q|lq SOFT Inbound Texting Set up and Workflow

This document outlines the required and optional steps to enable patients and other external entities to
initiate a secure text with QuincyCHAT.

Administrator Setup

1. Navigate to the widget that you want to acceptinbound messages

2. Inthe Settings/SMS numbers tab confirm that the widget has a dedicated phone number. Add it, if
itis missing. The widget must have a dedicated phone number so that when the visitor sends a
text, they can be directed to the right resources.

« General  Security & Privacy | SMS Numbers. | SMS Notifications ~ Webhook — Domain Redirect ~ Actions  Availability  Integrations

o
@
@ & Agents Allowed SMS Countries: { us United States of America X v

@ Q@ Conversation Rules

You can buy a phone number that people can text in order to receive a link to your chat widget. In addition, when you send care campail

Q & FAGs they will come from this number. If a patient or visitor responds to the text from a care campaign, then they will be sent the link to the ch

. @© Customization again
©
Q < Insial Search for a new phone number in this area code: | Z +1 v | 720

I & Settings

[ The following phone numbers are ones that you can already text in order to receive a link to this chat widget.
@ us (940) 326-7589 | {iij (1600, 3600)
B When someone sends a message, we'll send them a link. To give the patient or visitor context, type a message below, explaining what th
9 and that the patient or visitor should only contact you using this secure channel

D

[ Thank you for retrieving our secure communication tool. Please click on the link to communicate with us.

3. Next navigate to the security and privacy tab and activate “Allow visitors to start a conversation”

« General | Security & Privacy | SMS Numbers ~ SMS Notifications ~ Webhook ~ Domain Redirect ~ Actions ~ Availability  Integrations

‘%

(4] % Agents . ) .
Patients (@added via Care Campaigns)

@ @ Conversation Rules

o i FAQs @ Hide old conversations from patients or visitors

. ©® Customization
o) How would you like to authenticate patients?
<> Install
Q © No authentication required, each patient or visitor ac que link
| & Settings

i patients will need to enter their Date of Birth (DOB), but if their DOB is unknown, an OTP will be texted/emailed to them, and they must type it into

@ the widget

- patients will be texted or emailed an OTP (7) and use it for authentication

B

) @D Make the short link sent to a patient in an SMS expire 7+ | days v | after it is sent!
Visitors

¢
When someone uses the chat widget embedded on a site, the GR code, or the Demo link, they would be a visitor. In addiition, when a patient (added via Care Campaigns) uses their

K3 own, unique URL to access the widget, they can be given an option to proceed as a visitor instead of as a patient, in case the person with that URL is unable to authenticate themselves.
Visitors also cannot see their past conversations. Would you like to allow visitors interact with the chat widget?

B

. -

2 » I @ Alow visitors to start a conversation I

4. Navigate to the General tab. Here you have a decision. When the visitor texts you, do you want
them limited to one conversation where their outreach will be added to an open conversation
thread or would you prefer that they can have multiple conversation threads at the same time?
Set the ‘Limit each patient or visitor to one open conversation to match your decision. If you
activate this feature, patients and visitors who text will be added to a conversation in QuincyCHAT
or Virtual Visits if it is open.
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= 4 Agents Lewey MEULal CEIEn /Uit WIUGES 1 SSLUIS 18AIY / SEnys
@ @ Conversation Rules Security & Privacy ~ SMS Numbers ~ SMS Notifications ~ Webhook  Domain Redirect ~ Actions  Availability  Integrations

i 8 FAQGs

@ ® Customization @ "CanView All Conversations" will be enabled for all newly added Agents (i)

<> Install
Q I Py (3 Hide Closed conversations tab
ettings

g

¢ > When chatting, show the name and avatar of the person assigned to the chat (instead of the name and image of this chat widget) at the
& top of the chat widget

& (I Prevent patients or visitors from sending attachments in messages

®

= () Prevent patients or visitors from sending emojis in messages

¢ (B Limit each patient or visitor to one open conversation
I

If you do not limit the visitor to one conversation, you can limit how often one visitor can initiate
conversations by setting the Time Lapse between conversations. In the example below, the visitor is
limited to starting one new conversation every 5 minutes. If the visitor attempts to start a new
conversation in less than 5 minutes, and there is an open conversation, it will redirect the user to the
open conversation and add their message.

q Happy Valley Hospital v ‘ JAN/ 7/9/2025 Bobbi Weber v Logout

« e top of the chat widget

2
: # Agents iliseconds a bot shou e to type a character in a message: +
a % Agent: Milli ds a bot should take to t h, ter i 44
D @ Conversation Rules
@ Prevent patients or visitors from typing and sending messages to bots until the bot finishes typing and is ready for the patient to respond
h) & FAQs
5 © Customization (D Prevent patients or visitors from sending attachments in messages
<> Install
? & Settngs (I Prevent patients or visitors from sending emojis in messages
' (I Limit each patient or visitor to one open conversation
! —
b Time lapse between conversations 5 + | minutes v J
) (I Show a button in the help screen to escalate straight to an agent ("Speak to human")
E|
N @ Hide assignment banners?
7
Timezone | v
? (D Close new open conversations after certain period? (D)
» (D Close new waiting conversations after certain period? (0

At this point the patient or visitor may text the number to connect to the agent. There are three options
the administrator can choose from to enable the visitor to initiate a conversation:
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1. QR code: To do this, navigate to the widget and select install. Click on “Generate QR code”.

P@ «
Happy Valley Hospital / Chat Widgets / Secure Messaging / Install
2 % Agents
© @ Conversation Rules |nsta"
i FAQGs

o
. @ Customization
=)

| <> Install
e 8 Settings Follow the steps below to install Qliq Chat Widget in your product.
4
@ Chat Widget (App) ID: 8fb62ceBac7c4d5Safed46a32396a2fc
&
:D « Website DEMO H TEST CHAT WIDGET |
[_l Copy the Javascript code from below and paste it just above the </head> tag on every page you want the chat widget to appear
@ a

Flag the QR code as published. Copy the code to the website or document for the patient or visitor

to use.
Note: you can opt for recipients to come in as visitors without identifying them or you can use a
chatbot to validate the patient identity so that you know who is requesting the secure chat.

published @D ®

3. Administrators may also embed a link. To do this, right click on the demo button and select “copy
link address” and embed the link on your website.

% «
- ewey Medical Center / Chat Widgets / Secure Texting / Install
(1] % Agents
@ Q@ Conversation Rules |nsta"
[_D i FAQs
@ © Customization

I Install
e & Settings
3 Follow the steps below to install Qliq Chat Widget in your product.
@ Chat Widget (App) ID: 4cbabe20c9404feeaB66acOcaedd4c8s
=3
® .

< Website ﬁ E ATW

4. Provide the patient with the widget number to text directly.
5. Copy the code for the widget and paste it on the website.
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% «

— Follow the steps below to install Qlig Chat Widget in your product.

2] # Agents

@ @ Conversation Rules Chat Widget (App) ID: 5d856d7e85f34899a8a4fbc4fa087590

3 FAQs
=
. © Customization ) .
=) < Website DEMO | [ TEST CHAT WIDGET
I <> Install )

N @ Settings Copy the Javascript code from below and paste it just above the </head> tag on every page you want the chat widget to appear

i a
) <script>

/* NOTE : Use web server to view HTML files as real-time update will not work if you directly open the HTML file in the browser. ¥/
&
9 (function(d, m)(
var gligsoftSettings = {

] “appld"™ "5d856017¢85(34899a8a41bcafa087590",

- “margin right™: 0,

© - rrelation. id": ™',

. width: 90,
“iframe. height™: 100
v

=

- COPY CODE
=N

Optional: Set up hours of availability. When you start sending campaigns that include escalation to an
agent or providing ways for patients to contact your organization, you may consider configuring hours of
availability.

B « General  Securlty & Privacy  SMSNumbers  SMS Notfiations  Webhook  Domaln Rediect  Actions  Avallabllty  Integrations
% —_

(] % Agents

Set custom avalabilty for ths widget
@ @ Conversation Rules
i FAGs

=] Set your weekiy hours Add date overrides

. © Customization §
@ Days Start Time End Time Actions Date  Availabiity ADD

< Instal

4 Start Time End Time . ADD DATES

a MON 800 ] [ oo | W+
Start Time. End Time N

9 [ RO 800 | [ oo | w +

N Start Time. End Time .
[C B WED [ 500 | [ oo | W+

Start Time End Tme
BT [ eoo | [ oo | w +
Out of Office Message
The out of office message will be shown to your patients when they initiate a new conversation outside your set business hours
Show out of office message to patients or visitors? Auto-Translate

o Give patients or visitors a form to fill out?

‘- » |\ Aftr hours - Post dscharge HTN folow 1 ‘

e Go to the widget, select Settings and Availability.

e Enable Set Custom Availability for the Widget

e Enterthe hours that agents are available

e Activate the Show Out of Office Messages to Patients and Visitors
e Activate Give Patients or Visitors a Form to Fill Out.

e Attach an after-hours form (see example Quick Form below)

If you have additional questions, please contact support at Support@QLligSOFT.com or 866-295-0451.
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o |—
% [ quckrFoms B - | SUBMISSIONS
o
2] [a | v
9 | aerronsretas. o 0~ @ Form Name: After hours - Post discharge COPD follow up ¢~
=) 51a87410-404a-43cd-DacS-1151ead8ia76
After hours - Post disc... [
[} After hours - Postdisc.. [ [ Map to Model
@ Medication Use Challe.. 7 [ Collect Data
3 After hours - Post disc.. i [) NEW FIELD
— After hours - Post disc... T ] NEW SUBFORM "
& After hours - Post discharge COPD follow up
After hours - wellchid.. ] [ EXSTING SUBFORY
& ’
9 After hows -Postdisc.. @ O — Notice & If you think you have a medical emergency, call your doctor or 911 immediately. Do not rely on electronic communications or communication through this
Y Cotect Atachments T i website for immediate, urgent medical needs.
i = Patient information v
Muti-Language Conse.. T ] - Thank you for reaching out. Our office is currently closed. Please complete this brief form and we will reach out o you the next business day.
o = i
€ Patient Satisfaction Su.. [ | . -
_ = Comment D Patient Name: {{patient firstName}} {{patient lastName}}
Mutti-Language Conse.. [ [ = Closing comment @ Patient Date of Birth: {{patient dob}}
Demographics & 0
CLOSE PREVIEW
Telehealth Consent -t.. @ [ + Best Time to Reach Out
Patient Information @ 0 Mornings
s 0 Everings
MCH - PATIENT REGL. [ [ CUSTOMIZATION
Comment
[ MCH-PATENTREGL. [ [J ‘
)  Petent momation-C.. 17 [
. WhataeFome Wit.. @ O Thank you. We will reach out to you soon
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QuincyCHAT agent view

When a patient or visitor whose phone number is in the patient database texts, the app will
identify the patient by name and they will appear here. The patient or visitor will receive a secure
link in their mobile phone.

B | Secure Messaging ODw R Aoy
Invited Not assigned
=
® Invitation sent to Alexandra Lucky
> RESEND INVITE TAKEOVER

o s 5 EEm =
& Messages SMS Timeine SMS status Email timeline Emal status
N No conversations found
&
a2
®
)
]
©

Waiting Room FON © ]

Invites Sent (1]

® Alexandra Lucky

® 17203609566 {
G End of search results
-~

When the patient clicks on the secure link, they will show up in the patient list to start an
interaction assigned to the agent(s) as set up in the widget.

@ Impersonation active | EXIT Q

ecure Messaging )
SecreMesogng [ @D D (7 Magge Doyle O @

LV

& =

. Al i B ? MaggeDcMe':v:.uy )

e Hello, | wil be with you momentarly. (%), Helio, 1 will be with ydu momentarily.
& Maggie Doyle

End of search results

CEvID~00 BB & F
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