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Introduction
The LivePerson platform can be integrated with other CRM systems (for example, Siebel,
Salesforce, Vantive etc.) to enable customer service representatives (CSR) to obtain a
complete picture of customer interaction history and increase customer satisfaction levels.
LivePerson supports the following two-way integrations:
 Exporting chat transcripts and related data into the CRM system according to any
predefined key.
 Auto-populate and present CRM screens based on information that is passed via the
LivePerson Agent Console using pre-chat surveys or custom variables.

How it Works
Data Export
LivePerson provides an API that enables the automatic export of chat transcripts according to
a pre-defined XML format. All chat transcripts and chat session data is available for export.
The following two main alternatives can be used for data export implementation:
 Batch Processing: Enables the customer to schedule calls to the LivePerson server,
which returns the transcripts in the pre-defined XML format. This process can take place
once a day or within any other selected time interval.
 Online Processing: Exporting each session in real time as it ends. This process is
managed by the LivePerson gateway.

Pre-Population of Customer Information
The LivePerson Agent Console can be configured to include external CRM web forms.
Alternatively, the LivePerson server can communicate in real time with other CRM
applications to enable the pre-population of CRM customer forms.
Pre-defined user identifiers can be used to pass visitor information from other back-end
systems. Such identifiers can be obtained either by using LivePerson’s pre-chat survey or
custom variables.
Using the pre-defined user identifier (e.g., phone number, email, or social security number),
the appropriate CRM client screens can be pre-populated. The operator can then have
immediate access to the CRM information for the visitor. In addition, any parameters passed
via the LivePerson solution or manually filled by the operator can be submitted directly to the
CRM system at the end of each chat session.
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The following figure demonstrates the integration of a Salesforce CRM with the LivePerson
Agent Console. The Agent Console can be integrated with many other CRM applications.

Figure 1-1: Salesforce link in the Alert Tab in the Agent Console

Figure 1-2: Visitor Records with Chat Transcripts
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This document, materials or presentation, whether offered online or presented in hard copy ("LivePerson Informational Tools") is for informational purposes
only. LIVEPERSON, INC. PROVIDES THESE LIVEPERSON INFORMATIONAL TOOLS "AS IS" WITHOUT WARRANTY OF ANY KIND, EITHER EXPRESS OR IMPLIED,
INCLUDING, BUT NOT LIMITED TO THE IMPLIED WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.
The LivePerson Informational Tools contain LivePerson proprietary and confidential materials. No part of the LivePerson Informational Tools may be
modified, altered, reproduced, stored in or introduced into a retrieval system, or transmitted in any form or by any means (electronic, mechanical,
photocopying, recording, or otherwise), without the prior written permission of LivePerson, Inc., except as otherwise permitted by law. Prior to publication,
reasonable effort was made to validate this information. The LivePerson Information Tools may include technical inaccuracies or typographical errors. Actual
savings or results achieved may be different from those outlined in the LivePerson Informational Tools. The recipient shall not alter or remove any part of this
statement.
Trademarks or service marks of LivePerson may not be used in any manner without LivePerson's express written consent. All other company and product
names mentioned are used only for identification purposes and may be trademarks or registered trademarks of their respective companies.
LivePerson shall not be liable for any direct, indirect, incidental, special, consequential or exemplary damages, including but not limited to, damages for loss
of profits, goodwill, use, data or other intangible losses resulting from the use or the inability to use the LivePerson Information Tools, including any
information contained herein.
© 2013 LivePerson, Inc. All rights reserved.
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