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1 INTRODUCTION 

In  today's com pe titive  m arket, busine sse s m ain  we apon  for success is m ain ta in ing a  good 
custom e r re la tionship . One  of the  m ost use ful and  sure -fire  tools that busine sse s use  in susta ining 
th is pe rfe ct re la tionship  with  clie nts is a  chat m odu le . 

“Basically, most people prefer to chat online, or even text, instead of talk on the phone. But as messaging 
apps became more and more popular like Facebook Messenger, users would prefer to stay where they 
are. Again, this is why Facebook is such a key player here.” –Matt Grech 

 

Bubbles Communication Framework is unsurpassed chatting solution including both Bubbles chat 
and chat bot. Bubbles is your channel to listen, respond and have 360 cycle of Customer Care. Be 
close to your customers, engage with them and get their full satisfaction via mobile chat and 
beyond. The solution is fully customizable to fit the different needs of each business, more over it 
can be integrated with Dynamic365, Zendesk, ZOHO CRM, Freshdesk CRM, OpenAPI & social 
networks (Twitter & Facebook). 
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Bubbles Com m unication  Fram ework offe rs an  incred ible  use r e ngage m e n t e xpe rie nce , e spe cia lly 
that m ost B2C com m unication  channe ls have  lost the ir spark, and  for good  re ason . Nowadays, it 's 
not ju st abou t the  way consum e rs in te ract anym ore , it is  abou t the  de ta ils and why the y are  
in te racting the  way the y are .  

Me ssaging apps and  socia l m ed ia have  officia lly re placed  e m ails and  phone calls. Chatting 
m odu le s now have  the  uppe r hand in  m ain taining a  pe rfe ct custom e r com m unication  channe l, 
with  m assive  e fficiency. Bubbles Chat technology he lp  you  ach ie ve  the  le ve l of com m unication 
your busine ss dese rve s.  

 

Why Link  Developm ent ? What sets Link Development apart of other services providers besides 
its history in the IT industry and involvement in large-scale projects in the region with the biggest 
enterprises across different industries. 
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2 SOLUTION COMPONENTS 

Bubbles offe rs you  two d iffe re n t ways to he lp  you  in  offe ring your custom e rs the  pe rfe ct custom e r 
se rvice  e xpe rie nce  the y de se rve . Bubb le s Chat is em beddab le  and  fully custom izable  web  chat 
widget that can  be  include d  in  any website  or in te grate d  with  socia l m ed ia  p la tform s (Facebook, 
Twitte r). Chat bot can  be  hoste d both  on p re m ise s or on  cloud . More ove r, Bubbles has an  e asy to 
in stall m ob ile  chat SDK that can  be  in te grate d  in  m ob ile  app  bu ilt on  IOS, Android  or Windows 
Pla tform s. The  two m ain  com pone n ts of the  solu tion include : 

• Bubbles Chat Bot 
• Bubbles Live  Chat 

 

 

 

Bubbles Live  Chat bot is m ain ly for agen ts, giving the  age n t an e asy and frie nd ly inte rface  to de al 
with  your custom e rs’ re que sts. Adm ins can  vie w the  diffe re nt conve rsations in  a  dashboard 
showing a ll the  ne cessary de ta ils. 

Bubbles Chabot helps your business receive  diffe re nt custom e r re quests in  a  re al tim e ly m anne r.  
With  the  ab ility to focus on the  deta ils and to act e fficien tly wh ile  de live ring e ach  re que st. Chat bot 
can  sim ulate  the  hum an age n ts; can com prehe nd the  custom e r’s e nqu irie s (Te xt or Voice ) and 
re ply with a  p re cise  action (Gree ting, Que stion  answe r or ask que stions to fill and post form . 
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By using the se  two d iffe ren t com pone n ts you  will be  able  to m anage  the  d iffe re nt reque sts by 
your custom e rs righ t away. The two m odule s can work sim ultane ously, m e aning that you can  
d ire ct the  custom e r from  the  Bubb le s chat bot to the  live  chat m odu le  in  case s that ne ed  your 
age n ts action .  An  e xam ple s of how the  chat bot and live  chat can work toge the r are  listed  be low: 

 The bot can respond if the agent is offline or out of working hours 
 The bot can respond before the user is routed to the agent, to collect some data about 

the user 
 The bot can be the main responder and route the user to the live chat only if it couldn’t 

answer the question. 

Bubbles chat com e s with  d iffe ren t adm inistra tive  fe atu re s to he lp  you  fully m anage any of the  two 
m odu le s. 
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3 BUBBLES LIVE CHAT 

Bubbles live  chat p rovides agen ts and  visitors a  use r frie nd ly inte rface  to com m unicate  th rough . 
The  live  chat m odu le  can  be  in te grate d  to any porta l by a  sim ple  script or e ven  social m e dia  
p la tform  such as; Face book or twitte r. Through  the  live  chat m odu le , agen ts will be  able  to pass a 
conve rsation  to his/he r supe rvisor or e ven  flag it for fu rthe r ne eds. Custom e rs will subm it their 
fe edback re garding the  age nt and the  custom e r se rvice  the y re ceive d , assu ring a  constan t 
tracking of a ll the  se ssions cre ate d 

 

Use rs can  se le ct a  ce rta in  de partm en t be fore  starting a  chat. Adm ins will have  the  ab ility to show 
and  hide  ce rta in  departm e n ts for use rs to choose  from . More ove r, the  num be r of use rs to e ach  
departm e n t can  be  m anaged  by the  adm in . Incase  assigne d agen ts for a  departm e n t are  not 
on line  the  de partm en t nam e  won’t be  available  in the  chat log. 

 



 

 

8 
Egypt (HQ) - UAE – KSA                       www.linkdevelopm ent.com 

 

4 BUBBLES CHAT BOT 

Chat bots (Sm art Virtual Age nts) are  be ing m ade  to e ase  the  pain  that the  busine sse s are  facing 
today. The  purpose  of chat bots is to support and scale  busine ss te am s in  their re la tions with  
custom e rs. Chabot is e ve ry busine ss’ trusted  and  re liab le  e m ployee . Always on  tim e , a lways the re  
to he lp , a lways accurate ; it 's  working while  your hum an  em ployee s are  aslee p , d istracte d or busy. 
Bot can  answe r in  d iffe ren t ways e ithe r by a  te xt, im age s or cards (im age s, de scrip tion , title  or 
actions) 

Chat bot will p rovide  visitors with  the  following be nefits; 

 24/7 acce ssibility 
 Handle s capacity (m ultip le  use rs with  d iffe ren t re que sts a t the  sam e  tim e ) 
 Boost custom e r sa tisfaction 
 Cost e fficiency 

The  Chat bot will p rovide  adm ins with  the  following fe atu re s 

 Daily reports for the  bot se rvice  
 History of a ll Custom e rs conve rsations with  the  bot 
 Custom izab le  web  com pone n t that can  be  inte grated  in to the  we bsite  
 The  ability to ra te  the  custom e r a t the  end  of any conve rsation 
 A we b SDK that can be  in te grate d  in to m ob ile  apps. 

Bubbles offe r 3 diffe re n t chat bot m odules to fit e ach business ne ed . Busine ss can  m ix and  m atch  
be twe en  the  d iffe ren t m odu le s m aking su re  to re ceive  the  biggest ou tcom e  from  Bubb le s. Sim ple  
FAQ bot will not re quire  developm e nt (ju st configu ration  and  bot tra ining), wh ile  bots with  com ple x 
que stions, Wizard and language unde rstand ing will require  both de velopm ent e ffort and bot 
tra in ing e ffort and  de taile d  e xplanation  of the  diffe re n t m odule s is liste d  in  the  be low se ctions. 

4.1  FAQ 

FAQ is a que stion and  answe r based  m odule . The bot receives the  use r enqu irie s and  e xp lore  it’s 
knowledgebase  for the  p re cise  answe r in  a  re al tim e ly m anne r. Adm ins ge t to update  the  
knowledge  base  th rough  an  e asy and  use r-frie nd ly in te rface  by e n te ring the  que stions or 
ke ywords and  their correspond ing answe rs.  
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4.2  WIZARD 

This approach is a  m uch  m ore  thorough one , whe re  the  bot gu ide s the  use r a ll the  way th roughou t 
the  conve rsation , to e nable  the  use r to ge t a ll the  in form ation  he /she  is e nqu iring abou t. This 
approach’s be st fit sce nario is one  whe re  the  use r is unsu re  of what e xactly the y need  to enqu ire  
abou t, and  ne ed  m ore  gu idance from  your re p re se nta tive s. 

 

4.3  LANGUAGE UNDERSTANDING 

Re garding th is m odule , the  bot will be  using a  m ach ine  le arning a lgorithm , to unde rstand  what 
the  use r is asking about. The re  will also be  a language  de te ctor, that wou ld de te ct and unde rstand  
any spe lling or gram m ar m istake s m ade  by the  user. Th is m ach ine le arning algorithm  will help 
with  m aking the  bot sm arte r by the  day, as it gathe rs in form ation base d on the  use rs’ e nquirie s, 
thus by tim e  it will be  ab le  to com pre he nd  the  sam e  que stion  asked  in  diffe re n t ways. Kee ping in  
m ind  The re  is a  tra ining phase  whe re  the  adm in  de fine s the  In te nts and  the  En titie s then  tra in  the  
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bot on the m , if the  bot got a ne w que stion  that is not in  the  training data se t, it  will p re dict to the  
in te nt base d  on  the  m ach ine  le arning m odel or it will fa il to find  the  in ten t 
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5 ADMINISTRATOR FEATURES 

5.1  USER MANAGEMENT 

Adm ins will have  the  ab ility to add , e d it or re m ove  age nts. More ove r, adm ins will be  a ll to assign  
d iffe re nt agen ts with  d iffe ren t role s, p rivile ge s and  pe rm issions.  

 

 

5.2  CUSTOMER MANAGEMNT 

Adm ins will be  ab le  to se arch  th rough  the  diffe re nt custom e rs and  vie w the ir deta ile d  p rofile s. 
More ove r, adm ins will have  the  ability to filte r th rough  d iffe ren t custom e rs using m ultip le  crite ria ; 

 Join date 
 Activity 
 Blocking status 
 Create customers’ groups and send bulk notifications for every group (depends on mobile 

App) 
  Add extra custom fields (optional/mandatory) for the customers’ profiles  
  Add internal notes for every customer, will be shared between all agents 
  Social media information in case the customer used the social login feature (depends on 

mobile for now, and will be enabled on web chat asap) 
 

Bubbles offe rs you  the  un ique  advan tage  to group  custom e rs in to p rede fine d  cate gorie s for 
m arke ting purpose s with the  ability to b lock and unblock custom e rs. 
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5.3  CONVERSATION MANAGEMENT 

Adm ins will have  the  ab ility to do the  following to handle  the  diffe re nt conve rsations betwee n  
age n ts and custom e rs 

 Flag im portan t chats to h igh light them  for re view. 
 View Ope rator com m e nts afte r chat ending for any follow-ups. (live  chat) 
 View custom e r ra ting and  fe edback. 
 Cate gorize  chats with  dynam ic tags. 
 Full chat log m ain ta ined  for 1 ye ar. 
 Se arching conve rsations. 
 Filte ring conve rsations by m ultip le  crite ria  (date , operator, de partm e n t, close  re ason , 

ra ting, com m ents, fe edback, and  tag). 
 Both  agen t/bot and  custom e r will be  able  to send  attached  spe cific file s du ring the  chat. 
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5.4  CHAT MANAGEMENT 

Bubbles offe rs adm ins the  ab ility to m anage  the  chat core  for both  live  and  bot chats th rough  a  
use r friendly in te rface . Adm ins can  fu lly m anage  the  following: 

 Control on line  / offline  sta tus. 
 Control how m any concurren t conve rsations your ope rators can  se rve . 
 Control pe rsonalization p re fe re nce s (whe the r to appe ar a  unifie d nam e  and  com pany 

logo, or showing e ach  agen t's nam e  and  photo). 
 Monitor num be r of sessions se rved  in  re al tim e . 
 Monitor que ue  of waiting custom e rs. 
 Sm art au tom atic round-robin  chat load  distribu tion  pe r on line  ope rators. 
 Manual chat assignm ent for supe rvisors in  case  of he avy chat loads from  custom e rs. 
 Chat transfe r from  ope rators to supe rvisor with in the  sam e  de partm en t. 

 

 
 
 

 

5.5  REPORTS 

Bubbles p rovide  adm ins with  d iffe ren t type  of re ports that give s d iffe ren t and m ultip le  in sights on 
their cu rre n t chatting solu tion , enhancing the  de cision  m aking e fficiency. Reports include the  
following; 

 Colle ctive ly sum m arizing and  deta iling dashboard  that helps you  ge t tota ls and  deta ile d 
in fo to analyze  your support force  pe rform ance , it include s the  following: 
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 Syste m  sum m ary (tota l chats, total custom e rs, ave rage  ra ting / sa tisfaction ) pe r 
com pany, pe r departm e nt, pe r te am , pe r use r and  pe r custom e r. 

 Daily load  pe r hour of all chats (answe red , m issed , droope d) to spot the  pe ak hours 
whe re  you  nee d  m ore  age n ts. 

 Wee kly load  pe r day of a ll chats (answe re d , m isse d , d roppe d) to spot the  pe ak days 
whe re  you  nee d  m ore  age n ts. 

 Online  duration : a llows you  to view wee kly report of how m any hours e ach  ope rator in  a  
te am  spends pe r day se rving custom e rs. 

 

5.6  NOTIFICATIONS 

Bubbles will se nd  agen ts and  custom e rs d iffe ren t push  up  notifica tions. In  orde r to he lp  
ope rators, answe r qu ickly with  p rede fine d  shortcuts. With  au tocom ple te  support du ring chat 
 

 
 

Bubbles p rovide s 2 type s of notifications: 

  Mobile push notification 
 Desktop notifications (Depends on browsers) 
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6 BUBBLES FEATURES 

#  Fe atu re s 

1.  
Pre-chat form 

2.  
Smart or manual chat routing 

3.  
Unlimited Concurrent chats 

4.  Smart Waiting queue let your customer know his order in waiting 
queue and the expecting time to process his session. 

5.  
Automatic greetings 

6.  
Visitor information 

7.  
Timeline 

8.  
File sharing 

9.  Unlimited Canned Messages (Shortcuts) with the possibility to 
attaching files/images  

10.  
Delivery status 

11.  
Never Miss a Chat (Desktop notifications) 

12.  Standard Real-time Agent Monitoring (online/offline & current 
sessions) 

13.  
Chat Rating & feedback for customers 

14.  
Chat comment for agents 

15.  Idle Timeout for agents/customers with auto transfer sessions when 
the agent was idle 



 

 

16 
Egypt (HQ) - UAE – KSA                       www.linkdevelopm ent.com 

 

16.  
Chat h istory  

17.  
Chat widge t custom ization 

18.  
Profile  & Use r Role s (Adm in , Supe rvisor & age nt) 

19.  Unlim ite d  Te am s (organ ize  your use rs in  separated  te am s, e ve ry 
te am  have  one  supe rvisor)  

20.  
Unifie d  or Pe rsonalize d agen t’s nam e & avatar 

21.  
Custom ize  the  syste m  m essage s for your custom e rs 

22.  
WEB SDK for m obile  app lication 

23.  
Visitor bann ing 

24.  
Look & fe el for your dashboard   

25.  
Language  (Arab ic/English ) 

26.  
Localization  & Daylight Saving Tim e  support 

27.  
SSL Encryp tion 

28.  
Visitors Tracking (Monitoring your we bsite  visitors) 

29.  
Se nd  notifica tion  to your website  visitors in  the  re al-tim e 

30.  
Unlim ite d  De partm e nts 

31.  
Transfe r chats be twe en  de partm en ts 

32.  
Chat tags 

33.  
Offline  Form  
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34.  
Transcript for custom e rs * 

35.  
In itia te  chat se ssion  with  anyone  on  your website  

36.  
Custom e rs Group ing (Organ ize  your custom e rs in  groups) 

37.  Voice  Me ssage s be twee n  age nts & custom e rs du ring the  chat or in 
offline  m e ssage   

38.  
Knowledge  Base  

39.  

Re ports 

• Sum m ary Load  Re ports 

• Wee kly load  re port  

• Daily Load  Reports 

• Agen ts Online  Duration Re port 

• SLA Report 
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