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Use Case Specification: Web Chat 

1. Use Case Name – Web Chat
1.1 Brief Description

This use case will allow for communication between the agent and customer through a web interface. This scope includes both UI and DDU.
2. Flow of Events

2.1 Basic Flow 

2.1.1 UC1484 The availability of web chat. 
Web chat becomes available when one or more NJLWD employees log on for the specified chat queue.

2.1.2 UC1485 The NJLWD customer requests assistance. 
Based on the placement of the chat icon, the request for a chat session should be directed to the appropriate chat queue. After clicking on the icon, the requestor should be prompted to enter their question for the NJLWD employee. Depending on the number of pending requests, the customer will be notified of approximate wait time.
2.1.3 UC1486 Disclaimer acceptance 
The requestor accepts the disclaimer that the session may be monitored.
2.1.4 UC1487 Chat session is transferred to a NJLWD employee. 
Notification of active chat session will be sent to the customer and NJLWD employee. NJLWD employee will have the ability to predefine a greeting message.
2.1.5 UC1488 Customer and employee interact through chat. 
Throughout the process of the chat session, the customer will be able to end the session at any time. A filter will be provided to prevent the use of profane language.

2.1.6 UC1489 Documents all action taken 
A file of all Web Chats will be created and available for supervisors at any time for review of transcripts.
2.2 Alternative Flows

2.2.1 UC1490 The customer enters through wrong chat icon. 
System will provide NJLWD employee with a means to transfer the requestor to another queue with a higher priority.

2.2.2 UC1491 Avoidance of incomplete web sessions. 
The system will prompt the requestor if all of their questions have been answered. If the requestor answers NO, the requestor will be put back in the Chat queue at a higher priority.

2.2.3 UC1492 Follow up actions need to be taken. 
If the requestor indicates that there are follow up actions, the system will automatically add a work queue item with NJLWD employee including the request and the requestors e-mail address.

2.2.4 UC1493 System detects profanity used by employee. 
The system will notify the employee’s supervisor with transcript of conversation
2.2.5 UC1494 Audit can be provided by Administrators and above 
Interface to provide administrators with real time audit of chat sessions.

2.2.6 UC1495 Statistical information for administrators or supervisors. 
The system should track statistical information about chat session by employee.(i.e. length of call, type of session, disconnects, incomplete sessions)

2.2.7 UC1496 Requestor does not accept disclaimer. 
The system will notify the requestor that the chat session will not be initiated and ask if they are sure this is the action they want to take.

2.2.8 UC1497 Claim specific information. 
If the requestor provides appropriate ID and is asking questions about a claim, the system will attach the transcripts of the chat session to the claim.
2.2.9 No agents are logged into a chat Queue

If no agents are logged into a specified chat queue, chat icon will not be available on the web site. The system will allow the user to leave a message.
3. Special Requirements

4. Preconditions            
5. Post Conditions

6. Extension Points

