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Events Overview
SmarterTrack can detect events as they occur, generate messages for those events, and deliver the
messages to administrators and agents that need the information. For example, agents can receive
notifications when they receive a new ticket or supervisors can be notified when a customer completes
a survey. With notifications, administrators and agents don't have to query for the status of the items in
the system—they just receive messages when specific events occur so they can take care of them.
SmarterTrack's events system can also automate actions to streamline operations. For example, the
administrator can configure an event so that the system automatically sends live chat invitations to idle
portal visitors.
There are two categories of events in SmarterTrack: agent-level events and system-level events:
• Agent-level events are created by agents and they are specific to each agent's role and
permission level within SmarterTrack.
• System-level events can only be set by administrators and cover both agent- and system-level
items such as SMTP errors, idle times and more.
To view agent-level events, click the settings icon . Then expand My Settings and click My Events in
the navigation pane. Any agent-level events will load in the content pane. Events can also be viewed
by event group or category (chat room, knowledge base, tickets, etc.).
To view system-level events, administrators click the settings icon . Then expand System Settings and
click System Events in the navigation pane. Any system-level events will load in the content pane.
Events can also be viewed by event group or category (chat room, knowledge base, tickets, etc.). Note:
Administrators can access both agent-level and system-level events.

Navigating Your Events
In general, the following columns are available:
• Checkbox - Use these boxes to select multiple events. Events must be selected before choosing
an action from the toolbar.
• Name - The name of the event.
• Event Category - The feature to which the event pertains (tickets, survey, Who's On, etc.).
• Event Type - The event that triggers the action.
• Conditions - The criteria the event must meet to trigger the action.
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• Actions - The actions that occur when an event is triggered. Actions include emails,
notifications, logging, and other event-specific functions.

Performing Event Actions
In general, the following options are available from the content pane toolbar:
• New - Creates a new event.
• Edit - Allows the agent to make changes to an event's settings.
• Delete - Permanently deletes the selected event(s).
• Search - Allows the agent to search for a specific event.
To view the settings for a specific event, simply double-click the event and the event settings will load
in the content pane.

Employee Events
The employee events page displays all events that were created by individual employees.
Administrators and managers will want to look at these events occasionally to ensure that employees
are using the event system correctly and productively.

Creating New Events
To add a new agent-level event, click the settings icon . Then expand the My Settings folder, click My
Events in the navigation pane toolbar and then click New in the content pane toolbar.
To add a new system-level event, click the settings icon . Then expand the System Settings folder,
click System Events in the navigation pane and then click New in the content pane toolbar. Notes:
Only administrators can add system-level events.
This will open a new event window with the following fields:
• Name - The friendly name of the event.
• Category - The feature to which the event pertains (Tickets, Survey, Who's On, etc.)
• Type - Based on the Category, what happens that will cause the event to fire.
After completing the fields in the new event window, the following tabs will load in the content pane:

Conditions
Use this tab to edit the following settings:
• Name - The name of the event.
• Event Group - The folder in which the event is saved.
• Event Type - The event that triggers the action.
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Depending on the event category and type selected, different event action criteria will be available.
For more information on the various event action criterions, see the corresponding event category page
of the online help.

Actions
If the actions tab is blank, click Add Action to edit the following settings:
• Action - The action that occurs when an event is triggered.
• Maximum Frequency - To specify how frequently the action is performed, select the
appropriate option from the list.
Other options may be available depending on the event category chosen.

Manual Events
Manual events allow agents and managers to add multiple actions to a single event, then trigger the
event whenever they want versus waiting for the system to execute them automatically. For example,
agents may want to transfer a ticket to another department, send a canned reply to the customer, adjust
the custom fields in preparation to track the ticket, and SMS the agent that will receive the transferred
ticket. Instead of the agent having to perform all of these actions separately, manual events can make
all this happen with just one click.

Call Log Events
Administrators and agents can receive notifications or automate actions based on the following call log
events:
• Call Log Attached to Ticket
• Call Log Created
• Call Log Deleted
• Call Log Detached from Ticket
• Call Log Modified
• Call Log Time Log Created
• Manual Call Log Event

Conditions
Depending on the event selected, the following event criteria are available:
• Name - The friendly name for the event
• Event Type - The event that triggers the action.
• Time of Day - The time frame during which the event occurs.
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• Day of Week - The day(s) of the week during which the event occurs.
• Subject - The words that will trigger the event if found within the call log subject.
• Acting Agent - The agent that added a comment to the call log.
• Department - The department that will trigger the event.
• Group - The group that will trigger the event.
• Agent Assigned - The agent assigned to the call log.
• Phone Number - The phone number that will trigger the event.
• Name - The name that will trigger the event.
• Email Address - The email address that SmarterTrack uses to send email.
• Incoming Call - The type of call that will trigger the event. Note: If the type of call is an
incoming call, type "true" in the field. If it is not, type "false" in the field.
• Start Date - The start date of the call.
• End Date - The ending date of the call.
• Description - The words that will trigger the event if found within the description of the call
log.

Actions
Note: Event criteria based on any custom fields the administrator has established may also be
available.
Depending on the event type selected, the following actions are available:
• Call Web Page - Calls a web page that you specify, and that page can execute specific actions,
queries or other methods based on whatever is coded on the page. For example, calling a web
page that then initiates adding a task to a third-party task managment application.
• Log to File - Logs an action to a text file. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Log to File (once per item) - Logs an action to a text file. This occurs once per each instance
of the event firing and can be managed using the max frequency setting.
• Notify External Provider - Calls an external provider that is created by the customer. For more
information, see External Providers .
• Send Email - Sends an email to a set of recipients. This occurs once based on the max
frequency set, regardless of how many times the event is fired.
• Send Email (once per item) - Sends an email to a set of recipients. This occurs once per each
instance of the event firing and can be managed using the max frequency setting.
• Transfer Call Log - Transfers the call log to the Group and Agent specified
• Use Default Notification Profile for User - Uses any custom email addresses and/or SMS
addresses that are used as part of the Default Notification Profile. This occurs once based on the
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max frequency set, regardless of how many times the event is fired.
• Use Default Notification Profile for User (once per item) - Uses any custom email addresses
and/or SMS addresses that are used as part of the Default Notification Profile. This occurs once
per each instance of the event firing and can be managed using the max frequency setting.
• Use My Notification Profile - Uses any custom email addresses and/or SMS addresses that are
used as part of a personal Nofication Profile. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Use My Notification Profile (once per item) - Uses any custom email addresses and/or SMS
addresses that are used as part of a personal Nofication Profile. This occurs once per each
instance of the event firing and can be managed using the max frequency setting.

Chat Room Events
Administrators and agents can receive notifications or automate actions based on the following chat
room events:
• Chat Room Invite
• Chat Room Joined
• Chat Room Left

Conditions
Depending on the event selected, the following event criteria are available:
• Name - The friendly name for the event
• Event Type - The event that triggers the action.
• Time of Day - The time frame during which the event occurs.
• Day of Week - The day(s) of the week during which the event occurs.
• Agent - The agent that invited, joined, or left the agent-to-agent chat.
• Name - The name of the chat room that triggers the event.
• Sent Message - The words that will trigger the event if found within a sent message of the
chat.

Actions
Depending on the event selected, the following actions are available:
• Call Web Page - Calls a web page that you specify, and that page can execute specific actions,
queries or other methods based on whatever is coded on the page. For example, calling a web
page that then initiates adding a task to a third-party task managment application.
• Log to File - Logs an action to a text file. This occurs once based on the max frequency set,
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regardless of how many times the event is fired.
• Notify External Provider - Calls an external provider that is created by the customer. For more
information, see External Providers .
• Send Email - Sends an email to a set of recipients. This occurs once based on the max
frequency set, regardless of how many times the event is fired.
• Use My Notification Profile - Uses any custom email addresses and/or SMS addresses that are
used as part of a personal Nofication Profile. This occurs once based on the max frequency set,
regardless of how many times the event is fired.

Live Chat Events
Administrators and agents can receive notifications or automate actions based on the following live
chat events:
• Live Chat Attached to Ticket
• Live Chat Comment Added
• Live Chat Count for Agent
• Live Chat Count for Department
• Live Chat Count for Group
• Live Chat Deleted
• Live Chat Detached from Ticket
• Live Chat Ended
• Live Chat Idle
• Live Chat Incoming Message
• Live Chat Outgoing Message
• Live Chat Started
• Live Chat Time Log Created
• Live Chat Transferred
• Manual Live Chat Event

Regarding Idle Events
Idle Events are very resource intensive as, when an Idle Event fires, it has to cycle through all live
chats in the system. Therefore, it's a good idea to create no more than six (6) Idle Events for your help
desk. While Idle Events are the most intensive, all events have an impact on the system, so be
pragmatic and systematic when planning out what events to use and how to use them. A properlyrunning help desk should have no more than 24 events in total set up to cover all scenarios.
In addition, in those circumstances where customers want to set IDLE events for "waiting" chats, the
best way to set these is to use a conditional wait time versus an absolute value. For example, rather
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than set the event to fire if a wait time is 5 minutes, set it to fire if the wait time is "between 5 and 15
mintues." This is a more efficient way of setting up the event and will ensure it fires off as intended.

Conditions
Depending on the event selected, the following event criteria are available:
• Name - The friendly name for the event
• Event Type - The event that triggers the action.
• Time of Day - The time frame during which the event occurs.
• Day of Week - The day(s) of the week during which the event occurs.
• Idle Minutes - The number of minutes a live chat is idle before the event is triggered.
• Acting Agent - The agent that added a comment to the live chat.
• Department - The department that will trigger the event.
• Group - The group that will trigger the event.
• Agent Assigned - The agent assigned to the live chat.
• Open Date - The date the live chat was initiated.
• Customer Name - The name of the customer.
• Customer Username - The customer's username.
• Customer Email - The customer's email address.
• Question - The words that will trigger the event if found within a the text of the chat.
• Customer IP - The customer's IP address.
• Language - The language that will trigger the event.
• Messages Sent - The number of messages sent during the live chat.
• Messages Received - The number of messages received during the live chat.
Note: Event criteria based on any custom fields the administrator has established may also be
available.

Actions
Depending on the event selected, the following actions are available:
• Call Web Page - Calls a web page that you specify, and that page can execute specific actions,
queries or other methods based on whatever is coded on the page. For example, calling a web
page that then initiates adding a task to a third-party task managment application.
• End Chat - Ends the chat by the agent.
• Log to File - Logs an action to a text file. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Log to File (once per item) - Logs an action to a text file. This occurs once per each instance
of the event firing and can be managed using the max frequency setting.
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• Notify External Provider - Calls an external provider that is created by the customer. For more
information, see External Providers .
• Send Email - Sends an email to a set of recipients. This occurs once based on the max
frequency set, regardless of how many times the event is fired.
• Send Email (once per item) - Sends an email to a set of recipients. This occurs once per each
instance of the event firing and can be managed using the max frequency setting.
• Transfer Live Chat - Transfers the chat to the Group and Agent specified
• Use Default Notification Profile for User - Uses any custom email addresses and/or SMS
addresses that are used as part of the Default Notification Profile. This occurs once based on the
max frequency set, regardless of how many times the event is fired.
• Use Default Notification Profile for User (once per item) - Uses any custom email addresses
and/or SMS addresses that are used as part of the Default Notification Profile. This occurs once
per each instance of the event firing and can be managed using the max frequency setting.
• Use My Notification Profile - Uses any custom email addresses and/or SMS addresses that are
used as part of a personal Nofication Profile. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Use My Notification Profile (once per item) - Uses any custom email addresses and/or SMS
addresses that are used as part of a personal Nofication Profile. This occurs once per each
instance of the event firing and can be managed using the max frequency setting.

Knowledge Base Events
Administrators and agents can receive notifications or automate actions based on the following
knowledge base events:
• KB Article Created
• KB Article Deleted
• KB Article Flagged for Review
• KB Article Modified
• KB Article Reviewed
• KB Article Stale
• KB Feedback Abuse Reported
• KB Feedback Approved
• KB Feedback Blocked
• KB Feedback Created
• KB Feedback Deleted
• KB Feedback Edited
• Manual KB Event
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Conditions
Depending on the event selected, the following event criteria are available:
• Name - The friendly name for the event
• Event Type - The event that triggers the action.
• Time of Day - The time frame during which the event occurs.
• Day of Week - The day(s) of the week during which the event occurs.
• Agent - The agent that modifies or creates articles.
• Folder - The folder in which the knowledge base article is saved.
• Article Title - The words that will trigger the event if found within the article title.
• Keywords - The words that will trigger the event if listed as article keywords.
• Summary - The words that will trigger the event if found within the article summary.
• Body Text - The words that will trigger the event if found within the body of the article.
• Marked as Draft - The article status that will trigger the event.
• Marked as Private - The article status that will trigger the event.
• Flagged for Review - The article status that will trigger the event.

Actions
Depending on the event selected, the following actions are available:
• Alter Item Properties - Allows you to automatically change an article's Draft, Public/Private
and Review status.
• Call Web Page - Calls a web page that you specify, and that page can execute specific actions,
queries or other methods based on whatever is coded on the page. For example, calling a web
page that then initiates adding a task to a third-party task managment application.
• Log to File - Logs an action to a text file. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Log to File (once per item) - Logs an action to a text file. This occurs once per each instance
of the event firing and can be managed using the max frequency setting.
• Notify External Provider - Calls an external provider that is created by the customer. For more
information, see External Providers .
• Send Email - Sends an email to a set of recipients. This occurs once based on the max
frequency set, regardless of how many times the event is fired.
• Send Email (once per item) - Sends an email to a set of recipients. This occurs once per each
instance of the event firing and can be managed using the max frequency setting.
• Use My Notification Profile - Uses any custom email addresses and/or SMS addresses that are
used as part of a personal Nofication Profile. This occurs once based on the max frequency set,
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regardless of how many times the event is fired.
• Use My Notification Profile (once per item) - Uses any custom email addresses and/or SMS
addresses that are used as part of a personal Nofication Profile. This occurs once per each
instance of the event firing and can be managed using the max frequency setting.

POP Events
Administrators can receive notifications or automate actions based on the following POP events:
• POP Connection Failed
• POP Download Failed
• POP Import Failed
• POP Login Failed

Conditions
Depending on the event selected, the following event criteria are available:
• Name - The friendly name for the event
• Event Type - The event that triggers the action.
• Time of Day - The time frame during which the event occurs.
• Day of Week - The day(s) of the week during which the event occurs.
• Server Name - The name of the server that SmarterTrack failed to connect to.
• Server Port - The port that SmarterTrack attempted to connect to on the server.
• Login Username - The username used to authenticate with the server.
• SSL - The type of connection required to connect to the server. Note: If the server requires an
SSL connection, type "true" in the field. If it does not, type "false" in the field.

Actions
Depending on the event selected, the following actions are available:
• Call Web Page - Calls a web page that you specify, and that page can execute specific actions,
queries or other methods based on whatever is coded on the page. For example, calling a web
page that then initiates adding a task to a third-party task managment application.
• Log to File - Logs an action to a text file. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Notify External Provider - Calls an external provider that is created by the customer. For more
information, see External Providers .
• Send Email - Sends an email to a set of recipients. This occurs once based on the max
frequency set, regardless of how many times the event is fired.
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• Use My Notification Profile - Uses any custom email addresses and/or SMS addresses that are
used as part of a personal Nofication Profile. This occurs once based on the max frequency set,
regardless of how many times the event is fired.

SMTP Events
Administrators can receive notifications or automate actions based on the following SMTP events:
• SMTP Connection Failed
• SMTP Delivery Failed
• POP Login Failed

Conditions
Depending on the event selected, the following event criteria are available:
• Name - The friendly name for the event
• Event Type - The event that triggers the action.
• Time of Day - The time frame during which the event occurs.
• Day of Week - The day(s) of the week during which the event occurs.
• SMTP Server - The name of the server that SmarterTrack failed to connect to.
• Server Port - The port that SmarterTrack attempted to connect to on the server.
• Email Address - The email address that SmarterTrack uses to send email.
• SSL - The type of connection required to connect to the server. Note: If the server requires an
SSL connection, type "true" in the field. If it does not, type "false" in the field.
• Requires Authentication - The authentication required connect to the server. Note: If the server
requires authentication, type "true" in the field. If it does not, type "false" in the field.
• Customer Email - The customer's email address.

Actions
Depending on the event selected, the following actions are available:
• Call Web Page - Calls a web page that you specify, and that page can execute specific actions,
queries or other methods based on whatever is coded on the page. For example, calling a web
page that then initiates adding a task to a third-party task managment application.
• Log to File - Logs an action to a text file. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Notify External Provider - Calls an external provider that is created by the customer. For more
information, see External Providers .
• Send Email - Sends an email to a set of recipients. This occurs once based on the max
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frequency set, regardless of how many times the event is fired.
• Use My Notification Profile - Uses any custom email addresses and/or SMS addresses that are
used as part of a personal Nofication Profile. This occurs once based on the max frequency set,
regardless of how many times the event is fired.

Survey Events
Administrators and agents can receive notifications or automate actions based on the following survey
event:
• Survey Answered

Conditions
Depending on the event selected, the following event criteria are available:
• Name - The friendly name for the event
• Event Type - The event that triggers the action.
• Time of Day - The time frame during which the event occurs.
• Day of Week - The day(s) of the week during which the event occurs.
• Survey Name - The survey that triggers the event.
• Survey Rating - The rating that triggers the event.

Actions
Depending on the event selected, the following actions are available:
• Call Web Page - Calls a web page that you specify, and that page can execute specific actions,
queries or other methods based on whatever is coded on the page. For example, calling a web
page that then initiates adding a task to a third-party task managment application.
• Log to File - Logs an action to a text file. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Notify External Provider - Calls an external provider that is created by the customer. For more
information, see External Providers .
• Send Email - Sends an email to a set of recipients. This occurs once based on the max
frequency set, regardless of how many times the event is fired.
• Use My Notification Profile - Uses any custom email addresses and/or SMS addresses that are
used as part of a personal Nofication Profile. This occurs once based on the max frequency set,
regardless of how many times the event is fired.

Events

Task Events
Administrators and agents can receive notifications or automate actions based on the following Task
events:
• Manual Task Event
• Task Created
• Task Deleted
• Task Due
• Task Modified
• Task Started

Conditions
Depending on the event selected, the following event criteria are available:
• Name - The friendly name for the event
• Event Type - The event that triggers the action.
• Time of Day - The time frame during which the event occurs.
• Day of Week - The day(s) of the week during which the event occurs.
• Subject - The words that will trigger the event if found within the task subject.
• Acting Agent - The agent that added a comment to the ticket.
• Agent Assigned - The agent that is assigned the task.
• Old Agent Assigned - The agent previously assigned the task.
• Status - The task status that will trigger the event.
• Priority - The priority level that will trigger the event.
• Related Item - A related email ticket, live chat or call log.
• Description - The words that will trigger the event if found within the description of the task.
• Start Date - The start date of the task.
• Due Date - The due date of the task.

Actions
Depending on the event selected, the following actions are available:
• Call Web Page - Calls a web page that you specify, and that page can execute specific actions,
queries or other methods based on whatever is coded on the page. For example, calling a web
page that then initiates adding a task to a third-party task managment application.
• Create Task - Creates a new task with the customized Subject, Description, Priorty and Status
specified.
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• Log to File - Logs an action to a text file. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Log to File (once per item) - Logs an action to a text file. This occurs once per each instance
of the event firing and can be managed using the max frequency setting.
• Notify External Provider - Calls an external provider that is created by the customer. For more
information, see External Providers .
• Send Email - Sends an email to a set of recipients. This occurs once based on the max
frequency set, regardless of how many times the event is fired.
• Send Email (once per item) - Sends an email to a set of recipients. This occurs once per each
instance of the event firing and can be managed using the max frequency setting.
• Set Task Priority - Sets the task priority (low, normal, high, urgent). This is generally used in
conjunction with another action.
• Set Task Status - Sets the task status (Under Consideration, In Progress, On Hold, In Review,
Completed, Rejected, Approved). This is generally used in conjunction with another action,
such as "Send Canned Reply".
• Transfer Task - Transfers the task to the Agent specified
• Use Default Notification Profile for User - Uses any custom email addresses and/or SMS
addresses that are used as part of the Default Notification Profile. This occurs once based on the
max frequency set, regardless of how many times the event is fired.
• Use Default Notification Profile for User (once per item) - Uses any custom email addresses
and/or SMS addresses that are used as part of the Default Notification Profile. This occurs once
per each instance of the event firing and can be managed using the max frequency setting.
• Use My Notification Profile - Uses any custom email addresses and/or SMS addresses that are
used as part of a personal Nofication Profile. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Use My Notification Profile (once per item) - Uses any custom email addresses and/or SMS
addresses that are used as part of a personal Nofication Profile. This occurs once per each
instance of the event firing and can be managed using the max frequency setting.

Ticket Events
Administrators and agents can receive notifications or automate actions based on the following ticket
events:
• Manual Ticket Event
• Ticket Closed by User
• Ticket Commend Added
• Ticket Count for Agent
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• Ticket Count for Group
• Ticket Count for Department
• Ticket Created
• Ticket Deleted
• Ticket Followed Up
• Ticket Follow-up Due
• Ticket Follow-up Scheduled
• Ticket Idle
• Ticket Messages Received
• Ticket Messages Sent
• Ticket Priority Changed
• Ticket Status Changed
• Ticket Time Log Created
• Ticket Transferred

Regarding Idle Events
Idle Events are very resource intensive as, when an Idle Event fires, it has to cycle through all tickets
in the system. Therefore, it's a good idea to create no more than six (6) Idle Events for your help desk.
While Idle Events are the most intensive, all events have an impact on the system, so be pragmatic and
systematic when planning out what events to use and how to use them. A properly-running help desk
should have no more than 24 events in total set up to cover all scenarios.
In addition, in those circumstances where customers want to set IDLE events for "waiting" tickets, the
best way to set these is to use a conditional wait time versus an absolute value. For example, rather
than set the event to fire if a wait time is 5 minutes, set it to fire if the wait time is "between 5 and 15
mintues." This is a more efficient way of setting up the event and will ensure it fires off as intended.

Conditions
Depending on the event selected, the following event criteria are available:
• Name - The friendly name for the event
• Event Type - The event that triggers the action.
• Time of Day - The time frame during which the event occurs.
• Day of Week - The day(s) of the week during which the event occurs.
• Acting Agent - The agent that added a comment to the ticket.
• Old Department - The department assigned to the ticker prio to transfer.
• Old Group - The group assigned to the ticket prior to transfer.
• Old Agent Assigned - The agent assigned to the ticket prior to transfer.
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• Department - The department that will trigger the event.
• Group - The group that will trigger the event.
• Agent Assigned - The agent assigned to the ticket.
• Customer Email - The customer's email address.
• Subject - The words that will trigger the event if found within the ticket subject.
• Priority - The priority level that will trigger the event.
• Status - The ticket status that will trigger the event.
• Idle Minutes - The number of minutes a ticket is idle before the event is triggered.
• Follow-up Due Minutes - The number of minutes prior to the due date and time that will
trigger the event.
• Follow-up Past Due Minutes - The number of minutes after the due date and time that will
trigger the event.
• Pinned to Agent - The ticket status that will trigger the event.
• Messages Sent - The total number of outgoing tickets that will trigger the event.
• Messages Received - The total number of incoming tickets that will trigger the event.
• Body Text - The words that will trigger the event if found within the body of the ticket.
• Comment Type - The type of comment (note, resolution, transfer note) that will trigger the
event.
Note: Event criteria based on any custom fields the administrator has established may also be
available.

Actions
Depending on the event type that is selected, the following actions are available:
• Call Web Page - Calls a web page that you specify, and that page can execute specific actions,
queries or other methods based on whatever is coded on the page. For example, calling a web
page that then initiates adding a task to a third-party task managment application.
• Log to File - Logs an action to a text file. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Log to File (once per item) - Logs an action to a text file. This occurs once per each instance
of the event firing and can be managed using the max frequency setting.
• Notify External Provider - Calls an external provider that is created by the customer. For more
information, see External Providers .
• Offer Survey - Iniates a survey to the end user.
• Send Canned Reply - Automatically sends a specific canned reply.
• Send Email - Sends an email to a set of recipients. This occurs once based on the max
frequency set, regardless of how many times the event is fired. For example, if six tickets trip an
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email ticket IDLE event, only one email is sent.
• Send Email (once per item) - Sends an email to a set of recipients. This occurs once per each
instance of the event firing and can be managed using the max frequency setting. For example,
if six tickets trip an email ticket IDLE event, one email is sent for each ticket that fires the
event.
• Send Reply to Ticket - Automatically sends an email reply to the ticket. The reply is
customized based on the event.
• Set Ticket Priority - Sets the ticket priority (low, normal, high, urgent). This is generally used
in conjunction with another action.
• Set Ticket Status - Sets the ticket status (active, waiting, closed, closed and locked). This is
generally used in conjunction with another action, such as "Send Canned Reply".
• Transfer Ticket - Transfers the ticket to the Group and Agent specified
• Use Default Notification Profile for User - Uses any custom email addresses and/or SMS
addresses that are used as part of the Default Notification Profile. This occurs once based on the
max frequency set, regardless of how many times the event is fired.
• Use Default Notification Profile for User (once per item) - Uses any custom email addresses
and/or SMS addresses that are used as part of the Default Notification Profile. This occurs once
per each instance of the event firing and can be managed using the max frequency setting.
• Use My Notification Profile - Uses any custom email addresses and/or SMS addresses that are
used as part of a personal Nofication Profile. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Use My Notification Profile (once per item) - Uses any custom email addresses and/or SMS
addresses that are used as part of a personal Nofication Profile. This occurs once per each
instance of the event firing and can be managed using the max frequency setting.

Who's On Events
Administrators and agents can receive notifications or automate actions based on the following Who's
On events:
• Live Chat Accepted
• Live Chat Forced
• Live Chat Invitation Ignored
• Live Chat Invited
• Live Chat Rejected
• Online Activity
In addition to the events listed above, administrators can receive notifications or automate actions on
the following Who's On events:

Events

• Online Visitor Purged
• Online Visitor Removed

Conditions
Depending on the event selected, the following event criteria are available:
• Name - The friendly name for the event
• Event Type - The event that triggers the action.
• Time of Day - The time frame during which the event occurs.
• Day of Week - The day(s) of the week during which the event occurs.
• Acting Agent - The agent that added a comment to the ticket.
• Department - The department that will trigger the event.
• Group - The group that will trigger the event.
• Sent Message - The words that will trigger the event if found within a sent message of the
chat.
• Customer Name - The customer that will trigger the event.
• Customer Email Address - The email address that will trigger the event.
• IP Address - The IP address that will trigger the event.
• Host Name - The host name that will trigger the event.
• Host Domain - The host domain that will trigger the event.
• Session Start Time - The time frame during which the customer visited the website or portal.
• Hits - The number of times a page is hit before triggering the event.
• Duration Minutes - The number of minutes the visitor has been on the website or portal.
• Idle Minutes - The number of minutes a ticket sits idle before the event will trigger.
• Country - The geographic location of the visitor that will trigger the event.
• Region - The geographic location of the customer that will trigger the event.
• Language - The default browser language of the user that will trigger the event.
• Browser - The Web browser that will trigger the event.
• Operating System - The operating system that will trigger the event.
• Live Chat Status - The live chat status that will trigger the event.
• Initial Page - The Web page that will trigger the event if viewed at the beginning of the
customer's session.
• Initial Virtual Page - The virtual page that will trigger the event if viewed at the beginning of
the customer's session.
• Initial Page Title - The title of the initial page.
• Initial Referrer - The Web page that the user was on prior to coming to site that will trigger the
event.

Events

• Current Page - The Web page that will trigger the event.
• Current Virtual Page - The virtual page that will trigger the event.
• Current Page Title - The title of the current page the visitor is browsing.
• Current Referrer - The referrer that will trigger the event.
• Live Chat Invites Sent - The number of live chat invites sent by an agent(s) that will trigger the
event.
• Live Chat Invites Rejected - The number of live chat invites rejected by customers that will
trigger the event.
• Live Chat Invites Accepted - The number of live chat invites accepted by customers that will
trigger the event.
• Live Chat Invites Ignored - The number of live chat invites ignored by customers that will
trigger the event.
• Live Chats Forced - The number of live chats forced by an agent(s) that will trigger the event.
• Invitation Last Sent Date - The date the customer last received a live chat invitation.
• Last Live Chat Date - The date the cusotmer last participated in a live chat.
• First Chat Date - The date the customer first participated in a live chat.

Actions
Depending on the event selected, the following actions are available:
• Call Web Page - Calls a web page that you specify, and that page can execute specific actions,
queries or other methods based on whatever is coded on the page. For example, calling a web
page that then initiates adding a task to a third-party task managment application.
• Log to File - Logs an action to a text file. This occurs once based on the max frequency set,
regardless of how many times the event is fired.
• Notify External Provider - Calls an external provider that is created by the customer. For more
information, see External Providers .
• Send Email - Sends an email to a set of recipients. This occurs once based on the max
frequency set, regardless of how many times the event is fired. For example, if six tickets trip an
email ticket IDLE event, only one email is sent.
• Use My Notification Profile - Uses any custom email addresses and/or SMS addresses that are
used as part of a personal Nofication Profile. This occurs once based on the max frequency set,
regardless of how many times the event is fired.

