email the customer while in the chat 

session.  Click on “Email” below the outgoing chat message bar. 

 

 

A Typical User Conversation 
User requests chat support by clicking on the “Chat” balloon.  For this walkthough, we assume 

that at least one agent is online.   If all agents are o�ine, such as beyond work hours, the 

customer can either search the Helpdesk, or send an emailed question. 

 

The customer begins by asking their question 

 



 

You click on the unassigned request to join the chat. 

 

Begin your greeting by introducing yourself.  A Quick Response has been setup for you or you 

can type a custom one. 

Reply to the customer. 

Search for a Quick Response. 

Ask for contact information.  See “Getting Contact Info” 

Search for and send a document, product or Helpdesk article resource 

 

Operating Hours 
You can customize when an the Source Chat system is OFFLINE by going to the Settings > 

Notifications > No Not Disturb section: 

 

 



 

 

Creating Quick Responses 
To create a new quick response: 

 

1. Go to Settings >Quick Responses and click on “Add” 

2. Type in the message that will be returned to the customer. 

 

Automations 
 

An automation is a set of decisions based on a trigger and ending with an action.  Some uses of 

automations can include: 

- Custom welcome message based on whether the customer is returning to the site or not 

- Messages that are sent if the customer has been online for a while an has not been 

attended to 

- Questions that include one of many answer choices 

- A notice if the customer is leaving the page or form 

 

If you need an automation, please let us know and we will try to structure one for you. 

 

Signing-Out, Resuming and Switching Sessions 

Signing Out 
Once you have addressed your customer’s requests and are ready to close the session there are 

a couple of steps to perform to gracefully end the conversation. 

 

First, ask the customer if there is anything further you can do to help.  Press “/” and scroll to 

the top of the Quick Responses window.  Then click on the “Bye (Ask more)” bot. 



 

The customer sees... 

 

 

If all issues have been addressed, you can send a professional closing by choosing an 

appropriate Quick Response. 

 

 

 

Resuming a Session 

If you have left the Chat session or have logged o�, once you log back in you will be returned to 

the Chat Dashboard.  Keep in mind that closing a chat session using the close button will end 

the customer’s session too.  Make sure you follow the above procedure to gracefully close the 

conversation before exiting. 

 

Make sure: 

1. You tell your customer that you need to leave the conversation for a moment (ie. to 

consult a supervisor, or hand o� the chat to another agent).   DO NOT just minimize the 

chat and leave the customer hanging!   From their end the chat is still active. 



2. While engaged in an active chat  DO NOT leave the chat for more than a few minutes . 

Treat this like a telephone conversation that where the other person is being put on 

hold.  Be respectful of their time. 

3. Before leaving the chat window, inform the customer of what you will be doing.  For 

instance, that you need to ask a supervisor, or you are checking specifications 

documents, or are looking up their account. 

4. When you return to the chat session, tell your customer that you have returned. 

 

More guidelines can be seen below in “ Chat Etiquette ” 

 

Switching Sessions 

If you need to hand o� a chat session to another agent: 

1. Ask the customer if this is alright. 

2. Await their answer 

3. If the customer is ok with you re-assigning their session, choose the “Reassign 

operator” option from the “Actions” menu at the top of the chat window. 

 

4. Select the agent to whom you will be transferring the chat session.   

5. Click on “Assign” 

 

 

 



 

Chatting Etiquette 
1. Always be courteous and professional. 

2. Treat your customer as you would want to be treated. 

3. Aim to help solve not fix.  Customers are looking for guidance towards a solution that 

meets their needs or issues. 

4. Keep your customer current with your intentions as the chat progresses.  Don’t leave 

them wondering what’s going on. 

5. If the chat session is taking a long time, feel free to o�er suggestions to help close the 

conversation pleasantly.  For instance, guide them to further documentation, web 

pages, or articles. 

6. If the conversation is getting tense or progressing beyond your scope, respectfully 

request if you can invite another agent to assist. 

7. Inform your customer if you need to leave the conversation for a moment (ie. to consult 

a supervisor, or hand o� the chat to another agent).   DO NOT just minimize the chat 

and leave the customer hanging!   From their end the chat is still active. 

8. While engaged in an active chat  DO NOT leave the chat for more than a few minutes . 

Treat this like a telephone conversation that where the other person is being put on 

hold.  Be respectful of their time. 

9. Before minimizing the chat window, inform the customer of what you will be doing. 

For instance, that you need to ask a supervisor, or you are checking specifications 

documents, or are looking up their account. 

10. When you return to the chat session, tell your customer that you have returned. 

11. Before the chat ends request the customer’s email so that the chat transcript may be 

sent to them and you can follow-up with them later. 

 

 


