Developer Docs



Getting Started

Welcome to the Developer Docs for Virtual Shopping. We've put together this simple guide to help you get
set-up. When you're done, customers will be able to virtually shop with your store team.
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The Virtual Shopping On-site chat feature

What you need to know

Virtual Shopping embeds easily on any website with a lightweight JavaScript code snippet. It will only
appear after important website content because it loads asynchronously, and it won't interfere with any
other on-page content, code, or SEO because it's in an iframe. It's also extendible so you can listen to and
interact with it using the Virtual Shopping API for more advanced setups.

Now that we've covered the basics, you're ready to start setting up Virtual Shopping in 5 key steps.

(1) Before you begin

Make sure to consider whether other testing or development work streams are taking place on
your website to avoid delays to launch.

Tests and changes that occur at the same time as the Virtual Shopping implementation risk
overwriting changes and interfering with operations. If there are any other activities taking place
in the same window, please let us know so we can plan around it.

Step 1. Implement Virtual Shopping

Add Virtual Shonnina correctlv to a website via .Javascrint. includina seftina tin events trackina and
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meeting requirements for cookies.
a Implement Virtual Shopping

(@) Timings Guide!
Suggested Brand Resource
1 Web Developer (with access to your staging site)
Suggested Brand Timeline

2 days

Step 2. Configure On-Site Chat

Set up On-site chat to provide shoppers with the optimum experience.

a Configure Virtual Shopping

(@) Timings Guide!
Suggested Brand Resource
1 Product Feed Administrator
Suggested Brand Timeline

0.5 days

Step 3. Extend Virtual Shopping

Go beyond the core On-site Chat implementation to do more.

a Extend Virtual Shopping

Step 4. Test Virtual Shopping

Once you're all set up, make sure Virtual Shopping is working correctly.

a Test Virtual Shopping



@ Timings Guide!
Suggested Brand Resource
1 Web Developer
1 Quality Assurance Engineer
Suggested Brand Timeline

1.5 days

Step 5. Ready Stores

Ensure your store teams are technically set up for Virtual Shopping.

a Ready Stores



Implement Virtual Shopping



Overview

Implement Virtual Shopping correctly

In this section, you'll find out how to implement Virtual Shopping correctly on your website. Read this
section to learn:

How to add the Javascript code snippetin all the right places.
How to track Shopper Events using the Virtual Shopping Client API.
The wide range of Shopper Events, why they're good and what they do.

Cookie requirements are met for displaying Virtual Shopping aligning with shoppers' data preferences.

D Add the Virtual Shopping tag

B Track Shopper Events

a Cookie requirements



Add the Virtual Shopping tag

How do you add Virtual Shopping to your website?

For Virtual Shopping to work on your website, you will need to add a small piece of JavaScript to your
website pages. Adding the code snippet to every page of your website helps ensure:

4on-site Chat displays correctly in the right places
ZExperts can continue chats as shoppers navigate to other pages
ZEvery sale supported by Virtual Shopping is tracked from chat to checkout

Note that you can choose to deploy the JavaScript via Google Tag Manager or Tealium.

@ We recommend you add the JavaScript code snippet to every page of your website. This is so
that chats can follow shoppers from page to page after an initial chat is started and so that sales
are tracked correctly.

You do not have to add the Virtual Shopping tag to sensitive pages in your checkout journey but
the tag does need to be deployed to the transaction confirmation / complete page to track sales.

Later in setup, you can specify where On-site chat will appear on your website with URL whitelisting and
blacklisting. The best places to show the Virtual Shopping icon are on your website's product and category
pages.

JavaScript code snippets for Staging and Production

Ahead of implementation, we will send you two App IDs for each website region. In each case, one App ID
is for your Staging environment and one for your Production environment.

1. Staging App ID - add this to your Staging website pre-production or any other environment for testing
which is not public and best reflects the live environment.

2. Production App ID - add this to your live production environment. Klarna will need to complete your
production website's configuration and confirm that everything is set up correctly before the JavaScript
is deployed. This step will usually take place at the end of the integration process just before going
live.

IDs look like this:



Retailer name ¥ Invite code Application ID

THE STORE® Staging HNDOODO b3fbc536-ec10-45ff-9178-583a495c4714

Staging App ID

@ Why 2 IDs? The 2 IDs relate to different instances on Virtual Shopping's backend. Having
different instances of Virtual Shopping means you can test on your staging website and leave
your production website clear for live data.

How to add the JavaScript code snippets

On both staging and production websites, copy the corresponding JavaScript code snippet and paste them
just before the closing body tag on every page of your website replacing KLARNA-XXXX with the unique
Application ID:

<script>window.HerolWebPluginSettings = { applicationId: "KLARNA-XXXX" %;</script>
<script>(function(i,a,m,h,e,r,0){i.Hero0Object=e;i[e]=i[e]| |function(){(i[e].q=i[e].ql|[]).pu

/N Although Virtual Shopping is often focused on PDP and category-level pages, you should
deploy the tag to almost your whole site, including the post-purchase / checkout complete page
so that sales influenced by Virtual Shopping can be accurately tracked.

Virtual Shopping does not need to be deployed to the more sensitive pages in your checkout
journey.

Testing the Virtual Shopping tag

Once the Virtual Shopping team has completed setting up your configurations on their side, it's good
practice to test that your Virtual Shopping Tag implementation is set up correctly so you can feel confident
ahead of launch. When you're ready to do this, follow this guide:

[3 Test the Virtual Shopping tag






Track Shopper Events

Set up Virtual Shopping to track shopper behaviour

Virtual Shopping can empower store team members with context on how shoppers are behaving on your
website to support their conversations. For this to work, you will need to set up Virtual Shopping to track
the specific actions shoppers take on your website.

In this section we'll learn about:

Zwhat the Virtual Shopping APl is and how it works.
Awhat Shopper Events are, and the different types.
Awhat eCommerce subfields are and the different types.

What is the Virtual Shopping Client API?

Once you have added the Virtual Shopping JavaScript code snippet to your pages, you will then have
access to the Virtual Shopping API. The Virtual Shopping Client API interacts with and listens to Shopper
Events and sends tracking events to you. Shopper Events can then be easily set up on your page
template.

/\ The Virtual Shopping Client API should only be accessed after the On-site Chat feature has
been added to your website. Learn how to do this here.

The Virtual Shopping Client API exposes a track method which can be used to track actions, page
views, and eCommerce events across your website. Tracked Shopper Events are then processed and
shown to store teams to inform them of the customer's needs and their journey prior to and during the chat.

What are Shopper Events?
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Shopper Events provide insights into the behaviour of every shopper browsing your website. There are
several types of Shopper Events you can track to provide associates with information:

a Product View

Purchase

Basket Add

Basket Remove

Category View

Search
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/\\ Make sure 'Products view' and 'Purchased' Shopper Event tracking is set up at launch.
Virtual Shopping will not work properly without these events in place. Tracking for other
Shopper Events can always be set up later on.

eCommerce Subfields

Each Shopper Event needs to include eCommerce subfields so that Virtual Shopping can track all the key
information to show in each event. Review the full list of required subfields here:

a eCommerce Subfields

Testing Shopper Events ¢

Once the Klarna team has completed setting up your configurations on their side, it's good practice to test
that your Shopper Event tracking is set up correctly so you can feel confident ahead of launch. Find out
how to do this here:

D Test Shopper Event tracking



Product View

Shopper Event

O Viewed item

$95 \J/

Tie Dye Tee'

The Product View Shopper Event gives store experts who are about to chat to shoppers, context on which
products they have been viewing.

The Product View Shopper Event should be set up to fire on all PDP pages.

/\ Product View Shopper Event tracking must be set up at launch because it is fundamental
to using Virtual Shopping.

Product View fields:

Name Value Type Required Description
ecommerce:de The type of

type . text yes ;
tail tracking

See eCommerce
products products array yes
subfields

The product
details

@@ Key things to check

The Product ID is a required field and must reflect what was sent to the Store app in the product
feed.

e The Product ID reflects the individual product - not the group ID.
e The price is written as a humber not a String.

e The entire product array cannot be enclosed within a String.

Product View example:



hero("track", %
type: "ecommerce:detail",
products: [

1
id: "314-7216-102",
name: "Tennis Shoe Classic - Size 10",
image: "https://example.com/images/314-7216-102.jpg",
price: 70.99,
currency: "USD",
brand: "Plausible Co.",
category: "Footwear > Sports > Tennis",
location: "https://example.com/products/314-7216"

£)8



Purchase

Shopper Event

Fair Morth Watch

The Purchase Shopper Event gives store experts who are about to chat to shoppers, context on which

products they have recently purchased.

The Purchase Shopper Event should be set up to fire on all purchase complete/ thank you pages

(/N Purchase Shopper Event tracking must be set up at launch because itis fundamental to

using Virtual Shopping.

Purchase fields:

Name Value

ecommexrce:pu

type

rchase

See eCommerce
purchase purchase

subfields

See eCommerce
products products
subfields

Type

text

object

array

Required

yes

yes

yes

Description

The type of
tracking

The purchase
details

The product
details



@ Key things to check
Purchase event IDs are correct
e Every purchase event has a unique ID that can be used to record the transaction.
e The productID products: [ reflects whatwas sentto Klarna in the product feed.
e Product ID reflects the individual product - not the group ID.
e Subtotal, total, tax, shipping cost, quantity & price is written as a number - not a String.
Shipping costs are excluded

e Any shipping costs are excluded from the subtotal sent to Klarna as this is the figure that
any associate commission will be based on.

® |nthe example below, the total field is 74 . 98 which is the total price the shopper has been
charged including tax and shipping costs. The subtotal of 70.99, which excludes the
shipping cost of 3.99 butincludes tax, is the total that will be recorded against that
associate for the sale.

Tax preference is decided

e [tis up to you whether or not to include tax within the subtotal sent to Klarna. Please note
associate commission will be based on the sub-total value.

Purchase example:

hero("track", %
type: "ecommerce:purchase",
purchase: {
id: "abcd",
subtotal: 70.99,
currency: "USD",
total: 74.98,
tax: 14.20,
shippingCost: 3.99,
shippingMethod: "Store pickup",
coupon: "SUMMER_SALE"
5o
products: [
d
id: "314-7216-102",
name: "Tennis Shoe Classic - Size 10",
image: "https://example.com/images/314-7216-102.jpg",
price: 70.99,
currency: "USD",
quantity: 1,
brand: "Plausible Co.",
category: "Footwear > Sports > Tennis",
location: "https://example.com/products/314-7216"

£)3



Basket Add

Shopper Event

$120

College Blue Sweater

The Basket add Shopper Event gives store experts who are about to chat to shoppers context on which

products are in the shopper's basket.

Basket add fields:

Name Value Type

ecommerce:a
type o text

See eCommerce
products products array
subfields

@@ Key things to check
Product IDs are correct

e Thereis a Product ID for every entry.

Basket add example:

Required

yes

yes

The Product ID reflects what was sent to Klarna in the product feed.
The Product ID reflects the individual product - not the group ID.
The quantity, basket quantity, and price are written as a number, not a String.

Please note: the entire product array cannot be enclosed within a String.

@ Basket add Shopper Event tracking is not recommended for the initial launch. This
shopper eventis a 'nice to have' addition and can be set up after launch.

'Product View' and 'Purchase' Shopper Event tracking must be set up at launch because these
events are fundamental to using Virtual Shopping.

Description

The type of
tracking

The product
details



hero("track", %

type: "ecommerce:add",
products: [
1
id: "314-7216-102",
quantity: 1,
basketQuantity: 1,
name: "Tennis Shoe Classic - Size 10",
image: "https://example.com/images/314-7216-102.7jpg",
price: 70.99,
currency: "USD",
brand: "Plausible Co.",
category: "Footwear > Sports > Tennis",
location: "https://example.com/products/314-7216"

5) 8



Basket Remove

Shopper Event

"B Removed from basket

$195

Oswald Chair

The basket remove Shopper Event gives store experts who are about to chat to shoppers, context on

which products have been removed from a shopper's basket.

Basket remove fields:

Name Value

ecommerce:re

type

move

See eCommerce
products products

subfields

@ Key things to check

Product IDs are correct

Basket remove example:

Type

text

array

Required

yes

yes

e The Product ID reflects the individual product - not the group ID.
e The quantity, basket quantity, and price are written as a number - not a String.

e Please note: the entire product array cannot be enclosed within a String.

@ Basket remove Shopper Event tracking is not recommended for initial launch. This
shopper eventis a 'nice to have' addition and can be set up after launch.

'Product View' and 'Purchase' Shopper Event tracking must be set up at launch because these
events are fundamental to using Virtual Shopping.

Description

The type of
tracking

The product
details

e Product IDs are required fields and reflect that which was sent to Klarna in the product feed.



hero("track", %
type: "ecommerce:remove",
products: [
d

id: "314-7216-102",
quantity: 1,
basketQuantity: 0,
name: "Tennis Shoe Classic - Size 10",
image: "https://example.com/images/314-7216-102.jpg",
price: 70.99,
currency: "USD",
brand: "Plausible Co.",
category: "Footwear > Sports > Tennis",
location: "https://example.com/products/314-7216"

s



Category View

Shopper Event

Category Viewed

“Accessories”

The Category view Shopper Event gives store experts who are about to chat to shoppers, context on
which product categories they have been viewing on your website.

@ Category view Shopper Event tracking is not recommended for initial launch. This
shopper eventis a 'nice to have' addition and can be set up after launch.

'Product View' and 'Purchase' Shopper Event tracking must be set up at launch because these
events are fundamental to using Virtual Shopping.

Category view fields:

Name Value Type Required Description

type t text es The type of
even :

P y tracking

category- The type of

action . gory text yes ) typ.
view Interaction

The name of t
value - text yes

category

URL of the pa

location - text yes )
being tracked

Category view event example:

hero("track", %
type: "event",
action: "category-view",
value: "Accessories",
location: "https://example.com/categories/accessories"

B8



Search

Shopper Event

Searched

"Drassas"

The Search Shopper Event gives store experts who are about to chat with shoppers, context on which
products shoppers have recently searched for on your website.

@ Search Shopper Event tracking is not recommended for the initial launch. This shopper
eventis a 'nice to have' addition and can be set up after launch.

'Product View' and 'Purchase' Shopper Event tracking must be set up at launch because these
events are fundamental to using Virtual Shopping.

Search event fields:

Name Value Type Required Description
ty m toxt . The type of
e even X S .
P y tracking
) The type of
action seazrch text yes _ ,
interaction
The value bei
value - text yes
searched

URL of the pa

location - text yes )
being tracked

Search event example:

hero("track", {
type: "event",
action: "search",
value: "bedding sets",
location: "https://example.com"

58



eCommerce Subfields

eCommerce subfields are the mandatory items you will need to provide Virtual Shopping with to ensure

Shopper Events track all the key information.

@ Please note if all recommended fields have not been included during set up, Virtual Shopping

will fall back on the data provided in your Product Feed.

Here is a full breakdown of required and non-required fields:

Purchase array item subfields

Name Type Required
id text yes
subtotal number yes
currency text yes
total number no
tax number no
shippingCost number no
shippingMethod text no
coupon text no

Product array item subfields

Description
The purchase/order

The total price for al
products in a purch:

The purchase curre
(1ISO 4217)

The overall adjuste:
total calculated pric
for all of the product
a purchase

The purchase tax

The purchase shipg
cost

The purchase shipg
method

The purchase coup



Name

id

gquantity

basketQuantity

name

image

price

currency

location

brand

category

Type

text

number

number

text

text

number

text

text

text

text

Required

yes

yes*

yes**

recommended

recommended

recommended

recommended

recommended

no

no

* Required for Purchase, Basket Add and Basket Remove Shopper Events

** Required for Basket Add and Basket Remove Shopper Events

Description

The unique product
or SKU (must exact
match one product i
the Product Feed)

The product quantit

The new basket
quantity for this proc

The product name

The product image
URL

The product price

The product currenc
(1ISO 4217)

The product URL
The product brand

Must match the

category hierarchy 1
this product as defir
in the Product Feed
E.g. Menswear >
Shoes > Brogue



Cookie requirements

@ Depending on which cookies shoppers accept on your website, it is necessary to ensure that
On-site Chat is only shown to shoppers who accept the required cookies for Virtual Shopping.

How Virtual Shopping uses cookies

To provide a tailored experience, Klarna uses cookies and similar tracking technologies. Find more details
on these and how they work here.

You can view full details on which cookies Klarna Virtual Shopping uses in our privacy policy.

This site uses cookies and similar technologies to function properly and to provide the services present on it, for which your consent is not required. It uses analytical cookies (own and third
party) to understand and improve users’ browsing experience, and profiling cookies (own and third party) to send you advertisements in line with preferences displayed while browsing
online, for which your consent is required.

By clicking "Accept all cookies", you consent to the use of the aforementioned cookies. To manage or disable cookies, click on "Cookie Settings". By clicking "Allow only technical
cookies", you can continue browsing and only technical cookies will be installed. For more information, please visit our Cookie Policy.

ACCEPT ALL COOKIES

Example of a cookie banner. Virtual Shopping should only be displayed if a shopper accepts the necessary cookies.

COOKIE SETTINGS ALLOW ONLY TECHNICAL COOKIES

Display requirements

When a shopper browses your site, On-site Chat must only be displayed if a shopper accepts the
necessary cookies.

If the shopper declines the use of cookies, the code for Virtual Shopping should not be initialized.

@ Most of our partner merchants categorize Virtual Shopping cookies as functional cookies.
However, you can decide for your site whether Virtual Shopping cookies are strictly necessary
or functional.

Additionally, as is standard in cookie banners, shoppers should have the option to allow or deny cookie
permissions from your cookie banner (or dedicated "manage cookie permissions" pop-up), whether asking
for implied or explicit cookie consent.

Take a look at the following example of how this could be done:


https://privacy-dc.virtual-shopping.klarna.com/privacy-notice/

Cookie Centre

Functionality cookies

Functionality cookies are used to activate specific functionalities of the website and a series of
options (for example, language, the products selected for purchase), to improve the service provided.
If you disable this type of cookie, some services or certain functions of the website might not be
available or function properly, and you could be forced to change or manually enter some information
or preferences each time you visit the website.

ENABLE: OFF ON

Analytical cookies

Analytical cookies, including those of third parties, allow us to understand how the website is being
 nead hiurueare Thaca nanlkiac dAa nat nallant infarmatinn raaardinAa vuaur idantihe nar anv nareanal

ACCEPT ALL COOKIES SAVE

Your website may categorize cookies in different ways, and accordingly, the cookies required for Klarna Virtual Shopping may be included

in a category such as "Functionality cookies". It must be possible to enable or disable these.

Accessibility requirements
Your cookie notice should meet AA requirements for accessibility guidelines.

As part of the launch process, we’ll test your cookie notice against these guidelines and share advice on
any improvements to make to better comply with accessibility standards.

Privacy policy requirements
Itis also a requirement to link to Klarna Virtual Shopping's Consumer Privacy Notice.
You can include this link in the following places:

e Directly in your cookie banner.

e Within your cookies permissions pop-up.

e On a dedicated cookies policy page.

e Within a dedicated privacy and cookies centre (which is accessible from your cookie banner).


https://privacy-dc.virtual-shopping.klarna.com/privacy-notice/




Configure Virtual Shopping



Overview

Configure Virtual Shopping for the best shopper experience

In this section, you'll find out how to configure Virtual Shopping to give shoppers the optimum experience.
Read on to set up:

4Product recommendations for shoppers by integrating your Product Feed
4on-site chat showing at the right moments with Whitelisting / Blacklisting and Follow Rules

6 Integrate Product Feed

D Set where Virtual Shopping appears



Integrate Product Feed

Setting up Virtual Shopping for product recommendations

With the Store App, experts can recommend products to website visitors during a chat to drive sales.
These product recommendations are sent as Product Cards, which a store team member can send to a

shopper during a chat.
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How to integrate your Product Feed with the Store app

For this to work, the Store App needs access to a Product Feed in CSV or XML format.

To share your Product Feed with Virtual Shopping, you can share a publicly accessible URL or an SFTP
for Virtual Shopping to fetch it from - or we can provide an SFTP for you to putitin.



/\ Please ensure each product entry contains:
e Product SKU Code
e Product Title
e Product Image(s) URL
e Product URL
e Price
e Description

e Currency

e Category
e Stock Quantity

@ We also recommend you include other fields that contain terms your associates may use to
describe or search for a product such as:

e Sale Price

e Size Variant

e Color Variant

e Additional image URLs

e Style Code or Master SKU (i.e. to group SKUS)
e Brand Name

e Barcode Number

Virtual Shopping indexes the Product Feed at least once per day so that the products available for
associates to share in chats with shoppers are representative of the latest online product catalogue. Virtual
Shopping can refresh the product feed more frequently if necessary.

Stock Changes

We recommend ensuring all products remain in a product feed, whether they are in stock or out of stock.
Simply declare the stock quantity as © when out of stock, and we'll do the rest.

This ensures Virtual Shopping still has access to all products in your inventory, and experts can
recommend these products.

Creating Your Product Feed

To ensure a seamless handover and quick setup, we recommend sending Virtual Shopping your Product
Feed in an easy-to-handle format.



{\ Please note to remain compliant with our cloud communications platform, no prohibited product
(such as CBD) can be included within your product feed. For further information please visit our

partner's Terms of Service.
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1 skucode  group_sku e description currency normal_price sale_pricestock, quamwy il categories image_URL gender size color  barcode
2 |HOO750006 500211 VS Sense Shampoo 260m  Enhance your senses with VS Shampoo, the lconic product GBP 18 »Baty > o> Srampes RS s SUNSINRILHOOOTS000:1 1S Unsex. ONE No olur SEZS1SE050870
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HO0755006 500215 VS Condiioner Red 250ml  The utimate VS conditioner in red 2 2 hngs lexample kiama com/products/VSConditionerRe25 Beauty > Body > Hair > Conditioner it /i1 aws ws/i/VS/000500216-H000755006- 17§\avge$ Unisex ONE No Colour 5025155050915
[HO00756006 500217 250m Ennance VS Shampoo, the Iconic prc GBP 7 ktl eauty > Body > Hair > Shampoo  hipLi1 aws wsi\/S/000500217-H000756006-12SlargeS Unisex ONE No Colour 5025155050916
S |HODOTS7006 500218 VS Conditioner Copper 250mI  The ultimate VS conditioner n Copper 2 za Xl KA ConircuctsSCOnion Cospe Beaty > Body > alr > Condtoner i, s <1 (SQ005002 - HOQOTSTO00 sams Unisex ONE No Colour 5025155050917
0 |HO00758006 500219 VS Shampoo Tobacco 250mi  Enhance your Tobacco locks with VS Shampoo, the Icoric pi GBP 18 3 hitps lexample kiarna. odcSVSShampooTobacea Beauty > Body > Hair > Shampoo b /i1 aws ws/I/VS/000500218.HO00758006-1751argeS Urisex ONE No Golour 5025155050918
HO00759006 500220 VS Conditioner Tabacco 250l The uitimate VS conditioner in Tobacco 2 . 4 hitps » oty »Hoir > Conitoner o1 aws wsi/VS 000500220 1000756006-7SlrgeS Unises ONE No Golour SO25155050819
2 00760006 500221 250m Ennance your with VS Shampoo, the Iconic GBP 18 4 hitps /lexample kiama com/prodcts/VSShampooChocolal Beauty > Body > Hair > Shampoo i VS/000500221-H000760006- 17Slarges Unisex ONE No Golour 5025155050920
13 |H000761006 500222 VS Conditioner Chocolate 250mI The ultimate VS conditioner in Chocolate. cBP 2 § bl enae oot SCondianaClogs Boaty » Boty » o > ondtorer i1 sNS U222 SOODTE 08 175u0e Lsex ONE N Colour 5026155050021
4 |HO01323006 500398 VS Infusion Spray 100! Let VS Infuse your hair = 2 19 16 hllos lexample kama oISV SInfsionSoray 100 Beauty > Body > Hair > Styling aws ws/IVSI000500308 H001323006 17SlaigeS Unisex ONE No Colour 5025155050922
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Below we've assembled an example table of property names that you can use when setting up your
Product Feed to send to Virtual Shopping. If using these names is not possible, the Virtual Shopping team
can map your feed as part of the launch process.

@ For an example Product Feed containing example property fields, download the below attached

example.

VS-Example-Product-feed-v1.0.csv 7KB

Text

Please scroll to the right in this table to see example values.


https://www.twilio.com/legal/aup

Property

sku_code

group_sku

title

description

currency

normal_pzrice

sale_price

stock_quantit
y

Type

string

string

string

string

string

number

number

number

Required

yes

no

yes

yes

yes

yes

no

yes

Description

The unique
identifier for a
specific product.

The identifier for a
group of products:
each variation i.e.
size / colour
or fabric will
have a unique
identifier

it's sku_code.

The group_sku
is used to ensure
product variations
appear under the
same productin the

app.
A product's title.

Description of the
product with all
markdown or HTML
removed.

The IS0-4217
currency code for
this product. This
will generally be the
same for all
products in a feed.

How much the
product usually
costs.

If the productis on
sale, how much it
costs while on sale.

How many units of
this product are
currently in stock.
You can supply a
1/0 forinand out
of stock,
respectively.

Example Value

314-7216-102

314-7216

Relaxed Fit T-sh

Our classic 1009
cotton relaxed fit
shirt

GBP

99.99

79.99

34



url

categories

image_url

alternate_ima
ge

gender

size

URL

string

URL

URL

string

string

yes

yes

yes

no

no

no

A link to the
product’s product
detail page.

The category
breadcrumb trail for
this product, as a
delimited string.

A link to the main
image for this
product.

One or more links to
images for this
product.

Csv

If you have multiple
additional images
use columns with
an incremented
number e.g.
alternate_ima
ge_1
alternate_ima
ge_2

XML

Wrap each URL in
the same tag e.g.
<alternate_im
age>URL_1</alt
ernate_image>
<alternate_im
age>URL_N</alt
ernate_image>

If you have gender
specific products,
you can supply a
value for gender.

Include for products
that have size
variations.

Include for products

https://example.c
/products/01234,
DefGH

Ladies fashion >
Jeans & Trouser
Skinny jeans

https://fexample.c
/products/01234,
DefGH/images/C

ljpg

https://fexample.c
/products/01234,
DefGH/images/C

2.jpg

unisex

XX-Small


https://example.com/products/01234AbcDefGH
https://example.com/products/01234AbcDefGH/images/0001.jpg
https://example.com/products/01234AbcDefGH/images/0002.jpg

colorx string no that have colour Navy
variations.

Include for products
fit string no that have fit Relaxed
variations.

Include for products
fabric string no that have fabric
information.

98% Cotton, 2%
Elastane

Include if you need
barcode string no to show barcode 0100234567890
information.

Include for products
collar string no that have collar Point
variations.

Include for products
feature string no that have feature Hidden Pocket
information.

Representing discounted/sale prices

If a product is currently on sale, we can display it in the Store App for Product Experts (not to shoppers)
with "strikethrough" pricing. If you provide a sales_pzrice value for a product, we will display the
normal_pzrice crossed-out, and the sale_pzrice inits place.

For example:

"noxrmal_price": 449.00,
"sale_price": 369.00,
"currency": "GBP",



X Watch presentation box

Watch presentation box
£369.00

Product Details

This attractive leather and suede box provides safe
storage and an attractive presentation for your
horological collection.

ltem ID: 021-0477




A product showing in the Store App for Products with "strikethrough" sale pricing



Product Feed error reports

We provide you with error reporting for your product feeds. This will help you ensure product feeds are
regularly updated without any disruption.
Get notified of any issues with your Product Feed.

Virtual Shopping indexes the Product Feed at least once a day to ensure your product experts have
access to your latest online offering. If there are any issues, which means indexing fails, your designated
contacts will be notied by email.

Proactively resolve product feed issues.

The email will contain a CSV file containing clear details of what the errors are to make it quick and simple
for you to resolve these. In this section, you'll find details about what each error means, and how you'll be
able to resolve them.

Happy Product Feed, high performing product experts.

Being able to quickly resolve any issues helps keep your product feed up-to-date. That in turn helps you
ensure your product experts have access to the latest information on pricing, availability and assortment to
continue making recommendations and driving sales.

How it works
Select one or multiple assigned contacts to receive Product Feed Error Reports.
When your Product Feed is indexed, if any errors are encountered, these contacts will receive an email.

This email will contain a CSV error report, detailing exactly what the errors are. This will contain links to
the relevant documentation (listed in this section) to help you quickly resolve the error:

a General validation errors

6 Field-specific errors

Your team will be able to resolve the error(s). Following this, no further reports will be sent and the
Product Feed will be indexed.



FAQs

v

Where can | find more information about Product Feeds and the possible errors?

Check out the page "Integrate Product Feed" to the left to learn more about how the Product
Feed works.

If you're sent an error report, we'll include the following links to documentation covering different
error types and how to resolve them: General Validation Errors and Field-specific Errors. You can
also find this documentation in this section.

Are Product Feed Error Reports mandatory for all Virtual Shopping Merchants?

These reports are intended to help merchants quickly resolve issues with Product Feeds and
avoid resulting problems for product experts. If you would not like to receive reports, please let us
know.

Who will receive the error reports?

We'll ask you to provide details for a contact person or persons who will be notified of errors via
email during the set-up process. These may be technical team members who are best placed to
quickly resolve any issues.



General validation errors

Common issues encountered when processing product feeds
[3 Missing/lempty mandatory field
(Y Invalid URL found

(Y Invalid Number found

[3 Unable to process feed



Missing/lempty mandatory field

This field is mandatory, thus its value cannot be empty

The field in question is designated as mandatory but no value has been found for the given product.

Possible resolutions

1. Amend the product feed to provide the missing data.
2. Amend the product feed to omit products that do not meet the mandatory data requirements.

3. Amend the field definition in Klarna VS to make it optional (this comes with the tradeoff that missing
data will no longer be caught for all products).



Invalid URL found

The following value is not a proper URL: www.klarna.com

Any field designated as a URL, and which contains data, must contain a valid URL according to the URL
Standard. The most common cause of this error is a missing https:// prefix.

Possible resolutions

1. Amend the product feed to correct the invalid URLs

2. Amend the product feed to omit products for which no valid URLs are available


https://url.spec.whatwg.org/

Invalid Number found

The following value is not a proper number: Large

Fields which must be numbers (for example, pricing fields) must contain valid numbers. A common cause
of this error is when a number is sent with separators instead of as a plain number. For instance:

e |ncorrect: 20.300,99
e Correct: 20300.99
Possible resolutions

1. Amend the product feed to correct the formatting of numbers.

2. Amend the product feed to omit products for which there is no valid numerical data



Unable to process feed

In order to index your product feed Klarna VS must be able to access the feed file, and the file must be
complete and in a valid format. Common errors in this category include:

¢ A feed file has moved or been renamed (the product feed URL returns a 404 "Not Found" error)

e Authentication requirements for the feed URL have changed (e.g. a password has changed, or a
password is now required where one was not previously required)

e A feed file is incomplete or otherwise corrupted (e.g. a truncated XML feed file which is no longer
parseable as valid XML)

Possible resolutions

1. Ifthe feed file has been moved or renamed, update your product feed URL under Account Settings in
Dashboard (or provide your Klarna VS account manager with the updated details)

2. If authentication credentials have changed, provide the updated credentials to your Klarna VS
account manager

e You can identify traffic from the Klarna VS product feed indexer by its source IP addresses, which
are 54.228.73.53, 54.78.118.192 and 99.81.185.60

3. Ifthe feed file is incomplete or corrupted then you will need to check the status of the system that
generates the feeds; this isn't something that Klarna VS can directly assist with

4. Ifyou are unable to publicly host your product feed file we provide you an account on the Klarna VS
SFTP server where you can upload your feed files securely; if this is something you require, speak to
your Klarna VS account manager



Field-specific errors

(Y SKU code
(YImage URLs
(Y Categories

(Y Description



SKU code

Missing SKUs
A product without ID has been found. Please revise the product feed and make sure all IDs are in place

All products in the feed must have a unique ID; this error occurs when the field marked as the unique ID is
empty.

Possible resolutions

1. Amend the product feed to provide the missing data

2. Amend the product feed to omit products which have no unique ID

Duplicate SKUs

Klarna VS requires that products have unique identifiers. We use these unique identifiers when tracking
shopper purchase events, where we require that purchase events specify a unique ID that matches one
we have in your product feed.

If a feed contains multiple products with the same unique ID (SKU) then it will fail validation because

duplicate SKUs may have different prices or other differing data that will make our reporting inaccurate.

Possible resolutions

1. Amend the product feed to remove duplicates

2. Amend the field definition in Klarna VS to reference a different field in the product feed file (one which
does contain unique IDs without duplicates)



Image URLs

Missing product image URLs

Klarna VS considers the product image field/s to be mandatory, so missing data is treated as a failure.

Possible resolutions

1. Amend the product feed to include the missing product images

2. Amend the product feed to omit products which do not have product images (perhaps these are test
products which are not appropriate to share with shoppers)

3. Amend the product feed to include a generic placeholder image for the products that do not have
actual imagery

Invalid product image URLs

In order for the product image URLs in the feed to be used by Klarna VS they must be valid URLs. See our
"Invalid URL found" documentation for examples of common issues with the validation of URLSs.



Categories

Empty category data

All products in the feed must have a category hierarchy; this is used to generate the structure of the
Products feature in the Virtual Shopping Store App.

Possible resolutions

1. Amend the product feed to include the missing category data
2. Amend the product feed to omit products for which no valid category data is available

3. Amend the field definition in Klarna VS to include a default category such as "Uncategorised” (this
comes with the tradeoff that missing data will no longer be caught during validation)

This is how Experts would see the Uncategorised category when browsing Products (it appears as a
normal top-level category in the existing hierarchy):

all Vodafone RO 11:03 9 3%
X All Products
Q Search

Saude e desporto

Suportes Macbook

Suportes iPad

Suportes iPhone

Teclados

Teclados iPad

Toalhitas de limpeza

TrackPad

Uncategorised



«ll Vodafone RO &
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Results (1)
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44,99 €




Description

Empty description data

A common cause of validation failures with descriptions is missing/empty description data. By default
Klarna VS considers the production description field to be mandatory, so missing data is treated as a
failure.

Possible resolutions

1. Amend the product feed to include the missing description data

2. Amend the product feed to omit products that do not have descriptions (perhaps these are not public
products, or are otherwise not suitable for recommending to shoppers)

3. Amend the field definition in Klarna VS to make it optional (this comes with the tradeoff that missing
data will no longer be caught for all products)

Malformed description data

Product descriptions are often longer and contain a wider range of characters, than other text fields.
Common problems that we see include:

1. Descriptions in a CSV product feed that contain " quotation characters or \n newlines that are not
properly escaped and/or quoted

2. Incorrectly-encoded Unicode characters (for example, “" quotation characters or emoji)

Possible resolutions

1. Amend the product feed to correctly format the description field (if using CSV format, we strongly
recommend using an RFC 4180 compliant CSV library rather than manually quoting/escaping values)

2. Amend the product feed to use the UTF-8 text encoding to avoid issues with Unicode characters


https://datatracker.ietf.org/doc/html/rfc4180

Set where Virtual Shopping appears

What is "Manage Display"?

Manage Display is a feature that enables you and your team to easily configure where and when Virtual
Shopping On-Site Chat appears on your website. You can also see at-a-glance where Virtual Shopping is
currently appearing in your website.

MWewin  Clothing  Homewnre  Beauty  Tech THE STORE" Ts&kCs  Help  Signin I

Free shipping on orders over $100

Anderson Sneaker

Chunky Sols in Hatural White
£100

i af..‘ Ask our in-store team

nabout & praduct? G
advice

@ Manage display is the updated version of our service previously referred to as “URL Blacklisting
& Whitelisting ". As of July 2022, we've updated the name of the service, and made it easier
than ever for you and your team to use.

Within the Manage Display feature, you and your team have the option to use our “simple mode”, for team
members of any technical ability to configure how Virtual Shopping appears, or “advanced mode”, for
technical teams that want to apply more complex rules for how Virtual Shopping displays.

{\ Advanced mode and simple mode for your display settings cannot be used together. Using
simple mode will override your advanced mode settings, and vice versa.

Getting started configuring your display settings

During your launch you will be provided with a Google Sheet for you to add your preferred rules.



@ When first implementing On-site Chat, the Javascript code snippet must be added to every page
of your website including the checkout confirmation page, apart from sensitive checkout pages
which are optional. This is important so that chats can follow shoppers from page to page and
sales are tracked correctly.

While Virtual Shopping can apply rules to 90,000 URLs via Advanced Mode, we do not recommend
supplying long lists of URLs because this can impact how quickly the chat loads.

Please note without either any display rules in place, the On-site Chat icon will display everywhere
on the website where the tag is deployed.

When will | need to use this feature?

You will need to use this feature any time you want to adjust on which pages the On-site Chat displays.
This could be during the launch of a new product, when running tests on your home page, and more.



Using Simple Mode

Simple mode is our most user-friendly option for managing your display settings, complete with clear
guidance and automatic corrections for duplicate URLSs. In the majority of cases, we would recommend
that new merchants use this mode.

By default, the On-site Chat plugin will appear on every page of your site. You can choose to hide
the chat on certain pages of your site with display rules.

About display rules

Managing how and where On-site Chat is displayed has two components:

e The URL: The URL defines the section of your site where Virtual Shopping shouldn't appear.

e The display rule: This rule defines optional exceptions to the rule.

In the simple mode, you are offered two different display rules that can be applied to your preferred URLSs:
“Only ongoing chats displayed” or “No chats displayed”.

Here you can determine whether you want a page to display the On-site Chat if the customer is still in the
middle of an ongoing conversation, or if you would rather the page didn’t display On-site Chat altogether.
In order to apply one of these rules to the URL in question, you can add the URL to the appropriate text
areas.

For example: We suggest hiding the On-site Chat on your checkout pages, your support/FAQ pages, or
your careers page. The URLs for these pages should be added to the “No chats displayed” section.

In order to ensure that your pages can have the rules properly applied, please take the following
steps:

1. Ensure that you are adding the full link (including “http://” or “https://)

2. Ensure that you are adding the full URL for each page not applying any regex rules. In order to apply
regex, please switch to Advanced Mode.



Using Advanced Mode

By default, On-site Chat will appear on every page of your site. You can choose to hide the plugin on
certain pages of your site with "denied" rules. Each "denied" entry consists of two parts: a partial URL and
a display rule. The partial URL defines the section of your site where Virtual Shopping shouldn't appear,
and the display rule defines optional exceptions to the rule.

Using the advanced mode affords you the same rules that existed in “Simple Mode” that you can apply to
any of the pages that you wish to add to your Allowed/Denied list. In order to use advanced mode, please
download the template CSV, and fill in your urls with your preferred rule. Then simply upload the .csv file
and hit save in order to ensure your changes are applied!

Rule 1: “False”

The false follow rule means that shoppers will never see the On-site Chat on any page matching that
partial URL. The chat cannot follow them onto those pages, even if they have an active conversation
started elsewhere on the site. This is the rule that is applied in the “No chats displayed” section on Simple
Mode.

Rule 2: “In Progress”

The in-progress follow rule means that shoppers can only see the On-site Chat if they are in the midst of a
chat with an Expert. Any pages matching that partial URL will hide the chat for users who are not currently
engaged in a chat. This is the rule that is applied in the “Only ongoing chats displayed” section on Simple
Mode.

In order to apply these rules, you can download the .csv template from the Advanced mode page, add your
partial URLs, and add display rules. Once the .csv is updated, simply re-upload your new display rules to
the Manage Display tool.

For more information on regular expressions, please visit our page on advanced mode: https://docs.virtual-
shopping.klarna.com/configure-hero/blacklisting-whitelisting/advanced-blacklisting-and-whitelisting-
configuration

To ensure that your pages can have the rules properly applied, please take the following steps:

1. Ensure that you are adding the full link (including “http://” or “https://)

2. Ensure that you are uploading a .csv file, and not a .xIsx file



Advanced Mode Examples

(@ Most Virtual Shopping integrations don't require advanced mode. Below we have provided
some advanced examples and link to further detailed technical documentation on regular
expressions.

To reiterate In most cases these are not required. If you have any concerns or require specific
assistance please contact help.virtualshopping@klarna.com.

Introduction to regular expressions

@ If your website has a large number of unique URLs we recommend using regular
expressions RegExps to match multiple URLSs using a single row / rule. That said, we also
recommend using RegExps sparingly to balance the number of rows and the complexity of
the RegExp to avoid running into performance issues with either.

A regular expression, or regex for short, is a pattern describing a certain amount of text.

The URLs that we've been using in blacklisting rule examples so far are an example of regular
expressions. For instance, the special $ character which matches the end of the URL.

Regular expressions are a complex topic and can be a powerful tool, for a comprehensive breakdown we
would refer you to the following resources:

1. Technical introduction to Regular Expressions
2. Mozilla Javascript Guide section on Regular Expressions

3. Regex101, an interactive tool for building & testing Regular Expressions

Scheduling activation and expiry of rules

Virtual Shopping supports scheduling the activation date & time of a rule as well as their
deactivation/expiry.


mailto:help.virtualshopping@klarna.com
https://developer.mozilla.org/en-US/docs/Web/JavaScript/Guide/Regular_Expressions
https://www.regular-expressions.info/quickstart.html
https://www.regular-expressions.info/quickstart.html
https://regex101.com/

Listing Follow Timezon Schedul Schedul Expires Expir

URL i :
Type Rule e ed Date ed Time Date Time
www.exa
mple.co
, Europe/ 2021-08-
m/july- allow false , 00:00
Paris 01
sale-
2021
www.exa
mple.co
Europe/ 2022-01-
m/2022- .
collectio deny false Paris 01 09:00
n

In the above examples, we have a deny rule for our example July Sale page which activates at midnight
on the 1st of August, stopping Virtual Shopping from appearing any further.

Additionally, we have a rule for our upcoming new year's collection which is currently blacklisted and the
rule is set to expire on January 1st, from then on we would like the Virtual Shopping On-site Chat plugin
will start appearing on the collection page.

Scheduling rules for an operational launch

If needed, Virtual Shopping supports scheduling your blacklisting rules for your initial operational launch.
For example, the Virtual Shopping JavaScript can be added to your production site ahead of the
operational launch, and set with a blacklisting rule that prevents Virtual Shopping from appearing on any
page. This rule can then be set to expire at your designated go-live time.

URL Listing Follow Timezon Schedul Schedul Expires Expir
Type Rule e ed Date ed Time Date Time
) Europe/ 2021-10-
x blacklist false . 09:00
Paris 18
www.exa .
) inprogre Europe/ 2021-10-
mple.co blacklist , 09:00
SS Paris 18
m$
www.exa
mple.co Europe/ 2021-10-
P blacklist  false op 09:00
m/check Paris 18
out
www.exa
mple.co inprogre Europe/ 2021-10
m/order- blacklist prog .p 09:00
. SS Paris 18
confirmat

ion



In the above example we use the pattern .* to blacklist all possible URLs with a rule set to expire at 9am
on the 18th of October (our operational go-live date). Our desired blacklisting rules are then scheduled to
activate at the same time. This will prevent the On-site Chat plugin from appearing at all on our site before
the allotted launch time.

Whitelisting

Although it is not commonly needed, On-site Chat does support whitelisting as an alternative to
blacklisting.

With blacklisting, if a URL pattern is blacklisted then all other URLs are implicitly "whitelisted" (i.e. On-site
Chat will appear). The opposite is true for whitelisting: if a URL pattern is whitelisted then all other
URLs are implicitly blacklisted (note though by default they will be blacklisted with the follow rule of
inprogress , meaning On-site Chat will appear if the shopper is in an active chat).

The most common use for this is to whitelist a single URL (typically a low-traffic page) to perform initial pre-
launch testing in production. For further information on testing your Virtual Shopping integration, please
see our testing documentation.

For instance, we can whitelist our terms & conditions legal page so that the On-site Chat plugin appears

but will be hidden on all other pages:

URL Follow Rule Type
www.example.com/legal/terms$ inprogress whitelist
Whitelisting can also be useful if you want On-site Chat to appear on a minority of your website's pages

where using a few whitelisting rules results in a smaller/simpler overall configuration (i.e. provide few
whitelisting rules instead of many blacklisting rules).

Let's imagine we only want On-site Chat to appear in two product categories, and have many other
categories and non-product site sections where we do not want On-site Chat to appear.

URL Follow Rule Type

www.example.com/products/out ) -
. inprogress whitelist

door-furniture

www.example.com/products/kitc ) e

inprogress whitelist

hen

www.example.com/checkout false blacklist

www.example.com/support false blacklist

www.example.com/careers false blacklist

In the above example all product pages under the products/outdoor-furniture and
products/kitchen categories will be whitelisted (On-site Chat will appear) and all other pages on the
site will be blacklisted with the inprogress follow rule (On-site Chat won't appear unless the shopper
is currently in an active chat).


https://docs.usehero.com/test-hero/overview

We also set specific blacklist rules with the false follow rule to prevent On-site Chat from ever
appearing on a few specific pages such as our checkout path and all support pages. We don't need to
provide blacklist rules for all of our other product categories or non-product sections of the site.

Advanced examples

Language or region-specific URLs
There are many different ways that languages and geographic regions are represented in website URL
paths, here we will look at some of the most common.
Showing Virtual Shopping on only one language version of a site
The first component of our URL path is a language identifier such as "fr" or "de", and we only wish to allow
Virtual Shopping on the French pages of our site.
URL Pattern Follow Rule Type
www.example.com/(?!fr|FR) false blacklist
The example above uses a negative lookahead regular expression to match any URL that does not have
fr asits first component. See this example in Regex101.
Showing Virtual Shopping on all language versions of a site

Our site may have many localisations and we need to write blacklist rules that apply to all of them,
targeting a section of our site while ignoring the language/region identifier.

In this example, we have multiple languages available on our site at URLs like example.com/en,
example.com/fr, example.com/xo etc.

URL Pattern Follow Rule Type
www.example.comV[a-zA-Z] false blacklist
{2support

www.example.comV[a-zA-Z] false blacklist

{2}\checkout
In the above example, the On-site Chat plugin will never appear on the support or checkout pages of any
language. See this example in Regex101.

Alternatively, our site may have combined both regional and language identifiers with URLS such as
example.com/ch/ch-FR, example.com/ch/ch-DE or example.com/ca/en


https://regex101.com/r/4sjsgt/1
https://regex101.com/r/AnLu8a/1

URL Pattern Follow Rule Type

example.comV[a-zA-Z}{2}V[a-zA-
Z){2}(-[a-zA-Z}{2})? false blacklist
VproductsVlighting

In the above example we have blacklisted the products/lighting category for all regions &
languages with a single rule. See this example in Regex101.
Allowing optional characters at the end of URLs
Many sites have pages that can also be accessed with a trailing / character on the end of the URL. E.qg.
accessing the homepage with either example.com or example.com/ . If a site behaves like this and
we wish to blacklist Virtual Shopping on our homepage, then we will need the following rule:
URL Pattern Follow Rule Type
www.example.comV?$ inprogress blacklist
The above rule will blacklist Virtual Shopping on the homepage, ignoring the trailing / character if it's
present. See this example in Regex101.
Allowing for sites to be accessible with and without the www subdomain

Some sites are served from both the www subdomain and the main domain itself. For instance,
www.example.com/support and example.com/support may both be valid URLSs serving the
same content. In this case, we can omitthe www from the pattern and the pattern will still match both
versions of the URL:

URL Pattern Follow Rule Type

example.comVsupport false blacklist

See this example in Regex101.


https://regex101.com/r/jnc7dW/1
https://regex101.com/r/97obft/1
https://regex101.com/r/XYgW9P/1

Extend Virtual Shopping



Overview

Extend Virtual Shopping beyond your core implementation

Virtual Shopping On-site Chat is extendible - which means you can listen to and interact with it using the
Virtual Shopping Client API. Once you have finished your core set up, itis possible to go beyond your core
implementation and set up advanced events to:

4Get deeper insights into how shoppers are interacting with On-site Chat
control how On-site Chat behaves such as for routing chats
4customise how On-site Chat displays on your website

Interaction Event Listeners

Interaction Event Methods

Update customer details

Department Filtering

Customise On-site Chat

Adjust On-site Chat position

L 0O 0O 0O O O O

Creating a custom chat menu



Interaction Event Listeners

An Interaction Event is an event that allows you to understand what Virtual Shopping is doing, so that you
can react accordingly. You can write listeners to create custom journeys based on what Virtual Shopping is
doing.

Virtual Shopping is Ready

Virtual Shopping is visible to the shopper:
hero("onReady", function(event) {3%);

Virtual Shopping is in Use

The shopper has a conversation in-progress:

hero("onReady", function(event) {
if (event.messengerInUse) 1%

)i

Virtual Shopping is Not Visible

Virtual Shopping is not visible to the shopper:
hero("onShutdown", function() {%);

Virtual Shopping is Shown

The Virtual Shopping On-site Chat view has been shown:
hero("onShow", function() {%);

Virtual Shopping has been Hidden

The Virtual Shopping On-site Chat view has been hidden:
hero("onHide", function() {%);

Example:



const scrollToTopButton = document.querySelector("button.scroll-to-top");

hero("onReady", function() {
scrollToTopButton.style.display = "none";
5)8

hero("onShutdown", function() {
scrollToTopButton.style.display = "block";
5)8

Virtual Shopping Conversation has Ended

To understand when a conversation has been finished by an associate, you can use the
onConversationStatusUpdate event:

hero("onConversationStatusUpdate", function(event) {
if (event.conversationStatus === "ended") {
console.log(event.conversationId);
console.log(event.associateld);
console.log(event.associateEmployeeld);
console.log(event.now);

5) 8

Please note the following:



Name Type

event.conversationId string

event.associateld string

event.associateEmploye

strin
eld g

event.now boolean

Description

A unique ID to be able to
reference the specific
conversation.

The Virtual Shopping ID of th
associate in the conversation
Only populates when the
shopper is using the Virtual
Shopping chat and the
conversation ends.

The Employee ID of the
associate in the conversation
Only displays if this feature h.
been enabled as part of the
Product Expert sign-up proce
Only populated when the
shopper is using the On-site
chat and the conversation en

‘True' indicates that the event
happened now, in real time.
'False' indicates the event
happened in the past. Only
populates when the shopper
using the Virtual Shopping ct
and the conversation ends.

As an example, to listen for a conversation which has ended whilst the shopper is still on the active page,

the following can be used:

(event.conversationStatus === "ended" && event.now) § .. }

relation to the Conversation Ended event:

associate details.

fire.

Conversation Rated by Shopper

@ When the shopper has been down the Get Notified route there are two caveats to be aware of in

1. Ifthe page is closed when the chatis finished then the end of chat event will fire the next
time the Virtual Shopping plugin is loaded; however the event will not include the

2. Ifthe shopper is following the Get Notified link on a device different to the one where they
started the original conversation then the end of chat event won't fire at all. For example, if
the shopper starts a chat on desktop, leaves a get notified message, receives a Get
Notified SMS and follows the link on their mobile device; then the end of chat event won't



The following event can be used to read the rating value and feedback contents from the rating submission
by the shopper at the end of a chat. This can be used to populate in Google Analytics, for example:

hero("onConversationRatingSubmit", function(event) {

console.log(event.
console.log(event.
console.log(event.
console.log(event.
console.log(event.
console.log(event.

s

conversationId);
conversationStatus);
associateld);
associateEmployeeld);
ratingValue);
ratingFeedbackValue);

Department selected by Shopper

A shopper selects from the list of departments; note that this happens before the shopper sends their initial
message to start a conversation. The event payload contains the department's name and unique ID.

hero("onDepartmentSelect", function(event) {

console.log(event.

departmentName) ;

console.log(event.departmentId);
D)
Name Type Description
event.departmentName string The full name of the departmi

event.departmentld

This is the same ID used in

strin
g (Y Department Filtering

Need selected by Shopper

A shopper selects from the list of needs (these are not enabled by default, please consult your Customer
Success Manager for details).

hero("onNeedSelect"

, function(event) {

console.log(event.needName) ;

D)

Leave a message form is displayed

The Hero "Get Notified" form is shown to a shopper. This happens when Product Experts are not currently
available and the shopper leaves a message. Note that the shopper must successfully enter a valid email
or phone number for this event to be triggered.

hero("onGetNotifiedInit", function



Leave a message form is submitted

A shopper leaves a message via the "Get Notified" form.

hero("onGetNotifiedSubmit", function() {%);

Shopper searches for a nearby store

A shopper submits their postcode in order to find their nearest store. This feature is not enabled by default,
please consult your Customer Success Manager for details. Note that the shopper must successfully enter
a valid postcode for this event to be triggered.

hero("onPostcodeSubmit", function() {%);

Shopper selects a store

A shopper selects a store from the location search results. This feature is not enabled by default, please
consult your Customer Success Manager for details.

hero("onStoreSelect", function(event) {
console.log(event.storeName);

£)8



Interaction Event Methods

The Virtual Shopping Client AP| exposes a number of methods i.e. show and hide to allow you to
interact with the On-site Chat plugin.

Showing On-site Chat

This method will show the On-site Chat window. This can only be used if Virtual Shopping is available on
the page.

hero("show") ;
In this example, we show the On-site Chat when a button is clicked:

const openHeroButton = document.querySelector("button.open-hero");
openHeroButton.onclick = function() {

hero("show");

&8

Hiding On-site Chat

This method will hide the On-site Chat window. This will only close the chat window, if Virtual Shopping is
open on the page.

hero("hide");
In this example, we can hide On-site Chat when a button is clicked:

const closeHeroButton = document.querySelectoxr("button.close-hero");

closeHeroButton.onclick = function() {
hero("hide");
58



Adjust On-site Chat position

How to set the position of On-site Chat

Here we'll walk you through how to set precisely where you want to display Virtual Shopping on the
webpage. On the pages where On-Site chat can be opened, there is a Virtual Shopping icon - a button
that shoppers can click to open a chat. You can adjust its position by adding the code below to those
pages.

o

Within the On-site Chat Tag template for Google Tag Manager, under Hero Configuration Object, two rows
can be added to describe changes to the horizontal and vertical position of the icon:

<script>
window.HeroWebPluginSettings = {
applicationId: "HERO-XXXX",
translateX: "-5px",
translateY: "40px"
%
</script>
<script>(function(i,a,m,h,e,r,0){i.HeroObject=e;i[e]=i[e]| |function(){(i[e].q=il[e].ql|[]).pu



@ translateX and translateY are CSS properties that will control the Launcher Icon
position using a value in pixels. For example, setting translateX to have a value of -50px will
adjust the On-site Chat Launcher so that it sits 5 pixels below the default position.

@ Moving the On-site Chat plugin will change the behaviour of the close/minimise function of the
chat. Normally the close/minimise button is in the plugin when the chat is open, moving the
plugin will move the close/minimise button to the top right corner of the chat window



Customise On-site Chat

How to customise the On-site Chat title

While the wording in your On-site Chat is configurable at a site wide level with this APl you can customise
the title of the icon to match a specific product, category or department.

Through the Virtual Shopping API, the On-site Chat title can be updated with a specific category, subject or
department name, based on the web page or section.

@ This is useful when used alongside Virtual Shopping Department Filtering if particular sections
or pages within a website are restricted to a single department.

The example below shows the default On-site Chat Launcher title on the left, and the updated On-site Chat
Launcher title on the right, where the term Department has been passed through.

= @ THESTORE® L = 9 THESTORE® |
Womens | Womens
Explore cur winter collection, featuring Explore cur winber collection, featuring
thick knits and bald patterns fram the thick knits and bald patterns from the
calwalk Eatwalk
" San = Fiter » Bant = Filter
. Ask our In-stare
33"‘ Ask our in-store stylists RE“ Wamans stylists &_
Lopking far suggestans? Looking far suggestans?
Qur in-store team is hene to help Owr in-stare team is here to help
Mis Mis
Siripesd metallic—knil cardipan Sripesel metallic-knit cardigan
LA i
e’ S’
=
Default Customised Title

How to implement a different On-site Chat title

To change the On-site Chat title after the chat has initialised, you can fire an event that makes the following
call:

hero("update", { category: { title: "Department" % %);



In this example, the term Department is passed through and inserted into the On-site Chat title. When
using this method, the category parameter above will replace the $§ category % partof the following
title: 'Ask ourin-store  ${ category } team.

@ When used, this interaction event method will update across all of the Hero Launcher types
which can be used: Static Launcher, Interactive Launcher and Needs Selector Launcher.



Creating a custom chat menu

Using advanced events, it is possible to customise the chat menu within the Virtual Shopping Messenger
so it can sit alongside Customer Service tools. This is useful way to ensure a good shopper experience by
diverting support queries away from Virtual Shopping to a Customer Service tool.

Anderson Sneaker
Chunky Sole in Natural White

'
5100 Custom menu

Pick a Size ‘ [example only]

ADD TO BAG

Looking for help?

%4 Chat with a shoe expert

ﬁ Talk to customer support

With Interaction Event Listeners and Methods, you can create more complex interactions with Virtual
Shopping. This guide shows how a chat menu can be introduced using Virtual Shopping interaction
events.

| @ Please note that this an example as to how you could use a custom extension.

Hiding and unhiding the Launcher Icon

When your chat menu is in operation, the On-site Chat Launcher Icon can be hidden using CSS with the
element

hero-launcher-container.

Virtual Shopping is not available

The onShutdown interaction event can be used to see if Virtual Shopping is not present on the page.
This could be if associates are unavailable or the Follow Rules indicate that it should not show.



hero("onShutdown", function() §%);

Action: Hide the option to start a chat with Virtual Shopping

Virtual Shopping is available

The onReady interaction event can be used to understand if Virtual Shopping is ready to be used on the
page.

hero("onReady", function(event) {%);

Action: Show the option to start a chat with Hero

Virtual Shopping is in use

The onReady interaction event can also be used to understand whether the shopper is currently in a
conversation using the messengerInUse Boolean.

hero("onReady", function(event) {
if (event.messengerInUse) i%

5)e

Action: Hide the chat menu altogether and show the On-site Chaticon, to benefit from the incoming
notifications and alerts if the shopper is in a chat, giving them the choice to open and close when required.

Hiding / Showing Virtual Shopping

When the shopper interacts with the On-site Chat option within the chat menu, if Virtual Shopping is
available, the On-site Chat can be shown using the interaction event.

hero("show");
Here is an example:

const openHeroButton = document.querySelector("button.open-hero");

openHeroButton.onclick = function() { hero("show"); %;



Department Filtering

Controlling the department options available to your Shopper

By default all departments or teams configured for Virtual Shopping are shown to shoppers on all pages,
allowing the shopper to select the right department for them.

However, with the Department Filtering API you are able to restrict which departments are shown to the
shopper. Here are some examples of how you can use Department Filtering.

e More strictly control the journey available to your shoppers, e.g. when viewing the Women's category
only allow them to start a chat with the Women's department, or when viewing a specific product only
allow them to start a chat with your team who are experts in that product.

e Use availability filtering to only load a department when Associates are available in that department.
Virtual Shopping's standard availability features will show the plugin if just one department is
available, you can use this to hide departments on an individual level.

@ When there are multiple departments that the shopper can chat with, they need to select the
right one for them. However, if only one department is allowed to use Department Filtering then
the shopper does not need to select a department and will go straight into starting a chat, no
matter how many departments exist.

Baauty  Tech THE STORE" TskCs  Help  Signin | B9

I _

Ploaze salect a departmant
o Fromn the BET ek

- Anderson !
Chunky Solg in m

S1040
o Heaw can we help?




Department Filtering using Allow and Deny lists

Through the Virtual Shopping Client API, departments can be filtered using Allow and Deny lists. These
are fully customisable per page so you can tailor them to the unique URL structures of your website or
trigger them from events implemented by you to understand the category or product the shopper is
viewing.

@ To implement Department Filtering you will need to get the department IDs from Dashboard.
You can find these under Settings > Account Settings > Departments. Note, department IDs are
case sensitive.

If you don't see the option for Settings in the Dashboard navigation, or the option for
Departments, then contact help.virtualshopping@klarna.com

Department Filtering Rules

When allowing and denying departments, it's important to understand these rules:

@ e When one department is added to the Allow list, any departments not listed will be hidden.

e \When one department is added to the Deny list, any departments not listed will still be
visible.

e Only an Allow or Deny need to be used on any one page, however when using Allow and
Deny together, Allow will always take precedence.

Allowing Departments

@ For each type of Allow list below you will see two examples, one where only a single
department is allowed and one where multiple departments are allowed.

Allow a Department

Used when you only want to show certain departments on a page. Any departments not in the allow list
will not be shown.

Allowing a single department:

window.HeroWebPluginSettings = {
departmentAllowList: [
1
id: "43a0B73DdY" // Department ID
k5
]
L

Allowing multiple departments:


mailto:help.virtualshopping@klarna.com

window.HeroWebPluginSettings = §
departmentAllowList: [

]

id: "43a0B7JDdY" // Department ID
%,
]

id: "27HeOLj38a" // Department ID
i,
]

id: "HIW73901p1" // Department ID
3

Allow a Department if it is Available
You only want to show a department on a page when an Associate is available in that department.

Allowing a single department:

window.HeroWebPluginSettings = {
departmentAllowList: [
d
id: "43a0B7JDdY", // Department ID
constraint: §
departmentAvailable: true

]
58

Allowing multiple departments:



window.HeroWebPluginSettings = §
departmentAllowList: [

1
id: '43a0B7JDdY', // Department ID
constraint: §

departmentAvailable: true

k

k,

1
id: '27HeOLj38a', // Department ID

constraint: §
departmentAvailable: true
k
k,
1
id: 'HIW73901pl1', // Department ID

constraint: §
departmentAvailable: true

&8

Allow a Department if an Active Conversation Exists

You only want to show a department on a page when the shopper has a chat in progress with a
department.

Allowing a single department:

window.HeroWebPluginSettings = §
departmentAllowList: [
]
id: "43a0B7JDdY", // Department ID
constraint: §
conversationInProgress: true

]
58

Allowing multiple departments:



window.HeroWebPluginSettings = §
departmentAllowList: [
]
id: '43a0B7JDdY', // Department ID
constraint: §
conversationInProgress: true

id: '27HeOLj38a', // Department ID
constraint: §
conversationInProgress: true
3
},
]
id: 'HIW73901pl1', // Department ID
constraint: §
conversationInProgress: true

58

Allow a Department if a Previous Conversation Exists

You only want to show a department on a page when a user has had a previous conversation with that
department.

Allowing a single department:

window.HeroWebPluginSettings = {
departmentAllowList: [
d
id: "43a0B7JDdY", // Department ID
constraint: §
conversationExists: true

]
59

Allowing multiple departments:



window.HeroWebPluginSettings = §
departmentAllowList: [

1
id: '43a0B7JDdY', // Department ID

constraint: §
conversationExists: true

id: '27HeOLj38a', // Department ID
constraint: §
conversationExists: true
i
iF
1
id: 'HIW73901pl1', // Department ID
constraint: §
conversationExists: true

&8

Denying Departments

@ For each type of Deny list below you will see two examples, one where only a single
department is denied and one where multiple departments are denied.

Deny a Department
You only want to prevent one (or more) departments from showing. All other departments will show.

Denying a single department:

window.HeroWebPluginSettings = {
departmentDenylList: [

i
id: "43a0B73DdY" // Department ID

]
&8

Denying multiple departments:



window.HeroWebPluginSettings = §
departmentDenylList: [

1
id: "43a0B73DdY"

5

id: "27HeOLj38a"
5,

id: "HIW73901p1"

1%

Deny a Department if it is Unavailable

Do not show a department if a department is unavailable, or a shopper hasn't had a conversation in that
department.

Denying a single department:

window.HeroWebPluginSettings = {
departmentDenyList: [

1
id: "43a0B7JDdY", // Department ID
constraint: {
departmentAvailable: false

]
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Denying multiple departments:



window.HeroWebPluginSettings = §
departmentDenylList: [

1
id: '43a0B7JDdY', // Department ID
constraint: §

departmentAvailable: false

k

k,

1
id: '27He0Lj38a', // Department ID

constraint: §
departmentAvailable: false
k
k,
1
id: 'HIW73901pl1', // Department ID

constraint: §
departmentAvailable: false

59

Deny a Department if Previous Conversation Does Not Exist

Deny a department from showing if a conversation does not exist. This will only show a department if a
conversation has already happened with this department.

Denying a single department:

window.HeroWebPluginSettings = {
departmentDenyList: [

1
id: "43a0B73DdY", // Department ID
constraint: §
conversationExists: false

]
&8

Denying multiple departments:



window.HeroWebPluginSettings = §
departmentDenylList: [

1
id: '43a0B7JDdY', // Department ID
constraint: §

conversationExists: false

k

k,

1
id: '27HeOLj38a', // Department ID

constraint: §
conversationExists: false
i
iF
1
id: 'HIW73901pl1', // Department ID
constraint: {
conversationExists: false

&8

Configurations



Attribute Required Type Note

Department IDs car
requested from Virtt

id Mandatory string Shopping for Stagir
and Production reta
applications.

constraint Optional object

The department's
current availability

constraint.depar . ) -
Optional boolean state determines if i

IR considered to be in
Allow / Deny list.
Whether the Shopp
constraint.conve has a conversation
rsationInProgres Optional boolean progress determine
S itis considered to b
the Allow / Deny list
Whether the Shopp
has an existing
constraint.conve i conversation with tr
. . Optional boolean .
rsationExists department determi

ifitis considered to
in the Allow / Deny

Suggested Checklist for Creating New Departments and Implementing
Department Filtering While Virtual Shopping is Already Live on Your Site

() When a department is created through your Dashboard it will immediately show across all
pages where the On-site Chat plugin appears. If this is a problem then you may want to follow
the order of steps below for rolling out Department Filtering.

1. Implement Department Filtering for your existing departments, this will mean that the plugin continues
to behave as normal while you create the new departments

2. Create new departments Settings > Account Settings > Departments > Add Department
3. Assign relevant Associates to new departments, remember Associates can be in multiple departments

4. Update Department Filtering to use the new department IDs where you want them to appear

Using Department Filtering to deactivate a department

Virtual Shopping does not currently support deleting or removing departments. If you no longer want a
department to be available to your Shoppers then simply implement Department Filtering and add the
relevant department to a deny list on all pages.






Redirect to Customer Service

Sending shoppers to the right place -

RE° Ts&Cs  Help  Signin Be

war $100
< Women's X
22 s
Yes please!
.

No problem. I'll end the chat and
' redirect you now.

: Finish chat

Tes: finished the nversatiol
3 Transfer to someone else
se Oil

So we can connect you to a
Customer Service agent, please
click the button below.

Redirect to Customer Services

Block user

Vapour

tBeauté
et Beauté $32 Mesmerize $2
pstick Mascara

—

Sometimes, shoppers will start a Virtual Shopping chat when they actually want to speak to your Customer
Service team. It's easy to redirect these shoppers before or during a Virtual Shopping chat so that they
always reach the right person and your team members only receive relevant chats.

You can redirect shoppers to your Customer Service in 3 ways:

Before a chat:

6 Redirect before a chat with Filtering

B Redirect before a chat with the Needs Selector
During a chat:

6 Redirecting during a chat



Before we take a look at these opportunities, it's firstimportant to place On-site Chat correctly on your
website in relation to your Customer Service pages or tool.

Placing On-site Chat in relation to Customer Service pages

THE STORE® = THE STORE® S

Home > Customer Service

Here to help

Find all the information you need to help
with your query

Orders

Change or cancel an order

Missing, incomplete or damaged orders

Find in My Account

Track an order

View y~+-~hommia~ b

ﬂi‘f Ask our in-store stylists Updat Rj.’ Ask our in-store stylists

Updat
Looking for suggestions? Looking for suggestions?
Our in-store team is here to help. Deliv Our in-store team is here to help
Hockn
Ask a guestion Stand Ask & question
size | sz Next &
Delivery by our approved suppliers
s
[v] [y Gl oot o our shops
coLor
| 4 | / |
S e
Launcher on PDPs X Launcher on Customer Services pages

On-site Chat should appear on pages that are most likely to drive sales queries, usually category and
product-level pages. As a result, itis not normally suitable to place On-site Chat on your Customer Service
pages or home page.

@ To ensure Hero does not appear on your homepage, we recommend you first deploy Hero
across your whole website and then use URL blacklisting and whitelisting to ensure it is not
showing on the home page.

Placing On-site Chat in relation to a Customer Service tool

If you are using another tool on your website dedicated to handling Customer Service chats, you will want
to ensure that it is not showing at the same time as the Virtual Shopping On-site Chat. You can do this
using Interaction Events

Every time a page loads, On-site Chat fires an event to the page to say if it will load and what state it will
be in. For example, it might say it's going to load with the On-site Chat open.

With a simple listener script you can understand if Virtual Shopping is loading to the page and decide
whether or not to load your Customer Service chat solution instead. To trigger your Customer Service tool
in this way, you can use an Interaction Event Listener. Virtual Shopping offers some out-the-box scripts as
examples, or you can build one yourself.



Redirect before a chat with Filtering

Using Customer Service Filtering

If a shopper has opened the Virtual Shopping Messenger, there is signposting to guide them to your
existing Customer Service page. This is a standard part of the Virtual Shopping setup process and you
don't need to implement anything further.

Gad

Talk to a stylist in-store

m How can we help?




Redirect before a chat with the Needs Selector

Using the Needs Selector

You can give shoppers the option to select the nature of their query before they start a chat using using the
Needs Selector. If the shopper selects the Customer Service category then they will be redirected to
another page on your website, or to another tool.

G

Ask our in-store team

Message us

m What can we help with?
Advice Size & Fit
Availability in store Other
Customer Services
®
m M 3
—

When a shopper chooses this option, Virtual Shopping then redirects them to your Customer Service
page. If you have another tool you would like to direct the shopper to then you can set up a basic listener
script to hide On-site Chat and open the other tool to seamlessly put your customer into your preferred
channel.

(@) This option requires the Needs Selector to be active and the Customer Services option needs
to be turned on. If you are interested in setting up the Needs Selector in Hero Messenger,
please get in touch with your Customer Success Manager.

Virtual Shopping offers a number of example out-the-box listener scripts for Customer Service tools or you
can create your own.

Breakdown of steps

Follow these simple steps to enable this customer journey:



1. Add the onCustomerServiceRedirect listener scriptto your website

Here is an example of how to implement the listener script:

hero("onCustomerServiceRedirect", function (event) {
var customerServiceUrl = event.customerServiceUrl;
window.open(customerServiceUrl, '_blank');

)

2. Let the Klarna team know that you have implemented the listener script. They will then switch on the
Needs Selector in Virtual Shopping Messenger so that shoppers can choose to be redirected to your
Customer Service tool or Customer Service page

3. Test the implementation. We recommend you test that the integration is behaving as expected on
Staging before pushing to Production



Redirecting during a chat

Redirecting shoppers when in a chat

If a shopper has already started a chat with a member of your team but would be better served by
Customer Service, team members can transfer that shopper to Customer Service during a chat.

| — .

Finish chat v/

Yes please!
!

No problem. I'll end the chat and
Redirect to Customer Services ;' redirect you now.

Transfer to someone else

Block user g

Tessa finished the conversation

So we can connect you to a
Customer Service agent, please
click the button below.

Go to Customer Services

After the team member taps on 'Redirect to Customer Services' button in the app there are two points in the
journey where you can complete the switchover. Choose whichever gives the shopper experience you

want. The solution is the same, it just relies on listening to a different on page event. With a simple listener
script you can detect the event, close Virtual Shopping On-site Chat and open your Customer Service tool.

1. As soon as the transfer journey is initiated an event called
onCustomerServiceInstantRedirect willfire to the page.

2. After this a clear call to action for the shopper to chat to Customer Services is sentinto the chat; when
clicked this fires an event called onCustomerServiceRedirect

This means you can instantly switch tools, or give your shopper the choice to select to talk to Customer
Service.

Virtual Shopping offers a number of example out-the-box listener scripts for Customer Service tools or you
can create your own.

Breakdown of steps



Follow these simple steps to enable this customer journey:

1. Add the onCustomerServiceRedirect listener scriptto your website

Here is an example of how to implement the listener script:

hero("onCustomerServiceRedirect", function (event) §
var customerServiceUrl = event.customerServiceUrl;
window.open(customerServiceUrl, '_blank');

£)8

2. Let the Klarna Virtual Shopping team know that you have implemented the the Listener Event script.
They will then switch on the transfer feature so your teams can send the redirect button into the chat

3. Test the implementation. We recommend you then test the integration is behaving as expected on
Staging before pushing to Production

Sharing the conversation history with a customer service agent

If you would like to share the conversation with a customer service agent, we provide a transcript property
containing the conversation history. The transcript property can be accessed from the event object of the
onCustomerServiceRedirect and onCustomerServiceInstantRedirect events.

Here is an example of how this can be implemented. In this example, the third-party customer service tool
is initialised, and the transcript is sent as the first message from the shopper:

hero("onCustomerServiceRedirect", function (event) §
customerServiceSDK.init();
customerServiceSDK.sendMessage (event.transcript);

)

The transcript value is a string, and an example value is shown below:

Shopper [11:13, 11th Aug 22]
Hi, I need help with a retuzrn

Expert [11:14, 11th Aug 22]
Hi there, Our customer service team can help with that. I'll transfer you!



Example Listener Scripts

Integration scripts

Using the Virtual Shopping Client API, you can set up a redirect to any Customer Service tool. Virtual
Shopping gives you the means to create your own integration or use an out-the-box integration with:

o Kustomer
e jAdvize

e RingCentral

Custom integration scripts

If you would like to create your own integration, you can do so using the Virtual Shopping Client API;
create a Customer Service redirect listener to open your own Customer Service tool when this eventis
fired.

The name for this eventis onCustomerServiceRedirect and an example integration would look

like this:

hero("onCustomerServiceRedirect", function (event) §
var customerServiceUrl = event.customerServiceUrl;
window.open(customerServiceUrl, '_blank');

£)8

Out-the-box Example scripts

This option means you don't need to integrate the onCustomerServiceRedirect listener script.
Instead, you can just load an additional script to the page.

We suggest you load scripts in this order:
1. Customer Service Redirect Script (a list of example scripts follows below)

2. Customer Service tool script

3. Virtual Shopping script

Kustomer

Here is an example of a custom redirect script for Kustomer:



hero('onCustomerServiceRedirect', function (a) {
// 1. add the kustomer script to the page
!function(a,b,c,d){a.Kustomer=c,c._q=[]1,c._i=[],c.init=function(a){function b(a,b){al[b]=fu

// 2. intialise the kustomer chat client
Kustomer.init('YOUR_API_KEY');

// 3. start and open the kustomer chat client and hide hero
Kustomer.start({ icon: !1 %, function () {
Kustomer.open();
hero('hide');
5)g
58

iAdvize

Run this to see an example of a custom redirect script for iAdvize:



(function () %
const ONE_SECOND = 1000;
const THIRTY_SECONDS = ONE_SECOND * 30;

let interval;
let heroIsReady = false;
let areAnyHeroConvInProgress = false;

const isElementVisible = (element) => {
if (element) {
return window.getComputedStyle(element).display !== 'none';
3
return false;

fre

const hideByElementSelector = (selector) => {
const css = ‘$§{selector? { visibility: hidden !important; %';
const head = document.head || document.getElementsByTagName('head')[0];
const style = document.createElement('style');
head.appendChild(style);
style.type = 'text/css';
style.setAttribute('data-hero-override', '');
style.appendChild(document.createTextNode(css));
%;

const hideByElementSelectors = (selectors) => {
selectors.forEach(hideByElementSelector);

e

const getIadvizeStaticButton = () => {
const iadvizeStaticButton = document.querySelectoxr('#idz_btn #idz_fonline');
if (iadvizeStaticButton) §
return iadvizeStaticButton;
? else §
const iframe = document.querySelectoxr('iframe[idx="iframe-notification"]"');
return iframe && iframe.contentDocument.querySelectoxr('button[class*="NotificationButt
k5
%;

const iadvizeShow = () => {
const styles = document.head.querySelectorAll('style[data-hero-override]');
styles.forEach((style) => §
if (style) {
style.remove();
3
)i
%

const iadvizeHide = () => {
hideByElementSelectors ([
‘div[idr='idz'], div[idx=' idz']",
‘iframe[idA='iframe-notification'], iframe[id*=' iframe-notification']’,
D;
5E



const iadvizeOpen = () => {
const iadvizeStaticButton = getIadvizeStaticButton();
if (dadvizeStaticButton) §
iadvizeStaticButton.click();
k5
bE

const heroShow = () => §
const heroContainer = document.querySelector('i#hero-iframe-container');
heroContainer.style.visibility = 'visible';

e

const heroHide = () => §
const heroContainer = document.querySelector('i#hero-iframe-container');
heroContainer.style.visibility = 'hidden';

e

const heroShutdown = () => {
heroHide();
window.hero('shutdown');
clearInterval (interval);

e

const getIadvizeElements = () => §
const iadvizeStaticButton = getIadvizeStaticButton();
const iadvizeActiveButton = document.querySelector('#idz_chatbar_mini');
const iadvizeChatWindow = document.querySelectox('#idz_chatglobal');
return [iadvizeStaticButton, iadvizeActiveButton, iadvizeChatWindow];

e

const getIadvizeStatus = () => {
const [iadvizeStaticButton, iadvizeActiveButton, iadvizeChatWindow] = getIadvizeElements
const iadvizeInStaticState = isElementVisible(iadvizeStaticButton);
const iadvizeConvIsHidden = isElementVisible(iadvizeActiveButton);
const iadvizeConvIsVisible = isElementVisible(iadvizeChatWindow);
if (iadvizeInStaticState) 1
return 'static';

? else if (iadvizeConvIsHidden || iadvizeConvIsVisible) {
return 'active';

? else §
return null;

ks

ii5

const processStatus = () => §
const iadvizeStatus = getIadvizeStatus();

const iadvizeIsOnThePage = !!iadvizeStatus;
if (iadvizeIsOnThePage && heroIsReady) 1{
if (iadvizeStatus === 'active' && !areAnyHeroConvInProgress) {

iadvizeShow();
heroShutdown () ;
3

clearInterval (interval);

e



[**

* Step 1. Hide both iadvize and the Hero messenger from the shopper.
*/

iadvizeHide();

heroHide();

[**

* Step 2. Check the status of iadvize every second. If iadvize is actively
* being used, show iadvize and shutdown the Hero messenger.

*/

processStatus();

interval = setlInterval(processStatus, ONE_SECOND);

[**
* Step 3. Listen to Hero onReady event. If this event is fired, show the Hero
* messenger whilst continuing to check the status of iadvize every second
* (just in case iadvize is actively being used).
*/
window.hero('onReady', ({ messengerInUse %) => {
heroIsReady = true;
areAnyHeroConvInProgress = messengerInUse;
heroShow() ;
processStatus();

)

VE:S
* Step 4. Listen to Hero onCustomerServiceRedirect event. If this event is
* fired, show iadvize, open iadvize and shutdown the Hero messenger.
*/
window.hero('onCustomerServiceRedirect', (§ customerServiceUrl %) => {
const iadvizeStatus = getIadvizeStatus();
const iadvizeIsOnThePage = !!iadvizeStatus;
if (iadvizeIsOnThePage) {
iadvizeShow();
iadvizeOpen();
heroShutdown () ;
? else §
window.open(customexrServiceUrl, '_blank');
k5
$);

[**
* Step 5. Stop checking the status of iadvize every second after 30 seconds
* pass.
*/
setTimeout (() => {
clearInterval (interval);
%, THIRTY_SECONDS);
DO:;

RingCentral

Run this to see an example of a custom redirect script for RingCentral:



<script async type="text/javascript" src="https://cdn.usehero.com/ringcentral.js"></script>



Integrate Zendesk

Simple steps to connect Zendesk and Virtual Shopping.

@ the-store.co

Womens
Fill out your details

No problem. | will try to redirect
you now, it may take a few
minutes.

Just noy

4

This chat with Tessa has ended.

So we can connect you to a
customer service agent, please
provide a few details.

Connect to customer service

What's your name?

Sending shoppers to the right place

Using our Virtual Shopping integration with Zendesk, product experts can easily transfer shoppers to
Customer Service teams, without the shopper needing to leave the Messenger.

@ Please note: the Zendesk and Virtual Shopping integration is only available if you have a
Zendesk Enterprise licence.

In this article, we’ll walk through the simple steps to integrate Zendesk with Virtual Shopping following an
activation flow in the Dashboard. To get set up, follow the steps below:

Step 1: Before you begin

1. Before you start the setup flow, please ensure:



e The user with admin permissions for Settings is logged into the Dashboard

e Ensure you've been approved for the Zendesk Integration. Simply send an email to
help.virtualshopping@klarna.com including your name, role, and company. In this email, please
specify if we should switch on the in-app transfer menu, the Needs Selector or both.

e Your Partnership Success Manager is aware that you are interested in the Zendesk integration

¢ Ifyou have a Content Security policy in place, we recommend you put in place the directives set out by

Zendesk here.

e Chattriggers are switched off. This is because these messages may interfere with communications we
have created within the integration. We recommend at a minimum, you disable the ‘Chat Rescuer’
chat trigger type. To disable a chat trigger from the Zendesk Chat Dashboard, read this article.

e [fyou are already using our ‘onCustomerServiceRedirect’ listener script from your website you should
remove this once the Zendesk integration is activated.

2. In the Dashboard, go to the Account Settings tab for the website and region you want to integrate with
Zendesk. Choose 'Integrations' at the top of the page

Account settings

Manage your organisation’s Virtual Shopping installation

Integrations

Zendesk Customer Service -
Learn more
Allow team members to transfer chats to agents using Zendesk

3. Click 'Learn More' next to the module for the Zendesk Integration

Account settings

Manage your organisation’s Virtual Shopping installation

Integrations

Zendesk Customer Service -
Learn more
Allow team members to transfer chats to agents using Zendesk

4. Now click on ‘Install’ to begin the activation flow


mailto:help.virtualshopping@klarna.com
https://developer.zendesk.com/documentation/classic-web-widget-sdks/web-widget/integrating-with-google/csp/
https://support.zendesk.com/hc/en-us/articles/4408884148762#topic_tnp_czx_zhb

Integrate with Zendesk Customer service

Allow your team to seamlessly transfer shoppers to Zendesk customer service.
If you have multiple country accounts, you'll need to set up Zendesk for each individually.
Check the retailer dropdown above to make sure you're setting up Zendesk for the correct

country before you continue.

Learn more

Step 2: Activating your integration

1. Enter your Zendesk Account Key to connect your Zendesk account to Virtual Shopping, click 'Next'

@ To find your Zendesk Account key, visit Zendesk documentation here.

< Integrations

Install Zendesk

You're setting up Zendesk for ‘'The STORE® (UK)’
If you have other regions, you may need to set up Zendesk for these separately. Select the account
on the Accounts Overview page to change the region you're managing.

Zendesk account key

Your unique Account Key, found in your Zendesk Chat settings. Learn more.

2. Enter your chat shared secret in order to persist Shopper conversations, click 'Next'

(@ Tofind out how to generate a chat shared secret, visit Zendesk documentation here.

Please note: if at a later point you ever update your shared secret, you will need to uninstall the
integration and then reinstall it using the new shared secret.


https://support.zendesk.com/hc/en-us/articles/360022366613-How-do-I-find-my-Chat-Account-Key-
https://support.zendesk.com/hc/en-us/articles/360022185314#topic_s5k_dvq_4fb

< Integrations

Install Zendesk

You're setting up Zendesk for ‘'The STORE® (UK)’
If you have other regions, you may need to set up Zendesk for these separately. Select the account
on the Accounts Overview page to change the region you’re managing.

Visitor authentication - shared secret*

Your secret key is required to enable visitor sessions to persist in-between page loads. Learn more.

3. Here you can see which of your Customer Service teams are configured in your Zendesk account.
Choose which Customer Service teams you'd like to display in Virtual Shopping for shoppers to choose
from. When you've selected the Customer Service teams, click 'Confirm'

< Integrations

Install Zendesk

You're setting up Zendesk for ‘'The STORE® (UK)’
If you have other regions, you may need to set up Zendesk for these separately. Select the account
on the Accounts Overview page to change the region you're managing.

Customer service teams

We found 4 customer service team(s). Which would you like to activate (at least one team is required)?
You can edit this at any time.

(® All teams (including teams added in the future)

() Specific teams

Size, Stock & Product Enquiries

Delivery & Tracking

Returns, Refunds & Faulty Products

All Other Enquires

4. You will now be returned to the 'Integrations' page from your Account Settings and will see the
integration status as 'Active’. Nice job! Your Zendesk integration is now live



Account settings

Manage your organisation’s Virtual Shopping installation

Integrations

Zendesk Customer Service

* Active
Allow team members to transfer chats to agents using Zendesk

How to install the Zendesk integration.mp4 15MB
Binary

Managing your integration

Account settings

Manage your organisation’s Virtual Shopping installation

Integrations

Zendesk Customer Service
Allow team members to transfer chats to agents using Zendesk

* Active

Manage

\

Uninstall

1. To manage your current Zendesk integration settings, click on the icon with 3 dots from the 'Integrations'
page of your Account Settings and select 'Manage’

2. Here, you can choose to edit your Zendesk Account key, chat shared secret, or linked Customer Service
teams. You can also choose to 'Deactivate Zendesk' if you want to deactivate the integration

3. Once you've made any updates, click 'Save changes'

Managing the Zendesk Integration.mp4 11MB
Binary



Deactivate or reactivate the Zendesk Integration.mp4 12MB
Binary

Uninstalling your integration

Once you uninstall your Zendesk integration, you will no longer be able to transfer shoppers to Customer
Service teams using Zendesk.

@ If you plan to uninstall your Zendesk integration, please inform your Partnership Success
Manager and request that the Customer Service Need is either switched off or changed to a
redirect to a Customer Service page on your website by raising a ticket to
help.virtualshopping@klarna.com.

1. To uninstall the Zendesk Integration, click on the icon with 3 dots from the 'Integrations' page of your
Account Settings and choose 'Uninstall." Then, in the window that appears, confirm you want to uninstall
the Zendesk integration

2. From the 'Integrations' page, check your status is no longer set as 'Active’

Uninstall the Zendesk Integration.mov  3MB

Binary


mailto:help.virtualshopping@klarna.com

Update customer details

The Virtual Shopping Client APl exposes an update method which can be used to provide Virtual
Shopping with relevant data such as a customer email address or a customer ID number. This would
enable you to tie Virtual Shopping data back against your own by ensuring there is a consistent data key.

@ There are a number of templated Shopper data exports which can be set up by our Support
team and sent to an SFTP. To have this arranged please raise a support ticket through your

CSM.

Events

Update event fields:

Name

customer

Value

See customer
subsection

Customer object subsection fields:

Name

id

firstName

lastName

email

phoneNumbexr

metadata

Update event example:

Value

Type

Object

Type

string

string

string

string

string

object

Required

yes

Required

no

no

no

no

no

no

Description

Customer det:

Description
Customer ID

Customer first
name

Customer last
name

Customer emi
address

Customer pha
number (E.16:

Additional
customer data



hero("update", {
customer: {

id: "123",
firstName: "First",
lastName: "Last",
email: "example@example.com",
phoneNumber: "+447901234567",
metadata: {}

)



Set up Contacts

Growing customer relationships with Contacts

Using Virtual Shopping Contacts, your team is able to build a long-term relationships with customers.
Once a customer has shared the contact details for their preferred channel teams can keep the
conversation going over text, email, or WhatsApp to encourage repeat purchases, all via the Store app.

To set up email or SMS for Contacts, please get in touch with your Customer Success Manager, and
Klarna can switch on these channels and support your team with training.

To set up WhatsApp for Contacts there are some dependencies on you; first we'll review the shopper
journey and then the steps to integrate:

D How WhatsApp for Contacts works

6 Set up WhatsApp for Contacts

@ Please note: WhatsApp for Contacts should only be used for one-to-one chats. WhatsApp does
not currently approve marketing campaigns, so please ensure you do not use this service for
mass marketing to avoid the risk of the service being blocked.



How WhatsApp for Contacts works

What happens in a chat over WhatsApp

1. First, a team member invites a shopper to give their contact details so they can begin chatting over
WhatsApp



all ¥ 10:00 AM ()

the-store.co <,

< Tessa
o Women's

Of course - I'll send you an invite
to become a contact and let you
know when they're back in stock

g

Stay in touch with Tessa

Connect with Tessa for updates and
advice, whenever you need it.

Email SMS WhatsApp

| agree to receive messages from The Store.

See our for more details.

® ©



M

2. The shopper then receives a WhatsApp message asking them to opt-in




10:00 AM

Emma Ricard

P . n
&) via WhatsApp

Hi Emma, this is Tessa from The
Store. Thank you for connecting
with me. Click this link to finish
opting in http://s-f.me/1234

Auto-sent by Hero



Waiting for opt-in so you can send
messages to Emma

3. Following a successful opt-in by the shopper the team member can contact the shopper at any time by
choosing a templated message. Virtual Shopping will work with you to create suitable template messages
that will be approved by WhatsApp.



10:00 AM

Select message

Send a template message to get a
response from Emma

Follow up
Hi Emma, It was great to speak with you.
Let me know if | can assist with anything.

Back in stock

Hi Emma. Just to let you know, an item you
were looking for is back in stock.

ltem Recommendation 0
Hi Emma. | have selected an item for you,

as discussed. Let me know if you would

like me to share it with you.

Event in-store
Hi Emma. As discussed, there is an event
happening in-store. Would you like to



4. Once the shopper replies, the team member and shopper can chat over WhatsApp freely for 24 hours



all = 10:00 AM

< qi Emma Ricard

P . n
(&) via WhatsApp

Hi Emma, this is Tessa from The
Store. Thank you for connecting
with me. Click this link to finish
opting in http://s-f.me/1234

Auto-sent by Hero

& Emma has opted in

Hi Emma. | have selected an item
for you, as discussed. Let me

know if you would like me to
share it with you.

ﬂ That's great, yes please!



& é i

Message...

To set up WhatsApp as a channel for Contacts follow the guidance below:

Set up WhatsApp for Contacts



Set up WhatsApp for Contacts

Setting up WhatsApp for Contacts

1. Prepare your application to WhatsApp

Before getting started, Virtual Shopping will need send an application to Facebook to activate WhatsApp
as a channel for messaging customers via the Store App.

So that Virtual Shopping can submit this application, please take the following steps:

1. Send Virtual Shopping your Facebook Business ID. Find out how to source this ID here

2. Create a Twilio Console account and accept the Terms of Service. In the Twilio Console, navigate to
'Programmable SMS', select 'WhatsApp' and choose 'Accept’ from the dropdown

3. Send Virtual Shopping the Account Security Identifier (SID) for your Twilio Console account
Virtual Shopping will then:

e Setup a sub-account for you in Virtual Shopping's Twilio Console
e Configure the supplied phone numbers for WhatsApp usage in Twilio Console

e Once the form is complete, submit to Facebook for approval

@ Please note: your WhatsApp account can support up to 25 numbers. Virtual Shopping will need
to use only one of these as routing is handled seamlessly in the background

2. Approve the request from Twilio to send messages on your behalf

Virtual Shopping will let you know once the application has been submitted to WhatsApp. Once it has
been approved, please take the following steps:

1. Go to business.facebook.com and click 'Business Settings' to the left of your screen under 'Home'. To
the left of your screen, choose 'Requests' under the key icon. Select 'Invitations' and choose 'Accept'.
WhatsApp will review your Display Name within 3 days, as soon as your Facebook Business
Manager account is verified and you have accepted Facebook’s invitation to allow Twilio to send
messages on your behalf

2. Once WhatsApp has approved your Display Name and Virtual Shopping has configured your phone
numbers, Virtual Shopping will submit 'Templates' for approval

3. Once the templates are approved, your team can begin sending customers messages using these
Templates

4. If you would like to change Templates in the future, Virtual Shopping can submit others for review at
any time


https://www.google.com/url?q=https://www.facebook.com/business/help/1181250022022158&sa=D&source=editors&ust=1613419043486000&usg=AOvVaw3v45AhAf98Zg9z7YG0lqEL
https://www.twilio.com/login?g=%2Fconsole%3F&t=2b1c98334b25c1a785ef15b6556396290e3c704a9b57fc40687cbccd79c46a8c
http://business.facebook.com/

@ Verified Account status

It's good practice to try to set up a Verified Account so that when customers receive a WhatsApp
message from your team, your brand's profile icon will appear with a green checkmark and
show your brand name instead of a phone number.

Virtual Shopping can ask Twilio to submit a request to have your WhatsApp profile considered
to be listed as 'Verified' by Facebook. But please note that Twilio cannot guarantee success; at
time of writing only about 10% of all WhatsApp profiles are approved as Verified accounts.



Data API

@ If you would like access to the Data API, contact your account manager and they can
help get you started.

With the Data API, you can securely consume data held by Virtual Shopping into your other systems. You
could use this to grow or augment your CRM, to better understand product expert performance and
calculate commission, or as data for targeted marketing campaigns.

@ As the data controller, it is your responsibility to ensure that you have suitable permission to use
the data for any purposes you chose to, as the data processor Klarna is not responsible for
advising you on this.

Data Points Available through the Data API

Currently the Data API makes the following data points available:

Shopper (chat)



Name

Location

Created date

First Name

Shopper Name

Last online time

User agent

Username

Visitor

Shopper (contact)

Data Point

location

_created_at

firstName

shopperName

lastOnlineTime

userAgent

username

visitor

Description

The Shopper ID automaticall
issued by Klarna Virtual
Shopping, can be used to
identify the specific shopper
across data points

The location of the user, store
as a GPS co-ordinate

The date the user was create
Klarna Virtual Shopping's
system. This will be when the
started their first chat.

The first name provided by th
user when they started their
chat, this is optional so may r
be stored

The default name attributed t
an anonymous shopper

The last time that Virtual
Shopping logged activity for t
user on your website

The browser, device and
operating system that the use
first used Virtual Shopping frc

Another form of ID that is use
link specific messages to a
shopper

Another form of ID that is cree
for a user before they have b
issued a Shopper ID



Name

User ID

Acquisition date

Updated date

Associate ID

First Name

Last Name

Phone Number

Email

Birthday

Data Point

userld

acquisitionDate

_updated_at

associateld

firstName

lastName

phoneNumber

email

birthday

Description

The Contact ID automatically
issued by Virtual Shopping, ¢
be used to identify the specifi
shopper across data points.

The Shopper ID automaticall
issued by Virtual Shopping, ¢
be used to identify the specifi
shopper across data points.

The date the shopper was
added to Contacts

The date that the user record
was last updated or a messay
was sent or received

The Associate ID of the Prod
Expert the Shopper is current
assigned to

The first name provided by th
user when they were added t
Contacts

The last name provided by th
user when they were added t
Contacts

The users telephone number
depending on the channel thi
have been added by this may
not be present

The users telephone number
depending on the channel thi
have been added by this may
not be present

The date of birth of the user.
Optional



State

Opt-in state

Notes

Product Expert

state

optinState

notes

Covers the full variety of state
the user could be in, includin
opted state or re-assigned

The opted state of the user,
indicating if they have finishe
opting in or have opted out

Any notes captured by the
product expert about the
shopper



Name

Approval Status

Email

First name

Last Name

Online status

Chat status

Created at

Spoken Languages

Store name

Store ID

Employee ID

Shopper events

Data Point

_id

approvalStatus

email

firstName

lastName

available

busy

_created_at

spokenLanguages

storeName

storeld

employeeld

Description

The Associate ID of the prodt
expert

The approval status of the us
indicating if they are approve
claim chats or not

The user's registered email
address

The user's first name as givel
during registration

The user's last name as givel
during registration

The status indicating if they a
online in the app

The status indicating if they a
in a chat

The date the user started
registration

The languages spoken by th¢
user as selected when creatil
or editing their profile

The user's currently assignec
store

The ID in Virtual Shopping's
systems of the user's currentl
assigned store

The employee ID of the user
provided by them during
registration

You can retrieve Shopper events tracked by the frontend implementation (Related section:
https://docs.virtual-shopping.klarna.com/implementation/track-shopper-events)


https://docs.virtual-shopping.klarna.com/implementation/track-shopper-events

Name

Type

Time

User ID

Session ID

Product SKU

Product Quantity

Category

Search terms

Page location

Attributed Associate ID

Data Point

id

type

time

userld

sessionld

productSku

productQuantity

category

searchTerms

location

attributedAssociate

Description
Event ID
Event type

Date and time when the ever
occured

The Shopper ID automaticall
issued by Virtual Shopping, ¢
be used to identify the specifi
shopper across data points

Analytics session identifier
which can be used to group
events into a browsing sessic

Product SKU provided by the
frontend tracking

(available for: user-product-vi
user-basket-add, user-baskei
delete)

Quantity of product added to
basket

(available for: user-basket-aa
user-basket-delete). Will be
available depending on front
implementation.

Name of category that was
viewed by the shopper
(available for: user-category-
view). Will be available
depending on frontend
implementation.

Search terms entered by the
shopper

(available for: user-search). v
be available depending on
frontend implementation.

URL of the page of the event
(available for: user-category-
view, user-search). Will be
available depending on front
implementation.

ID of associate who is attribu
the sale - will not be setif the
order is not attributed to anyo



Unique order ID provided by
frontend implementation. It

Order ID orderld )
should match the order ID in
your system

Order subtotal subtotal Order subtotal

Order currency currency Order currency

Steps to implement the Data API

1. Review the data points available and consider how you want to use the data and in what systems

2. Use the technical documentation to understand how to authenticate with the Data APl and how to
integrate it. Get estimates from the developers who will be doing the work.

3. Contact help.virtualshopping@klarna.com who can activate permission for you to implement the API
and provide you with your client ID, client secret, and the endpoint to use.

4. Use the technical documentation to implement the API

Planned updates to the Data API
We plan to continuously work to advance and better our Virtual Shopping Data API.
Here is an idea of what's to come:

Phase 4 - Conversation text message data available as well as all other conversation message data,
including recommended products and media

Phase 5 - All performance data available

FAQ
Why would I use this?

Our API gives you detailed insights that can be used for performance tracking as well as targeted ad
campaigns.

How hard will this be for my team to implement?

We have a user-friendly set of API docs to ensure the integration process is as simply laid out as possible.
Don't forget, we are here to help too (help.virtualshopping@klarna.com). Time to implement varies by
merchant.

How do | get access to this?

Please contact your customer success manager if you wish to gain access to the API. They will be able to
arrange for you to be provided with a token to get you started.


https://data-api-doc.api.usehero.com/
mailto:help.virtualshopping@klarna.com
https://data-api-doc.api.usehero.com/

Is there a cost associated with it?
No, there is no cost associated with this.
What do | have legal rights to use this data for?

As the data controller, it is your responsibility to ensure that you have suitable permission to use the data
for any purposes you chose to, as the data processor Klarna is not responsible for advising you on this.



Test Virtual Shopping



Overview

Ensure your Virtual Shopping implementation is working correctly

Once you have added the Virtual Shopping JavaScript to your pages and set up Shopper Event tracking,
we recommend you test that On-site Chat is working on your website and that your configurations are set
up correctly.

To help you do this we've put together this simple guide to help you feel confident that Virtual Shopping is
behaving as expected and solve common challenges that may arise during set up.

In this section you'll learn:

“How to test Virtual Shopping tag
ZHow the Inspector Tool works

ZHow to test Shopper Event tracking
ZHow to troubleshoot common issues

To test Virtual Shopping, you will need to start a real chat with On-site Chat on your website, and claim it

on your mobile device. The Practice Chat functionality can't be used for testing purposes.

@ Before you can move to these tests, the Virtual Shopping team will need to set up your
configurations within the launch process. Reach out to your Customer Success Manager or
assigned Launch Manager before taking this step.

Get started

a Inspector Tool

D Test the Virtual Shopping tag

a Test Shopper Event tracking



Inspector Tool

Quickly spot common issues while setting up Virtual Shoppingﬁ

Virtual Shopper Inspector Tool - X

Application ID:

| f457845--rwe-2-34-2-342-3-6-art3-3452433d

Merchant name:
The Store Company

Display rules
Virtual Shopping Messenger is displaying:

l Store is open | Mo product experts are online

With the Inspector Tool, you can quickly spot common issues when setting up Virtual Shopping. If you are
working on Virtual Shopping implementation, we recommend using this tool to support with a smooth
and efficient launch process.

@ All the information you need on how to fix issues identified with the Inspector tool can be found
in the Dev Docs.

The Virtual Shopping Inspector Tool loads on any website with the Virtual Shopping Tag implemented,
and displays via a panel on your browser session. To learn how to use the tool and its range of
capabilities, jump straightin:

6 How to load the tool

D What you can inspect


https://docs.usehero.com/
https://docs.virtual-shopping.klarna.com/implementation/adding-hero

How to load the tool

How to open the Inspector Tool

& > C @ the-apparel-store-by-h ify i irts/products/red-sports-teepinspect-virtual- i ve h % * @
THE APPAREL STORE BY HERO Home Catalog Men's | Women's T Shirts Q ,ﬂ
Virtual Shopping Inspector Tool - X
Application ID:

[ 579¢86f-586e-40d5-8316-80c2a62c0dbs

Display rules i v
Virtual Shopping Messenger is displaying:

Storeisopen || No product experts are online

T
U FVY
Department filtering is disabled - = Leave a message
Events Clear events Expand all / Collapse all
¢ ith?
© Product view 2022-02-22T14:49:26.5927 Queved | v SRR TR AR T
© Product view 2022-02-22T14:49:18.464Z Queved v Please select one of the
on the sleeves i following options.
© Product view 2022-02-22T14:48:52.106Z Queued v

o Advice || Size &Fit

'R Basket add 2022-02-22T714:48:39.655Z Queued v

© Product view 2022-02-22T14:48:39.0357 Queved | v Availability in store

© Product view 2022-02-22T14:48:30.436Z Queved Customer Service

Just now

© Category view 2022-02-22T14:48:27.907Z lissue @  Queued

© Category view 2022-02-22T14:48:18.160Z lissue @  Queued

[rype a message ®

Chequered Red Shirt White Cotton Shirt Ocean Blue Shirt
$50.00 $30.00 $50.00 °

https:/jthe-apparel-store-by-hero.myshopify.com

How to load Virtual Shopping Inspector Tool

Firstly, open the website where you have added the Virtual Shopping Tag and Shopper Events.

Then add inspect-virtual-shopping=true tothe end of your URL as a query parameter, and
reload the page.

(@) Forexample:

https://mywebsite.com/uk/index.html?inspect-virtual-shopping=true

You will only need to do this once per website (domain). If you have multiple subdomains/environments
open, you will need to load this separately on each browser. You will also need to do this if you clear the
website cookies or each time you use Incognito Mode. After the first load of the Inspector Tool, the browser
will remember that it was loaded and it will then load it automatically across all the pages of the website
where the Virtual Shopping Tag is added.


https://docs.virtual-shopping.klarna.com/implementation/adding-hero
https://docs.usehero.com/implementation/track-shopper-events

What you can inspect

The Inspector Tool can check for common issues in 3 key areas:

a Check Application ID & Merchant Name

a Check Display Rules

[3 Check Shopper Events
Additional features (dependent on setup) can be viewed to troubleshoot any issue:

a Check Department Filtering configuration

a Other Information



Check Application ID & Merchant Name

Checking if the right App ID is in place

You can use the Inspector Tool to check the Application ID (App ID) used to load the on-site chat on your
website. This can be used to ensure the correct Staging or Production App ID has been used to launch
Virtual Shopping.

The Merchant Name, which corresponds to the Application ID, will be displayed. This provides additional

confirmation that the correct application ID has been implemented.

Application ID:

f457845--rwe-2-34-2-342-3-6-ert3-3452432d

Merchant name:
The Store Company

If no App ID has been added, the message No Application ID found will display. If this happens
it's a good idea to check that your team has deployed the correct App ID.

@ Your App IDs would have been sent to you when you began the setup process. If you are
unsure what your App ID is, please get in touch with your Customer Success Manager.


https://docs.usehero.com/implementation/adding-hero#javascript-code-snippets-for-staging-and-production
https://docs.usehero.com/implementation/adding-hero#javascript-code-snippets-for-staging-and-production

Check Display Rules

Checking why Virtual Shopping is not displaying

The Display Rules section helps you understand whether or not the Virtual Shopping chat is displaying on
your online store. Getting a clear view of what rules are in place you can help you quickly understand if
there is an issues as a result of unwanted rules being in place, or if Virtual Shopping is behaving as
expected.

Display rules
Virtual Shopping Messenger is displaying:

l Store is open | Mo product experts are online

Display Rules indicate:

e ifthe store is open/closed

e ifthere are product experts online

e if all product experts are busy

o ifthe leads queue is full

e display rules (pages allowed or denied to display the on-site chat)

e Geo-restrictions (if enabled)

Any rules that allow Virtual Shopping chat to display are shown in green. Rules that do not allow the chat
to display are shown in red.



Check Shopper Events

The Events section lists all of the recorded Shopper Events since a shopper started their browsing
session.

Events Clear events Expand all | Collapse all
© Product view 2023-01-10T09:51:01.244z= Queued
== Purchase 2023-01-10T09:51:01.244z= Queued o
© Category view 2023-01-10T09:51:01.244z2 3issues o Sent
(1 Search 2023-01-10T09:51:01.244z= Failed

Results Panel

There are 3 columns in the results panel:

Events Timestamp Status

The event name. If the event

) The timestamp when the event The status of the Track Shop
name is not supported,

- — ) was created. Event.
Invalid will display instead.

Statuses
Ifissues are detected with an event, the Inspector Tool will indicate this before the status value.

There are 4 possible statuses:


https://docs.usehero.com/implementation/track-shopper-events

Status

Queued

In Progress

Sent

Failed

About

The events that have been recorded in the
browsers local storage but not yet sent to Hero /
This happens when the visitor is browsing the
website but has not yet started a chat. If the
shopper never starts a chat, these events will nc
be sent to Virtual Shopping. Once a chat has
started the Product Expert will be able to see an
other items the customer had been looking at to
better understand browsing habits.

The event is being sent to the Hero API. This is
only a temporary status whilst the events are bel
sentto Virtual Shopping.

Events that were successfully sent to the Hero A

Events for which the Hero API responded with a
error.

Here are some examples ofa Failed status and the reason for that failure:

O Category view

(7} Invalid event

2021-04-20T12:29:44.5037

2021-04-20T11:39:36.9937

Tissue @ | Sent

Failed

(i) Invalid event type "events”. Please check our documentation for the valid event types.

O Product view

Payload Details

2021-04-20T11:39:16.1257

Sent

You can expand or collapse an event by clicking on it to see more information about the payload of that

event.



& > C @ the-apparel by-her ify. ts/products/red-sports-tee?inspect-virtual-shopping=true hox * @ ‘

THE APPAREL STORE BY HERO Home Catalog Men's Women's T Shirts Q &

Virtual Shopping Inspector Tool X

Application ID:
57986 f-586e-40d5-8316-80c2a62c0db8

Display rules »d v

Virtual Shopping Messenger is displaying:
Storeis open || No product experts are online

Department filtering is disabled % ¥ Leave a message
Events Clear events Expand all / Collapse all

% i
© product view 2022-02-22T14:49:26.592Z Queed | v What can we help with?
© Product view 2022-02-22T14:49:18.464Z Queved v Please select one of the
on the sleeves ¢ following options.

© Product view 2022-02-22T14:48:52.106Z Queved v

3 Advice | | Size &Fit
M Basket add 2022-02-22T14:48:39.655Z Queued v
© Product view 2022-02-22T14:48:39.0357 Queved | v Availability in store
© productview 2022-02-22710:48:30.4367 =

&

2 minutes ago
© Category view 2022-02-22T14:48:27.907Z lissue @  Queved v N e 290
© Category view 2022-02-22T14:48:18.160Z tissue @  Queued |
[Type a message @
-
Chequered Red Shirt White Cotton Shirt Ocean Blue Shirt
$50.00 $30.00 $50.00

Subsections of a Payload

Depending on the event type, the details of an event can have multiple subsections. For example, a
Product View event will have a Product Array subsection, and a Purchase event will have both a Purchase
Array and Product Array subsection.

Each subsection has 4 columns:

. About
Field

Property The name of the field from the payload.
Type The type of the value of the property.

The value of the property. If there is no value for

Value . .
property a message “BLANK” will be displayed.
This can be one of the following icons:

The validation result for the Green tick The property is valid

property Red X The property is invalid
Dash Thisis an optional property for which a
value was not provided

Here is an example of a valid payload without issues:


https://docs.usehero.com/implementation/track-shopper-events/ecommerce-subfields
https://docs.usehero.com/implementation/track-shopper-events/ecommerce-subfields
https://docs.usehero.com/implementation/track-shopper-events/ecommerce-subfields

Events Clear events Expand all / Collapse all

© Product view 2022-02-22T13:23:22.6557 Queued ~

Product Details: Ocean Blue Shirt (#1606771579)

Property Type Value

id String 1606771579 v

name String Ocean Blue Shirt

image String https://cdn.shopify.com/s/files/1/0515/0402/1661/products/young-man-in-bright-fashion_925x_5f9172b9-bcd2-4ae4-
99ed-098fd14843b4_925x.jpg?v=1606771579

price Number 50 v

currency String usb v

brand String partners-demo v

category String Shirt v

variant String Ocean Blue Shirt / Ocean Blue v

location String https://the-apparel-store-by-hero.myshopify.com/products/ocean-blue-shirt

° No issues found. © Copy to clipboard &, Download

Here is an example of a payload with validation issues:

In this example, the location field has a value thatis not supported as it doesn't begin with "http".
Events Clear events Expand all / Collapse all
© Category view 2022-02-22T14:06:38.2897 1issue o Queued A
Property Type Value o
type String event v
action String category-view v
value String T-Shirts v
location String Jcollections/t-shirts X
o 1 issue found. D Copy to clipboard &4, Download

Copy or Download Event Payload

Copy Event Payload

Clicking the Copy to clipboard button will copy the event payload as a JSON to the clipboard such that it
can be pasted into an email/ticket/document.



Virtual Shopping Inspector Tool

Property Type value
id String 123432
subtotal String 5195
currency String usp

total Number 5185

tax Number 0
shippingCost Number 5
shippingMethod  String DHL
coupen Undefined Mot provided

Praduct Details: ltem test name (#49712810)

sheuld match pattern "~https?:ff" X

should be number X

Praperty Type Value

id String 49712810

price Number 5195

quantity Number 1

name String Item test name

image String test

currency String usD

brand String test brand

category String Shoes

location String https:{/the-apparel-store-by-
hera.myshopify.comjproducts/led-high-tops

variant String LED High Tops/Black

‘ © 2issues found.

© Copy to clipboard

&, Download

Download Report

4 - Helvetica ¢ Regular ¢ 12 o~

{
“date"."2022-01-10710:01:35.743Z",
d":

i 4-318b-4445-9173- .

"state”"queued”,

“type""ecommerce:purchase”,

“purchase"{
"id""1234aaa",
"subtotal™"51.95%,
"currency™:"USD",
"total":51.95,
"tax”

gCost":5,
“shippingMethod""DHL"

1
“products™|
{

image" "test”,
“curmrency™"USD",

"brand":"test brand”,
“calegory™"Shoes”,

“image":"should match pattern \"*https /A"
}

1
“purchase"{

"subtotal”:"should be number”
}

"i Untitled.rtf — Editedv

. u

B I U

Untitled.rtf

12 14

Clicking the Download button will save a CSV file with the event details and validation messages so that
the report can be easily shared via email/ticket/document.

LN ) 202211012’
i i - X @
Virtual Shopping Inspector Tool O 1z v 2 8 0 ® ® @ ® &
- | View Zoom Insert Table Chart Text Shape Media Comment Collaborate
Fropery T e +
id String 1234aaa v
subtotal String 5195 should be number X
currency o 7 2022110_121 purch; 318b-4445-9(73
total Nunber 5195 E Property e Value Validation message
Nber 10 v \
shippingCost Nunber 5 v
id String 1234aaa
shippingMethod  String DHL o
subtotal String 51.95 should be number
caupon Undefined  Not provided =
currency String usD
total Number | 51.95
Product Details: Item test name (#49712810)
tax Number 10
Property Type o o shippingCost Number 5
shippingMethod String DHL
id String 49712810 v PEing! c
coupon Undefined | Not provided
price Number 5195 v
quantity number 1 v
7
name String  Remtestname u P 40712810
insge String  test should match pattem " ohitps7 " X e Number | 51.85
currency String usp v quantity Number 1
brand String test brand L name String Item test name
e — String A 7 image String test should match pattern Ahttps?:/"
location String  https:/the-apparel-storo-by- v Ly, Sting | USD
hero.myshopify.comfproductsled- high-tops brand Sting test brand
variant String LED High Tops/Black v category String Shoes
Jocation Sting | hitps/an J-store-by high-t
‘ © 2 issues found. D Copy toclipboard 4. Download e String LED High Tops/Black




Check Department Filtering configuration

Department Filtering can allow you to restrict which departments are shown to the shopper on the chat.
The filtering can be applied to single or more pages throughout your site. More information on this
configuration can be found here.

If no Department Filtering is applied on the page, the Inspector Tool will indicate this.
Department filtering is disabled

Should you have Departments filtered on a particular page the Inspector Tool will display the configuration
and constraints. Click on the department to see the constraint details.


https://docs.virtual-shopping.klarna.com/extend-hero/department-filtering

Virtual Shopping Inspector Tool L. X

Application ID:

069a5a96-€683-4c73-bbea-d434eff736ce

Display rules
Virtual Shopping Messenger is displaying:

Store is open Product experts are online

Department filtering is enabled

2 department(s) allowed / O department(s) denied

Filters Expand all /

Collapse all
Allow Menswear (ID: 43a0B7JDdY) 1 Constraint
Allow Women's Accessories (ID: XEK2m50LQD)

@ Made with Gifox 2

@ Any errors that are detected will be described. Should you require further support with any
errors please reach out to your Customer Success Manager.



Department filtering is enabled
0 department(s) allowed [ 2 department(s) denied

Department with id xEK2m5oLQDX doesn't exist. Please check departments.

Filters

Deny Menswear (ID: 42a0B7.1DdY)

Deny (1D ¥EK 2m50LQDX)

Expand all | Collapse all

1 Constraint -~



Other Information

There is additional information that Inspector Tool can show you if these are set up. This may be useful
when completing the testing of Virtual Shopping, or indeed to check the setup at any time.

Need Selectors

Need Selectors are prompted to the shopper in the on-site chat to guide them through the correct chat
journey. Inspector Tool will display the Need Selectors configured for your account in the order shown to
the shopper.

Currently, the Need Selectors cannot be managed in the Dashboard. To request any changes, please
contact your Customer Success Manager.

Need Selectors

Style Advice Fit Availability Customer Service

Customer Service

Should the Customer Service link be enabled, the full URL can be seen. The link is also clickable to test if
the correct URL has been set in the dashboard.

If the link does require updating this can easily be done in the dashboard, or alternatively please contact

your Customer Success Manager.

Customer Service Link:

https://www._thestorecompany.com/customerservice



Test the Virtual Shopping tag

Once you've implemented the Virtual Shopping tag, it's possible that your On-site chat will not be
displaying as expected. To help you, we've put together this guidance where we'll show you:

ZHow to run tests to diagnose issues
Asimple actions you can take to solve them
Feel confident in your implementation ahead of launch

a Has the Virtual Shopping tag been deployed correctly?

B Is the correct App ID in the Virtual Shopping tag?

[3 Diagnose other issues using the Display Request



Has the Virtual Shopping tag been deployed
correctly?

To check that you have implemented the Hero Javascript snippet correctly, simply open the Network tab in
the developer tools to confirm that the Javascript is loading as expected.

Steps to test

1. Click on inspect to display developer tools

THE APPAREL STORE BY
HERO

Home Catalog Men's Women's T Shirts Q

W, “ The Apparel Store’ ElESS

-

Forward Alt+Right Arrow
Reload Cirl+R

Save as. Ctrl+S
Print Ctrl+P
Cast...

Translate to frangais

View page source Ctrl +L
Inspect Ctrl+Shift+]

2. Open the Network tab to display Network panel. Ensure you have checked the 'Disable cache' box

~ % Al | Eements Conscle Sources % 40 & X
THE APPAREL Home Catalog Men's Women's T Shirts Q ﬂ ® 9ol va O mewmglmumr:.\:he I Online | # * -]
STORE BY HERO
Filter () Hide data URLs
[D xR Js Css img Media Font Doc WS Manifest Other [J Has blocked cookies
L] Blocked Requests
1000 s 2000 ms 3000 s 4000 ms 5000 s 6000 m1
)
Name Status | Type | Initiator  Size  Time Waterfall a

[ lazysizesjstv=630... 200 scnpt (index) 97k 47..
load_feature-24ff1... 200 script | (index) 39kB 21..
[ ] features-87e8399... 200 script  (index) 133.. 21
admin_bar_injecto... 200 script | (index) 27kB 21..
|| trekkie:storefront... 200 script  (indexi417 17.0.. 27..
"A’ \ shop_events_listen... 200 script | (index):601 3.2kB 25..
{m| browsing-clothing... 200 webp  lazysizesj.. 257.. Td..
= smiling-weman-p... 200 webp  lagysizesj.. 82KkB 78..

The. Apparel Store e ([ o
‘ ‘ =| young-man-in-bri.. 200 webp  lazysizesj.. 100.. 82..
- [»] womens-red-t-shi... 200 webp lazysizesj.. 3SKkB 72..

¥ bar?action_name=... 200 doc... min b.. 80kB 2.0..
[] consent-tracking-... 200 script  load feat.. 22KB 25..
shopify-boomeran... 200 scipt | (index):541 283.. 39..

[] produce_batch 200 ftext. trekkiest. 489B 30..
produce_batch 200 fext.. irekkiest.. 430B 30..

[ style-1dc4fa185e6.. 200 sty (indew) 213
index-876€a31b07.. 200 script (index)  69.0.
[] style-1dcdfa185e6.. 200  styl.. barfactio.. 213.. 1.
index-876ea31b07.. 200 script barfactio.. 686.. 16..
[] produce 200 ftext.. shopify-b.. 490B 25.
26 requests | 1.1 MB transfered | 4.2 MB resources | Finish:5.96s | DOMContentLoaded: 180s | |

78.

- i Console Whats New X x

3. Type in the text box: usehero



“x A Elements  Console  Network  Sources » o1 &

THE APPAREL
STORE BY HERO

Home Catalog Men's Women's T Shirts Q ﬁ ® ® V¥ Q [ Preservelog B Disable cache  Online v o+ %

e | 0] O e datauris
Ll XHR JS CSS Img Media Font Doc WS Manifest Other [ Hasblocked cookies
[ Blocked Requests

Name Status  Type Initiator  Size Time Waterfall

. The Apparel Store

« | 0/6requests | OB /541kB transferred | 0B/ 537 kB resources

4. Refresh / reload the page to display network activity. Network log should display requests such as:
loader.js and display?appId=XXXX

THE APPAREL “ (% () | Eemens Console Network Sources % -
Home Catalog Men's Women's T Shirts ® O | ¥ Q  OPreservelog B Disablecache  Oniine v # &
STORE BY HERO I an —
[ xR )5 CSS img Media Font Doc WS Manitest Other [ Has blocked cookies
) Blocked Requests.
500.ms 1000 ms 1500 ms 2000 ms
}
Name Status  Type Initiator Size  Time Waterfall
| loaderjs 200 |[script (indexi943 239.. 18.. =
|_| display?appld=0ef... 200 xhr  shop eve. 660B 14.

3 ‘Th:‘e -Apparel Store

v i Comsole What'sNew X

Results

Correct result:

loader.js status column should display 200 asthe HTTP response code

Incorrect result:

X loader.js requestis notdisplayed in Network log
X loader. js does notdisplay 200 asthe HTTP response code

20ms. 0 ms 60 ms 80ms 100 ms

x

x

2|

2/28requests | 24.6kB/ 1.1 MB transferred | 90.1kB /4.3 MB resources  Finish: 217 s | DOMCont

X



Is the correct App ID in the Virtual Shopping
tag?

During set up it's possible to mix up which App ID goes where. The Staging App ID should be used for
your Staging environment and Production App ID should be used for your Production environment.

@ Ensure that the correct App ID is deployed to the right environment so that Virtual Shopping
knows the difference between Staging and Production. Find out more about App IDs here.

Steps to test

1. Right-click on website page and click on inspect to display developer tools

THE APPAREL STORE BY

Home Catalog Men's Women's T Shirts
HERO a

»

%, “The Apparel Store

Print...
Cast...

Translate to frangais

View page source
Inspect

2. Open the Console tab 2, click on inspect to display developer tools and click 'Create Live Expression'
icon @



= % @) | Eements | Console |Network Sources » K- I
THE APPAREL , . ]
STORE BY HERO ~ 'ome Catweg Mens  Wemens  Tshits an B ® | w Fiter et evets * | 1 e

[ Hide network Create live expression MLHttpRequests

[ Preserve log Eager evaluation

O Selected context only Autocomplete from history
Group similar Evaluate triggers user activation

A preload for "hrrps://cdn,shopify,com/shopifycloud/shopify/assets/admin/ bar:7
style-9aed76a..css’ is found, but is not used due to an integrity mismatch.

A preload for ‘https://cdn.shopify.co bar2action namesinde.refront localesen:l
m/shoni fycloud/shaplfy/assets/storefront [bans/1 Geall..js' is found, but
is not used due to an integrity mismatch.

The resource https://cdn.shopify.con/s bar?action -inde.refront_locale-en:]
hepi fycloud/shopify/assets/adnin/style-9aed?6aun.css was preloaded using link
preload but not used within a few seconds from the window's load event. Please
make sure it has an appropriate “as’ value and it is preloaded intentionally.

The resource https://cdn.shoplfy.con/s barlaction_name=inde.refron :
24y | hopi fycloud/shopify/assets/storefront/bars/index-§ L..js was preloaded using
\ link preload but not used within a few seconds from the window's load event.

Please make sure it has an appropriate “as” value and it is preloaded
intentionally.

% The Apparel Store |

v i Console What's New X

-+

3. Type in the text box: HeroWebPluginSettings thentype Control + Enter or Command
Enter (Mac) or click outside of the Live Expression text box to save the expression

= ﬂ Elements Console Network Sources » 4| B ! x [w E Elements Console MNetwork Sources  » 4| B I X%

M ® | top ¥ @ | Filter Default levels ¥ 1 n 2 N & | top Y @ | Filter Default levels ¥ 1 hidden

[ Hide network ) Log XMLHttpRequests [J Hide network Log XMLHttpRequests

[ Preserve log Eager evaluation [ Preserve log Eager evaluation

[ selected context only Autocomplete from history [ selected context only Autocomplete from history

Group similar Evaluate triggers user activation Group similar Evaluate triggers user activation

x| HerakebPluginSettings | | HeroWebPluginSettings

L 4 29 {applicationId: "@efc7ab2-6433-4612-b6Fc-06e9d993886¢"}
A preload for ‘https://cdn.shopify.com/shopifycloud/shopify/assets/admin/ bar:7 A preload for ‘https://cdn.shopify.com/shopifycloud/shopify/assets/admin/ bar:7
style-9aed76a..css' is found, but is not used due to an integrity mismatch. style-9aed76a..css’' is found, but is not used due to an integrity mismatch.
A preload for 'https://cdn.shopify.co bar?action name=inde refront Jocales=en:] A preload for 'hitps://cdn.shopify.co barZaction_name=inde_refront_locale=en:1
m/shepifycloud/shopify/assets/storefront/bars/index-876ea3l..js" is found, but m/shopifycloud/shopify/assets/storefront/bars/index-876ea3l. .js" is found, but
is not used due to an integrity mismatch. is not used due to an integrity mismatch.
The resource https://cdn.shopifyv.com/s barfaction name=inde.refront locale=en:l The resource https://cdn.shopify.com/s bar?action_name=inde.refront_ ] le=en:1
hopifycloud/shopify/assets/admin/style-9aed76a..css was preloaded using link hopifycloud/shopify/assets/admin/style-9aed76a...css was preloaded using link
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Results

Correct result

The correct App ID implemented should be displayed.

Incorrect result

XThe incorrect App ID will be displayed i.e Production App ID displayed on Staging environment or
Staging App ID displayed on Production environment.



Diagnhose other issues using the Display
Request

If your Virtual Shopping On-site chat is still not appearing on your website a useful tool to help you
diagnose the issue is the Display Request display?appId=XXX.The Display Requestcan be found
in your website developer tools. Find out how to use it here:

D How to use the Display Request

Get started

Now you are familiar with the Display Request, you can use it to run tests and answer these questions:

a Have you deployed Virtual Shopping to all planned pages on your website?
a Are Dashboard configurations causing a display issue?

G Is On-site chat being hidden by CSS?



How to use the Display Request

1. Right-click on website page, click on inspect to show developer tools and open the Network tab to show
Network panel. Ensure you have checked the 'Disable cache' box
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2. Type in the text box usehero then reload page to show network activity. The Network log should show
requests such as: loader.js and display?appId=XXXX
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3.Clickon display?appId=XXXX then click on the Preview tab to show the Virtual Shopping
Messenger display response
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Correct result

#The Preview tab should show the current status of Virtual Shopping Messenger and why it is or is not
showing

Having trouble?

If you can't get the Display Request to appear in the Network tab, follow these steps:

B Why is the Display Request not appearing?



Why is the Display Request not appearing?

If the Display Request display?appId=XXXX is notappearing in the Network tab, this may mean that,
although Virtual Shopping Messenger has been deployed to your web pages, the App ID has not been
added to the Virtual Shopping tag.

@ Ensure the App ID has been added to the Virtual Shopping tag when deploying the code across
your website. Find out more about App IDs here.

Steps to test
1. Right-click on website page, click on inspect to display developer tools and open the Console tab
2. Click 'Create Live Expression' and type in the textbox: HeroWebPluginSettings

3. Type Contxol + Enter or Command + Enter (Mac) or click outside of the Live Expression text
box to save the expression. This will show the App ID if it has been implemented

4. Open the Network tab to display Network panel. Ensure you have checked the 'Disable cache' box
5. Type in the text box: usehero

6. Reload page to display network activity. Network log should display requests such as loader. js and
display?appId=XXXX

7.Click onthe display?appId=XXXX

8. Click on the Preview tab to see how Virtual Shopping has responded

Results

Correct results

display?appId=XXXX is displaying in the Network tab
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XDisplay Requestdisplay?appId=XXXX is notdisplaying in the Network tab
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Have you deployed Virtual Shopping to all
planned pages on your website?

Sometimes, although the Virtual Shopping tag has been set up correctly, On-site chat isn't showing on all
pages as expected. If you have the Network tab open and can see the JavaScript snippet is loading on
one page but not on another, this may mean that you have not yet deployed the Virtual Shopping tag
to all areas of your site.

@ We recommend you add the JavaScript code snippet to every page of your website. This
is so chats can follow shoppers from page to page after an initial chat is started and sales are
tracked correctly.

You do not have to add the Virtual Shopping tag to sensitive pages in your checkout journey but
the tag does need to be deployed to the transaction confirmation / complete page to track sales.

Steps to test

1. Right-click on website page where the On-site chat is not displaying

2. Click on inspect to display developer tools

3. Open the Network tab to display Network panel

4. Type in the textbox usehero

5. Reload page to display network activity. Network log should display requests such as loader.js and
display?appId=XXXX

Results

Correct result

loader.js isdisplaying inthe Network log
Status column should display 200 as the HTTP response code
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Incorrect result

X loader.js requestis notdisplaying in the Network log
X Status column does not display 200 as the HTTP response code



Are Dashboard configurations causing a display
issue?

Once you have correctly deployed Virtual Shopping to your website, you may find that On-site Chat is still
not displaying as a result of configurations set up for you in your Dashboard, such as Store Hours, Only
Available, Get Notified 24/7 and others.

To help you find out if a configuration is causing the issue, you can check Display Request responses.

Below we've put together common Display Request responses to help resolve issues quickly.

Common Display Request responses

Retailer-only available

A display response of retailer-onlyavailable simply means thatyour plugin configurations in
Dashboard, has been switched from On to Only available . Therefore, On-site Chat will only
display when a team member is online and available on the Store app. If store teams are offline or
busy then the Launcher Icon will not display.
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Retailer-only available

Page rules

A display response of pagerules means that the On-site Chat is hidden on the current page because of
blacklisting or whitelisting, also configurable in your Dashboard. If the page has been blacklisted, then
the plugin will only display on that page under the conditions of the follow rules.
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Page rules

Retailer closed

A display response of retailerclosed means that On-site Chatis not displaying due to the store
currently being closed.

This will be based on the store hours that have been set in the dashboard. This response will only show
if On-site Chat visibility is set to show within Store Hours. Only Available and Get Notified
24/7 are disabled.
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Retailer closed

Retailer-full

A display response of Retailerfull means that On-site Chat is currently not showing because you
have reached your limit of Get Notified lead chats in the queue.



This limit is typically set at 30 but you can easily change this in your dashboard. On-site chat should
display again once the number of chats has gone below the lead queue limit once store teams start
accepting the backlog of chats where customers have left a message.

Object not found - 4040 Error message

A display response of Object not found means that the On-site chat is not currently displaying on
your webpages because an incorrect App ID has been deployed in the JavaScript tag. To avoid this
error, ensure that the right App ID has been implemented correctly across your web pages.
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Object not found - 4040 Error message



Is On-site chat being hidden by CSS?

If the Display Request for the On-site is 'true’ but but it is still not displaying, this may be because the On-
site chat element hero-iframe-container has been hidden with CSS using the CSS property:
display:none.
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Steps to test
1. Right-click to inspect page
2. Ensure you are viewing the Elements tab

3. Search and select the element div class: hero-launcher-avatar-container-active-
standard-animating

4. View the Styles tab on the Elements panel to view the CSS rules being applied to the On-site chat
element.

5. If in the styles tab you see the display:none this will be why On-site chat is not showing up on your
webpage.
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Here, Virtual Shopping Messenger is not visible on the webpage because it being hidden with CSS.



Test Shopper Event tracking

Sometimes after setting up Shopper Events, they do not behave as expected. There are a number of
reasons why this may happen so to help discover issues and fix them, we've put together this section
where we'll walk you through:

ZHow to test the set up of Shopper Event tracking
what you should expect to see on your Staging or Production environment
4How to test events using the Store app and developer tools on your browser

D How can | test-run the experience?

a Is Shopper Event tracking deployed correctly?

B Are Shopper Events firing correctly?

[3 Troubleshooting



How can | test-run the experience?

The best way to check that your Shopper Event tracking is correctly setup is to test run the experience a
store team member would have when messaging with a shopper through the Store App.

Testing out the interaction itself will help you check that Shopper Events are tracking as expected and
surfacing insights to store teams. To do this, you'll need to create a Store App account and claim a chat to
try out the experience.

@ Before you test
To ensure you can create a Store App account, you will need to:
e Store location has been added to your Dashboard.

e Atleast one member of your admin or management team has access to manage teams in
the Dashboard so they can approve pending member accounts

To ensure you are configured for the test to go to your Dashboard, you will need to make
sure the following is true:

e "Only Available" is off

e Ensure "Get Notified 24/7" is on

How to run a test using the Store app

1. Download the Store app



Klarna | Store App for Teams
Team app for Virtual Shopping
Klarna Bank AB

2.5 « 2 Ratings

Free
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Advise and inspire Give shoppers the Share products via
For store teams online shoppers confidence to buy. video and chat.

to connect
With online 10:00 -l - 10:00 -l T -
customers. T s ma 208
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Incoming Chat
£3D -
Claim

Also available in Google Play for Android

2. Create an account using the seven-character invite code. This code - a Staging code and Production
code - will have been sent to you along with your unique Staging and Production App IDs



7:58+

«4 App Store

L)

Enter your invite code

This helps us find your retailer.

THE3883

What is this?

3. To register, you will first need to go through the onboarding process which includes creating a profile

and an introduction to Virtual Shopping.

7:58 9 . 7:687 Py
< App Store °  App Store
Log out
5
4
Welcome to the Store App

Let's take a few minutes to get you set up and
ready for action

@ Set up your profile

Advise and _
inspire 0n|irle @ See how it works
shoppers.

Create Account

Sign In

[

Upload a profile picture

Your custe

¢ Use a clear headshot (of just you).

$c aneutral round

<¥ Change your picture at any time



4. Once you have completed all three onboarding steps, a member of your management or admin team

will need to approve the account in the Dashboard.

5. Once your account has been approved, you will then need to make yourself available on the Store app

by tapping onthe Go Available button

10194

Hi, Natalie

10019 7

Hi, Natalie

Your chat rating & 5.00

[=] I'm available

Your metrics

a
3

(= Go available

Your metrics

a
3

You'll be attributed with any
online sales made up to 30 days
after a chat

You'll be attributed with any
online sales made up to 30 days
after achat

For you See all For you See all

Internal User Testing - Associate

Internal User Testing - Associate
App Training

App Training

L L

6. Start a chat using the On-site Chat feature and accept the chat on the Store App.



10:24

¥ Decline . Natalie

7]
Natalie

A familiar face!

You've chatted with Natalie before. )
Natalie started a chat

o Hella! | am looking for a present from
my partenr

Hi! I'm Natalie, an expert at The
Smoooth Store, | have some
products I'd love to show you.

13

Seconds o

Hi Okay
QW E R T [Y U o P

A IS DR G R D K

uZXCVBNM@

space return
Claim Chat

\




Is Shopper Event tracking deployed correctly?

What success looks like

To help you ensure that Shopper Event tracking is correctly set-up, we've provided guidelines and
examples of successful implementations:

B Product View

6 Purchase

Basket Add

Basket Remove

Category View

Search

L @O OO O



Product View

Are Shopper Events deployed correctly?

Below is an example of what a set-up looks like when the 'Product View' Shopper Event has been added
correctly to the product detail pages of your website. Before you begin comparing your setup, make sure
that you have completed the following:

@ Before you begin

1. To ensure you have deployed this Shopper Event correctly make sure you have included
all the correct fields.

2. Follow the steps in the 'How can | test-run the experience' section to ensure that the correct
details are being passed in the event and captured on the Store App as expected.

What success looks like

1. With a chat in progress, the 'Product View' event is displayed on the Store App.

THE APPAREL
STORE BY HERO

Home Catalog Men's Women's T Shiris Q ﬂ

Black Leather Bag

$30.00
Title
Black Leather Bag ~
H
Color
Black - e

‘ ADD TO CART |

BUY IT NOW

Hi, I'm Susan I'm an expert at How to install Hero
Womens black leather bag, with ample space. Can be
worn over the shoulder, or remove straps to carry in your

hand
Aa

2. Here the 'Product View' event can be seen in the request payload




(R @] | Eements Console Network Sources Performance Memory  Application Securty  Lighthouse ° o
THE APPAREL STORE BY _— 2
HERO a o = ® O | ¥ Q [JPresenelog ® Disable cache | Online v | # &
O Hide data Ums@ XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies [ Blocked Requests
| 1000me W0ms  M0ms  00ms  &00ms  0Oms  8K0ms  X00ms  10000ms  100ms 100ms  100ms  14000ms  15000ms  16MOms  1700ms  1800ms
Name X Headers Preview Response Initiator Timing
LS consent | pemote Address: 54.74.57.107:443
[ tracking .
Referrer Policy: strict-origin-uhen-cross-origin
[ tracking
» Response Headers (18)
» Request Headers (18)
v RequestPayload view source
v {applicationId: "@efc7ab2-6433-4612-b6Fc-06e9d993886",..}
application]d: "Gefc7ab2-6433-4612-b6fc-06e9d993686¢"
vevents: [{id: "7dc13¢82-48al-04a1-8503- 2ccedSAF69db”, date: "2020-12-14T09:38:30.554",.}]
vo: {id: "7dc13cB2-4831-24a1-5503-2cced5A769db", date: "2020-12-14T09:38:30.5547", .}
Black Leather Bag dete: *2020.12.14709:38:30 5542

$30.00
Title

Black Leather Bag .
Color

Black o

ADD TO CART

d: “7dc13c82-48al-44al-8503-2cced54F69db”
¥ products: [{id: "1606771592", name: ‘Black Leather Bag',.}]
606771592", name: "Black Leather Ba

Hero™

category: "Bag"
currency: "UsD”
id: 1606771592"

Jedn. shopify .con/s /files/1/0515/0402/1661/products /black-bag-over-the-shoulder_925x_f308436¢-9e65-4754-897¢- Jcdbf631a5b4_925x. jpg2v=-1606771592"

image: "https:

location: "https://the-apparel-store-by-hero.myshopify.com/products/black-leather-bag"
name: "Black Leather Bag"
price: 30

Black Leather Bag / Black”

“ecommerce :detail”

3. Here, the 'Product View' event can be seen in the Network log of the request payload.

Elements  Console Sources  Performance  Memory

& d]
® 0 v QA

Network

Preserve log (@ Disable cache = Online N + &

tracking
10000 ms 20000ms 30000 ms 40000 ms 50000 ms
Name X Headers Preview Response Initiator  Timing
consent... Status Code: ® 200
_| tracking Remote Address: 54.74.57.167:443
L| wacking Referrer Policy: strict-origin-uhen-cross-origin

» Response Headers (18)
» Request Headers (18)
vRequestPayload  view source
v {applicationld: “Qefc7ab2-6433-4612-b6fc-06e90993886¢",..)

applicationld: "@efc7ab2-6433-4612-b6fc-06e9d993886¢

vevents: [{id: "209cc3b6-8720-434-8ed6-8b6225035717", date: "2020-12-18T16:

v@: {id: “209cc3b6-8720-434b-Beds-806225035717, date: "2020-12-10T16:54:42.9622° ..}
date: "2020-12-

1d: "209cc3b6-8720.

4b - Bed6-8b6225035717"

[ Hide data URLs m XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies [ Blocked Requests

Application  Security Lighthouse

80000 ms 90000 ms 100000 s 110000 ms

60000 ms

142.9622",.})

¥procucts: [{id: -1606771592", name
v0: {id: "1606771592", name
brand:

“Black Leather Bag",.}
“Hera™

category: "Bag”
uso"

“1606771592"

currency:
ids

image: “ht

location: "http

name: “Black Leather Bag"
price: 30
variant: “Black Leather Bag / Black™

37112 reque type: "ecommerce:detail

“Elack Leather Bag-,.)]

/cdn.shopify.com/s/files/1/0515/@402/1661/products/black-bag-over-the-shoulder 925x_f308436-9e65

/the-apparel-store-by-hero.myshopi fy. com/products/black-leather-bag™

16067715921

4-897¢- 3cdbf

Hi, I'm Susan

I'm an expert at How to install Hero




(@ Group IDs vs. Variant IDs

If your Product Feed includes both Group IDs and Variant IDs, then it is important to ensure that
you are providing the correct ID in the Shopper Event tracking to match the correct ID of the
product being tracked.

This will ensure that product variants are also captured on the app when a shopper views or
purchases a specific product variant.

For example:

¢ [fa shopperlands on a generic product page - assuming the shopper has not selected a
variant i.e size, colour, length - then the Group ID for that product should be passed as the
product ID for the Shopper Event.

e |f a shopper selects a variant of that product and the page reloads to display the variant
product, then the Variant ID should be passed as the product ID for the Shopper Event.



Purchase

Are Shopper Events deployed correctly?

Below is an example of what a set-up looks like when the 'Purchase’ Shopper Event has been added
correctly to the order confirmation pages of your website”. Before you begin comparing your set-up, make
sure that you have completed the following:

(1) Before you begin

1. To ensure you have deployed this Shopper Event correctly make sure you are using the
correct fields.

2. Follow the steps in the 'How can | test-run the experience' section to ensure that the correct
details are being passed in the event and captured on the Store App as expected.

What success looks like

1. Here, you can see the Purchase eventin the request payload of the Network tab

“ [ (] CElements Console Network Sources Performance Memory  Application  Security Lighthouse o106 | & :
The Apparel Store by Hero ® © ¥ Q| OPresercelog B Disablecache | Onine v | 4 #
Hide data URI‘O XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blacked cookies Blocked Requests
=] PP - e =
T Hide order summary A =3
$53.54 _— s
e l— e —_
(1] Chequered Red Shirt Name | X Headers Preview Response Initator  Timing
| . Chequered Red S Red ‘:)a 1o applicationld: "@efc7ab2 612 -bEfc - 86094993886 "
L @ PROMO 1 00) L . ¥events: [{id: "37851dae-b340-4d5F-874b-7174e50fa06d", date: "2020-12-17T12:49:00.7182",.}]

v@: {id: "37851dae-b340-4d5F-874b-7174e50Fa86d", date: "2020-12-17T12:49:00.7187",..)

date: "2020-12-17T12:49:00.7187"

Subtotal $40.00 e e B R

vproducts: [{1d: "1606771598", quantity: 1, name: "Chequered Red Shirt™,.}]
SHEpRIng $13.54 ve "16@6771598", quantity: 1, name: "Chequared Red Shirt™,.}

Total $53.54

s/#iles/1/0515/0402/1661/products red-plaid-shirt_925x_b3b019¢9-01a5-4515-8950- ae6daBOFA6T1_320x320. jpg?v=1606771598"
Order #1038

Thank you margaret!

tore-by-hero.myshopify.com/products/chequened-red-shirt 2variant=-37306886389917"

- quantity: 1

variant: “Chequered Red Shirt / Red”

L v Wands ¥purchase: {currency: "USD", id: "1838", total: 53.54, shippingCost: 13.54,..}
. s\

Shipping address Comn “PROMI10"

London 7.

T +

i — 1 P age Internationa
EARLSFIELD ¢
Google Map data ©2020  Terms of Use
Your order is confirmed 1061 se”
You'll receive a confirmation email with yo 2| T Console  Whars New %

2. On the right, you can see the Purchase eventis displaying correctly in the Store app



(% @ Elements sole  Network ices  Performance  Men Applicatic ecurity jhthouse o156 & :
® © | ¥ Q | OFresenvelog @ Dissblecache | Onine v | £ &

Shopper 1290556

[tracking ] O Hide data URLs () | xR S Img Media Font Doc WS Manifest Other [ Has blacked cookies (] Blocked Requests

s —_— US$40.00

Chequered Red Shirt

771598%, quantity: 1, name: “Chequered Red Shirt",.}]

771588, quantity: 1, name: "Chequered Red Shirt”,.}

Hi, I'm Margaret 'm an expert at How to install Hero

@ Group IDs vs. Variant IDs

If your Product Feed includes both Group IDs and Variant IDs, then it is important to ensure that
you are providing the correct ID in the Shopper Event tracking to match the correct ID of the
product being tracked.

This will ensure that product variants are also captured on the app when a shopper views or
purchases a specific product variant.

For example:

e [fa shopperlands on a generic product page - assuming the shopper has not selected a
variant i.e size, colour, length - then the Group ID for that product should be passed as the
product ID for the Shopper Event.

o [f a shopper selects a variant of that product and the page reloads to display the variant
product, then the Variant ID should be passed as the product ID for the Shopper Event.




Basket Add

Are Shopper Events deployed correctly?

Below is an example of what a set-up looks like when the 'Basket Add' Shopper Event has been added
correctly to the product detail pages of your website. Before you begin comparing your set-up, make sure
that you have completed the following:

@ Before you begin

1. To ensure you have deployed this Shopper Event correctly make sure you are using the
correct subfields.

2. Follow the steps in the 'How can | test-run the experience' section to ensure that the correct
details are being passed in the event and captured on the Store App as expected.

What success looks like

1. With a chatin progress, the '‘Basket Add' event is captured on the Store app

JUST ADDED TO YOUR CART X

THE APPAREL STORE BY g g
HERO Home Catalog Men's Women's T Shirts
. Chequered Red Qy:1
Shirt
H Color: Red
Chequered Red Shirt
$50.00 VIEW CART (1)
Continue shopping
Title Color
Chegquered Red Shirt ~ Red ~

ADD TO CART ‘

BUY IT NOW

Classic mens plaid flannel shirt with long sleeves, in chequered style, with two
chest pockets.

Hi, I'm Sus at How o install Hero

[f1 SHARE ) TWEET @ PINIT

2. Here, the 'Basket Add' event can be seen in the request payload



Q164 | & I X

Performance  Memory  Application  Security Lighthouse

x al Network  Sou
JUST ADDED TO YOUR CART X — E—
® O | ¥ Q | Orresene Disable cache | Online v | # ¥ &
Chequered Red Q1 [ Hide data URLs (A1} | XHR JS CSS Img Media Font Doc WS Manifest Other [J Has blocked cookies [ Blocked Requests
Title: Chequered Red Shirt
Golor: Red [
Name X Headers Response
VIEW CART (1) sev v ]
[ ] consent-...
tracking | » Response Headers (18)
Continue shopping =
—_— [ tracking | » Request Headers (18)
Litracking | o Request Payload  view source
tracking . -
U : "@efc7ab2-6433-4612-b6Fc-06e9d993886¢”, events: [,..]}

¥ {applicationI

applicationld: "@efc7ab2-6433-4612-b6c-06e9d993886c"

vevents: [,.]
vo: {i "2794f22e-a3a0-4ef9-86b3-e6705ba2f099", date

Chequered Red Shirt date: "2020-12-14T07:29:48.5027"

2020-12-14T07:29:48.5022", type: "

1, name: “Chequered Red Shirt”,.}]

$50.00
vproducts: [{id: "16@6771598", quantity: 1, basketQuantity:
vo: {id: "1606771598", quantity: 1, basketQuantity: 1, name: "Chequered Red Shirt”,.}
Title basketQuantity: 1
brand: "Hero"
Chequered Red Shirt ~ category: "Shirt"
currency: "USD"
Color id: "1606771598"
image: "https://cdn.shopify.con/s/files/1/@515/0402/1661 /products/red-plaid-shirt_925x_bob@1979-@1a5-4515-89b0-2264280F@671_small. jpgov:
Red v location: "https://the-apparel-store-by-hero.myshopify.com/products/chequered-red-shirt”

name: "Chequered Red Shirt"

price: 50

1

quanti

ADD TO CART
variant: "Chequered Red Shirt / Red"

type: "ecommerce:add"

BUY IT NOW
5/136 reauer

3. On the right, the 'Basket Add' event can be seen in the Store app

[ (] | FEements Comsole Network Sources Performance  Memory  Application  Security Lighthouse o104 &
— —_— Shopper 1279280
® © Y Q | O Preservelog Disable cache | Online v + Lo
(0 Hide data URLs [A] | XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies (] Blocked Requests
5000 ms 10000 ms 15000 ms 20000 ms 25000 ms 30000 ms 35000 ms 40000 ms 45000 ms 50000 ms 55000 ms 60000 ms 65000 ms
Name X Headers Pre se Timing
rereTrerre.... T
LI consent-... Chequered Red Shirt
tracking | * Response Headers (18)
[|tracking | » Request Headers (18)
LJtracking  § Request Payload  view source
[ litzacking) v {applicationld: "@efc7ab2-6433-4612-b6fc-06e9d993886c", events: [,.]}
applicationld: "@efc7ab2-6433-4612-b6FC-06e9d993886¢™ er 1276280 started a ¢
vevents: [,.]
v0: {id: "75fc@f27-0956-4ebb-bcdb-c0b939820028", date: “2020-12-14T06:47:52.563Z", type: "ecommerce:add”,..}
date: "2000-12-14T06:47:52.5631" e
oy debb_bodhcon -

vproducts: [{id: "1606771598", quantity: 1, basketQuantity: 1, name: "Chequered Red Shirt",.}]
v0: {id: "1686771598", quantity: 1, basketQuantity: 1, name: "Chequered Red Shirt",.}

basketQuantity: 1

brand:
category: "Shirt"
currency: "USD"
id: "1606771598"
image: "https://cdn.shopify.con/s/files/1/0515/8402/1661/products/red-plaid-shirt_925x_bIba199-@1a5-4515-89b0-ae6da8e@671_small.jpg v=1606771598"

location: "https://the-apparel-store-by-hero.myshopify.com/products/chequered-red-shirt”
Hi, I'm Susan I'm an expert at How to install Hero

name: "Chequered Red Shirt"

price: 50
quantity: 1
variant: “"Chequered Red Shirt / Red"

Aa

type: “ecommerca:add”



(@ Group IDs vs. Variant IDs

If your Product Feed includes both Group IDs and Variant IDs, then it is important to ensure that
you are providing the correct ID in the Shopper Event tracking to match the correct ID of the
product being tracked.

This will ensure that product variants are also captured on the app when a shopper views or
purchases a specific product variant.

For example:

e Ifa shopperlands on a generic product page - assuming the shopper has not selected a
variant i.e size, colour, length - then the Group ID for that product should be passed as the
product ID for the Shopper Event.

e |f a shopper selects a variant of that product and the page reloads to display the variant
product, then the Variant ID should be passed as the product ID for the Shopper Event.



Basket Remove

Are Shopper Events deployed correctly?

Below is an example of what a set-up looks like when the '‘Basket Remove' Shopper Event has been
added correctly to the product detail pages of your website. Before you begin comparing your set-up, make
sure that you have completed the following:

@ Before you begin

1. To ensure you have deployed this Shopper Event correctly make sure you are using the
correct fields.

2. Follow the steps in the 'How can | test-run the experience' section to ensure that the correct
details are being passed in the event and captured on the Store App as expected.

What success looks like

1. Here, you can see the 'Basket Remove' eventin the request payload of the Network tab.

~ [ (1] | Elements Console Network Sources Performance  Memory  Application  Security Lighthouse o104 | &
THE APPAREL — —
STORE BY HERO Q l:\ = ® O | ¥ Q | Opreservelog @ Disablecache | Online v | # ¥ 1
[ Hide data URLs [} | XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies (] Blocked Requests
| 500ms 1000 ms 1500 ms 2000 ms 2500 ms 3000ms 3500ms 2000ms 4500 ms 5000 ms 5500 ms 5000
P ’» -— = e —
Name X Headers Preview Response Initiator Timing

[] cons. Status Code: ® 200
tracki,.  Remote Address: 54.74.57.107:443

tracki.. | Referrer Policy: strict-origin-uhen-cross-origin

Your cart

» Response Headers (18)

Your cartis currently empty. > Request Headers (18)

v Request Payload  view source
v {applicationId: "@efc7ab2-6433-4612-b6fc-06e9d993886¢",..}
applicationld: "@efc7ab2-6433-4612-b6fc-06e9d993886c"
vevents: [{id: "69af4c5b-a753-4988-806e-d82656¢943b7", date: "2020-12-17T10:47:41.2232",..}]
v0: {id: "69af4c5b-a753-4988-806e-d826567943b7", date: "2020-12-17T10:47:41.223Z" .}
date: "2020-12-17T10:47:41.2237"
id: "69afdc5b-a753-4988-806e-d82656¥943b7"

v products: [{id: "16@6771604", quantity: 1, basketQuantity: @, name: "Red Sports Tee",..}]
ve: {id: "1606771604", quantity: 1, basketQuantity: @, name: "Red Sports Tee",.}
basketQuantity: 0
brand: “Hero"
category: “Top"
currency: "USD"
id: "1606771604"
Quick links ; . . B i - s 4o 2 . . . coan
image: “https://cdn. shopify.com/s/Files/1/0515/0402/1661/products /uomens-red-t-shirt_925x_b78d289c-e4d9-4b@0-bde3-671cA3b03841. pg?v=1606771604
location: “https://the-apparel-store-by-hero.myshopify.com/products/red-sports-tee?variant=37306887340189"
Search name: "Red Sports Tee”
price: 50
quantity: 1

variant: "Red Sports Tee / Red”
gl etter 3/61requ type: “ecommerce:remove

- i Console WhatsNew X

2. On the right, the 'Basket Remove' event is showing correctly on the Store app



[R O] | Eements Conssle Network Sources Performance Memory  Application  Security Lighthouse o144 | @
® 6 v Q eserve log (3 Dissble cache

tracking ‘ ] Hide data URLs [} XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies [ Blocked Requests

Shopper 1290556

nline ¥ & &

Name X Headers Preview Response Initiator Timing
Status Code: @ 200

tracki Remote Address: 54.74.57.107:443

track Referrer Policy: strict-origin-when-cross-origin

» Response Headers (18)

» Request Headers (18)

¥ Request Payload
¥ {appli nTd: "

", date: "2020-12-17T10:47:41.2237",.}]
, date: "2020-12-17T10:47:41.2237",..) e

858062

v products: [{1d: "
v0: {1d: "1606771604", quantity: 1, basketQuantity: 0, name: "Red Sports Tee",..

771604", quantity: 1, basketQuantity: ©, name: "Red Sports Tee”,.}]

(@ Group IDs vs. Variant IDs

If your Product Feed includes both Group IDs and Variant IDs, then it is important to ensure that
you are providing the correct ID in the Shopper Event tracking to match the correct ID of the
product being tracked.

This will ensure that product variants are also captured on the app when a shopper views or
purchases a specific product variant.

For example:

e [fa shopperlands on a generic product page - assuming the shopper has not selected a
varianti.e size, colour, length - then the Group ID for that product should be passed as the
product ID for the Shopper Event.

o [f a shopper selects a variant of that product and the page reloads to display the variant
product, then the Variant ID should be passed as the product ID for the Shopper Event.




Category View

Are Shopper Events deployed correctly?

Below is an example of what a set-up looks like when the 'Category View' Shopper Event has been added
correctly to the product detail pages of your website. Before you begin comparing your set-up, make sure
that you have completed the following:

@ Before you begin

1. To ensure you have deployed this Shopper Event correctly make sure you are using the
correct fields.

2. Follow the steps in the 'How can | test-run the experience' section to ensure that the correct
details are being passed in the event and captured on the Store App as expected.

What success looks like

1. Here, you can see the 'Category View' event displayed in the request payload of the Network tab

~ & da Elements  Console  Netwerk  Sources  Performance  Memory  Application  Security » ©1 & X
THE APPAREL STORE BY HERO QM = —_—
® ® ¥ Q | OPreservelog B Disablecache | Online v | # ¥

O Hide data URLs [} XHR JS CS5 Img Media Font Doc WS Manifest Other (] Has blocked cookies

[ Blocked Requests

Mens Momm  AOO0m|  GOoms BN W OO0m  WONMm  6HO0m  om|  2MooMn
FILTER BY SORTBY
_ Name X Headers Preview Response Initiator  Timing
All products ~ Best selling v . NE—
|| consent-tracking-api... v General
& products _| tracking Request URL: https://api.usehero. com/webplugin/tracking
| tracking

Request Mcthod: POST
Status Code: ® 200
Remote Address: 54.76.69.248:443
Referrer Policy: strict-origin-when-cross-origin
» Response Headers (18)
» Request Headers (18)
v Request Payload  view source
~ {applicationld: "Gefc7ab2-6433-4612-b6Fc-06e90993886C" .}
applicationld Befc7ab2-6433-4612-b6fc-@629d993886¢
vevents: [{id: "faaa3iB9-7a98-46F5-bo2a-4ec5FB7I9147, date: "2020-12-11709:51:40.0342, type: "t
v0: {id: "fasa3389-7a98-46F5-b02a-Lec5F8730147", date: “2020-12-11T09:51:40.0342°, type: “event

action: “category-view
Chequered Red Shirt Ocean Blue Shirt ate: 262013 11709.51.40. 207"

§50.00 $50.00 id: "faaallB9-7a98-46f5-b02a-4ec5F8739147"

location: “Nttps://the-apparel-store-by-hero.myshopify.con/col lections /mens”

type: "event”

value: “Mens®

b
- G
e‘ +| 37283 requests | 2848 D

2. On the right, you can see the 'Category View' event, showing correctly in the Store app




Sou Performance

Network

= dl
® 0 ¥ Q 3 Disable

tracking [ Hide data URLs [l

] Blocked Requests

ements

Online v

[ Preserve log

XHR JS CSS Img

ms 600

2000 ms
Il

Name X Headers iew Response

consent-tracking-api... | v General
|| tracking
tracking Request Method: POST

Status Code: @ 200
Remote Address: 54.76.69.248:443

Referrer Policy: strict-origin-when-cross-origin

» Response Headers (18)
» Request Headers (18)

vRequest Payload  view

¥ {applicationld: "@efc7ab2-6433-4612-b6fc-06e9d993886c",..}
33-4612-b6fc-B6e 93886c"

applicationld: “@efc7ab2

Request URL: https://api.usehero. con/webplugin/tracking

o1

Memory  Application urity Lighthouse

Shopper 1271231

+

Media Font Doc WS Manifest Other [ Has blocked cookies

10000 ms

Timing

e Hil

vo: {id:
“category-view"

2020-12-11T78¢5

—
vevents: [{id: "4af502b1-4a2f-408f-806c-cd1420dd2896", date: "2020-12-11T09:25:02.615Z", type: “event”,..}]
“4af502b1-4a2f-408f-886c-cd1420dd2896",

1

date: "2020-12-11T09:25:82.6152", type: “event",..}

0 install Hero

Hi, I'm Susan I'm an expert at




Search

Are Shopper Events deployed correctly?

Below is an example of what a set-up looks like when the 'Search' Shopper Event has been added
correctly to the product detail pages of your website. Before you begin comparing your set-up, make sure
that you have completed the following:

@ Before you begin

1. To ensure you have deployed this Shopper Event correctly make sure you are using the
correct fields.

2. Follow the steps in the 'How can | test-run the experience' section to ensure that the correct
details are being passed in the event and captured on the Store App as expected.

What success looks like
1. With a chatin progress, the 'Search' Shopper Event is displayed in the Store App.

L:ERgPPAREL STORE BY Home Catalog Men's Women's T Shirts a A

Shopper 1279280

7 RESULTS FOR “TOPS”

Tors x ﬂ

LED High Tops $80.00

e
]

Striped Skirt and Top $§50.00

Floral White Top $75.00

i, 'm Susar
e E
QUlk Quimmar Tan $70.00

2. Here, you can see the 'Search' event in the request payload of the Network tab

i 28



THE APPAREL STORE BY HERO

7 RESULTS FOR “TOPS”

Tops

LED High Tops

m Floral White Top

Silk Summer Top

Classic Varsity Top

L3 Elements

a Console Netwark Sources *erformance Memory Application Securit » @1 = SRR 4
® 0 ¥ Q ] Preserve log [ e cache | Online v + &
|tracking () Hide data URLs XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies

] Blocked Requests

500 ms
Name X Headers Preview Response Initiator  Timing
consent.. + General
LRI Request URL: https://api.usehero.con/webplugin/tracking
tracking

Request Method: POST
Status Code: @ 208

Remote Address: 54

L74.57.187:443

Referrer Policy: strict-origin-when-cross-origin
* Response Headers (18)
» Request Headers (18)

v Request Payload

¥ {applicationld: “@efc7ab2-6433-4612-b6fc-06e9d993886c",.}

applicationld: “@efc7ab2-6433-4612-b6fc-06e9d99388

vevents: [{id: "ca227d@8-f7a%9-4cb6-8b15-257b18edbl 2"

¥ @: {id: "ca227d0B-f7a3-4cb6-8b15-257b18edbl2f", date: “2020-12-11T18:26:51.4677"

, date:

x al

Elements

_ Sources  Performance  Memory  Application  Security » o1 0 X
ﬂ = ® O ¥ Q [Preserve Online v + * £~

tracking Hide data URLs [[f) XHR JS €SS Img Media Font Doc WS Manifest Other [ Has blocked cookies
) Blocked Requests
| 50 ms 0 ms 250ms

-8 " -
Name X Headers Preview onse Initiator  Timing
_| consent... + General
_| tracking Request URL: https://api.usehero. com/webplugin/tracking

tracking

Request Method: PosST

$80.00 Status Code: ® 200
Remote Address: 54.74.57.107:443
Referrer Policy: strict-origin-when-cross-origin
$50.00 * Response Headers (18)
» Request Headers (18)
= Request Payload W s0L
§75.00 v {applicationld: “Qefc7ab2-6433-4612-b6fc-069d993886¢" ..}
applicationld: "Gefc7ab2-6433-4612 6094993886
vevents: [{id: “ca227d08-f7a9-dch6.8b15-257blBadbi2f", date: “2020-12.11T10:26:51.4672°, type: “event”,.}]
Qi {id: "cal27d@8-f7a9-4cb6-8b15-257bl8edbl2f", date: "2020-12-11T10:26:51.4671", type: “ewent™,.}
§70.00 e
. ro.myshopif h2q=TopsAtypes

"2020-12-11T710:26:51.4671", type: "event”,

71", type: “event”,_}

action:

dcb6-8b15-257b18edb12F"

e-apparel-store-by-

Hi, I'm Susan I'm an expert at How to install Hero

opsatype="




Are Shopper Events firing correctly?

Once you have set up the Shopper Events on your pages, you will need to check the events are firing as
expected. To help you do this, we've put together the following test scenarios.

To check that events are firing as expected, you will need go to your Staging or Production environment,
start a Virtual Shopping chat and view the developer tools request payload.

Get ready to test

Before you begin, you need to complete the following 2 preliminary steps:

1. Javascript successfully loaded on page and Virtual Shopping On-site Chat is displaying as expected

THE APPAREL Home Catalog Men's Women's
STORE BY — _ QBn
HERO T Shirts

°.ﬂ Speak to our in-store team

Message us for product advice and
recommendations.

2. Make yourself available on the Store App.

~ [® (] CElements Console  Network

Sources

® © V¥ Q | (Jpreservelog B Disablecache | Online

O Hide data URLs [} | XHR Js CSS Img Media Font Doc WS I

[[J Has blocked cookies [ Blocked Requests

100000ms  200000ms 300000 ms

400000 ms

Name Status. Type
loaderjs 200 script

| atuibution 204

] display?appld=0efc7ab2-64... 200 xhr

|| attribution 200 xhr

[ ] plugin5.23.0js 200 script

[ ] chunk519.9c7ffa6d00b754a... 200 script

[_| shopper?appld=Oefc7ab2-6... 200 xhr

|| settings?appld=Oefc7ab2-6... 200 xhr

[ metrics 204

[ Ime 200 text/pl.

|| metrics 200 xir

[l me 200 xhr

[] ping 200 text/pl...

|| chunkmodule-twilio-chat.S... 200 script

[ ] 1607d8b40d073354d54b6e... 200 ong

|| metrics 204

[] ping 200 xhr

|_| lineup?appld=0efc7ab2-64.. 200 xhr

|| metrics 200 xir

|| metries 204

] b8966a9b628532bd609C55... 200 png

|| metrics 200 xhr

70 /99 requests = 322 kB / 835 kB transferred

500000 ms 600000 ms

Initiator
(index):933
Other

shop events li...

shop events ...
loaderjs:1
plugin5.23.0j...
chunk519.9¢7...
chunk519.9¢7...
Other

.. Other

chunk.519.9¢7...
chunk.519.9¢7...
Other
plugins.23.0;..
(index),

Other
chunk.519.9¢7...
chunk.519.9¢7...
chunk.519.9¢7...
Other

(index)
chunk519.9¢7...

Performance

v

1.4 MB / 2.5 MB resources

E 3

Size

238 kB
0B
6228
8888
56.4 kB
134 kB
8.0 kB
1.7kB
0B
0B
456 B
7188
0B
745 kB
1.5kB
0B
5888
8798
4578
0B
906 B
4578

Memory

*

700000 ms

Time
546 ms
226 ms
277 ms
165 ms
196 ms
218 ms
107 ms

91 ms
87 ms
101 ms
62 ms
T1ms
Tims
167 ms
49ms
93 ms
109 ms
116 ms
80ms
102 ms
55ms
ms

»

800000 ms:

Waterfall

Finish: 14.1 min ~ DOMCc



$6,280

27 custarmers ane on your
website right now

Stop the press - Hera in Hong Kong!

Steps to test o4

1. Start a Virtual Shopping chat.

THE APPAREL STORE
BY HERO

Home Catalog Men's

2 Accept chat on the Store App.

Stop the prass - Hera in Hong Kong!

HeRro
Women's T Shirts

Hi, Margaret

Your chat rating * No rating yet

I'm Available

PRO-TIP

On average, 1 in 3 customers visit the store
after having an online chat

Help bring online custo

Watch this space

& LB speaktoourin-store team

Message us for product advice and
recommendations.

Here's where we'll share the latest Hero
stories and updates

S

Xz



THE APPAREL STORE BY
HERO

e g

\.k'- The Apparel Stor

-

Home Catalog Men's Women's T Shirts

Ask our in-store team

Ask our in-store team memibers for ad
and recommendations through cha, phots
and live video.

Thanks. We're finding a team 1 5
member for you now,

Seconds
While we connect you, what's your
first name?

Type a message

3. Right-click on your website page and click on inspect to display developer tools.

THE APPAREL
STORE BY Home Catalog Men's Women's
HERO

HeRo

T Shirts Q

Margaret

How can we help?

Just now

Thanks. We're finding a team
member for you now.

While we connect you, what's your
first name?

Type a message

“ [% (1] | Elements Console Network Sources  Performance o5 | & : X

//cdn. shopify.com/s/files/1/0515/0402/1661/Files/browsing-Clothing. jpg2v-160677
1635 1920w 1080h" data-parent-fit-"cover” style-"background-position: center cente
r; background-image: url("https://cdn.shopify.com/s/files/1/0515/0462/1661/Files/br
ousing-clothing_1512x.Jpg?v=1606771635");" alt src-"//cdn.shopify.com/s/files/1/@51
5/0402/1661/files/brousing-clothing_309x300.jpg2v=1606771635">

before
</div> == 50
: none;">.</picture>
» <noscript>..</noscript>
div>

</div>

iv id-"shopify-section-collection” class-"shopify-section index-section”>.</div>
<1-- END content_for_index -->

main>

iv id-"shopify-section-footer shopify-section

large.hero-hero-1.hero_overlay.box.ratio-containerjs.lazyloaded  div.hero_inner

liv#Hero-hero-1.hero her
Styles Computed  Layout Event Listeners DOM Breakpoints  Properties  Accessibility
Filter thov .cls + [ =

element.style {

)

-hero_inner {
position: relative;
display: table-cell;
vertical-align: middle;
padding: » 55px 0;
z-index: 2;

.ratio-container > * { theme. cs52v..498723:1071
top: 0;
left: ©;
width: 100%;
height: 100%;

~| ! Console WhatsNew X x

4. Open the Network tab to display the Network panel. Ensure you have checked the 'Disable cache' box.



THE APPAREL
STORE BY )
HERO T Shirts

Home Catalog Men's Women's

I'm live in-store at
How to install Hero

While we connect you, what's your
first name?

Type a message

6. Type in the filter text box: tracking

THE APPAREL
STORE BY )
HERO T Shirts

Home Catalog Men's Women's

I'm live in-store at
How to install Hero

While we connect you, what's your
first name?

Type a message

& d

[k @] | FEements Console [ Network |Sources Performance  Memory >

® © ¥ Q| OPreservelog |8 Disablecache | Online v | # ¥

[ Hide data URLs ()| XHR JS €55 Img Media Font Doc WS

[ Has blocked cookies (] Blocked Requests

50 ms 100 ms 150 ms| 200 ms. 250 ms 300 ms.
Name Status Type | Initiator Sze  Time  Waterfal
=] browsing-clothing_1512xjp... 200 webp  lazysizesjs 257k8 537 ms Wl
[a] red-plaid-shirt_925x_b9b01... 200 webp  lazysizesjstvs.. 44 kB 535ms ol
2] womens-red-t-shirt_925x b... 200 webp  lazysizesjstv=.. 37kB 554ms ol
=] smiling-woman-poses_925x... 200 webp  lazysizesjs 8318 ssoms o
=] young-man-in-bright-fashi... 200 webp  lazysizesjstv=.. 100kB 550ms o
=] browsing-clothing_1512xjp... 200 webp  (index) 257ke 221ms M
[ ping 200 xhr chunkS19.9c7.. 5878 101ms
[ ping 200 text/pl..  Other 0B 243ms

8requests = 542 kB transferred | 537 kB resources

Elements  Console  Network ~ Sources  Performance  Memory % o4 B

® © V¥ Q| OPresenvelog @ Disablecache | Oniine v | # ¥

Name

0/22 requests

O Hide data URLs (]| XHR JS CSS Img Media Font Doc WS Manifest Other
Blocked Requests

50000 ms. 100000 ms. 150000 ms. 200000 ms; 250000 ms. 300000 ms.

Status Type Initiator Size Time  Waterfall

0B /547 kB transferred = 0 B /538 kB resources

7. On website carry out a shopper action that would trigger the Shopper Eventi.e. View a Product page to

fire the 'Product view' event.



[® @]  Eements Console Network Sources Performance  Memory o1& i X
THE APPAREL Home Catalog Men's Women's ® O | ¥ Q | Orreservelog M Disablecache | Online v | # % o
STORE BY ) Q 0 —
HERO T Shirts [ Hide data URLs [} XHR JS CSS Img Media Font Doc WS Manifest Other
() Has blocked cookies [ Blocked Requests
| 1000 ms 0ms 3000ms 4000 ms 5000 ms 6000 ms 7000 ms |
Chequered Red Name Status Type  Initiator Size Time  Waterfall A
s h i rt [ consent-tracking-apijs 200 scipt load feature-..  21kB  57ms
| tracking 200 |xhr shop events li.. 5488 159 ms 1]
$50.00 || tracking 204 Other 0B 92ms
Title
Chequered Red Shirt v
Color
Red v
ADD TO CART
BUY IT NOW
Classic mens plaid flannel shirt with long sleeves,
in chequered style, with two chest pockets.
[ SHARE 9 TWEET @ PINIT a - 3/80requests | 2.6 kB /739 kB transferred | 4.2 kB / 2.7 MB resources | Finish:6.20 s | DOMContentloaded: 1.25s | Load: 2

8. As an option to further filter the Network log, you can click on the XHR tab to only show the Shopper
Event tracking resource witha 200 HTTP response code

THE APPAREL
STORE BY
HERO

Home

Catalog  Men's

Network Sources

& dl
® © ¥ Q | [ Prreserv [ Disable cache

() Hide data URLs

Elements Console

Women's T Shirts

Performance >

Online v | & ¥

All H S CSS Img Media Font Doc WS Manifest Other [ Has blocked ¢

I 2000 ms 4000 ms 6000 ms 8000 ms
Chequered Red Shirt '
q Name Status  Type  Initiator Size  Time Wate
$50.00 | [ tracking 200 wor |shop event. 5478 127..
Title
Chequered Red Shirt v
Color
Red v
ADD TO CART
BUY IT NOW
Classic mens plaid flannel shirt with long sleeves, in
chequered style, with two chest pockets.
[l SHARE ¥ TWEET @@ PINIT
547B /1.5 MB transferred | 15B /6.1 MB resources | Finish: 11.42

° 1/ 91 requests
i Console

What's New X

9. Click on the tracking request in the Network log that displays 200 asthe HTTP response code. Click
on the Headers tab to display the request payload



@] | Eements Console  Network Sources  Performance  Memory  Application o1 &
Z‘;E’AREL Home Catalog Men's Women's ® © | ¥V Q  [Presenelog M Disablecache | Onine v | # ¥
STORE BY - Q M (O Hide data URLs [} | XHR JS CSS Img Media Font Doc WS Manifest Other
HERO D [ Has blocked cookies () Blocked Requests
| 200000 ms 400000 ms 600000 ms 400000 ms 1000000 ms 1200000
Name = X Preview Response Initiator  Timing

Chequered Red
Shirt

$50.00

v General
Request URL: https: //api.usehero. con/webplugin/tracking
Request Method: POST
Status Code: ® 200

Remote Address: 54.74.57.107:443

Referrer Policy: strict-origin-when-cross-origin

Title

» Response Headers (18)

v Request Payload
v {applicationld: "@efc7ab2-6433-4612-b6fc-86e9d993886C"

Chequered Red Shirt ~
Color
Red ~

¥ events
»0: {id: "73d13f6f-5caB-4dd0-alde-34ab2bfc892c”, date: "2020-12-16T15:10:31.837Z",.

‘ ADD TO CART ‘

BUY IT NOW

Classic mens plaid flannel shirt with long
sleeves, in chequered style, with two chest,
pockets.
3/133

11. Expand the request payload to view the Shopper Event

» Request Headers (18)

view source

applicationId: "@efc7ab2-6433-4612-b6Fc-0629d993886c"

[{id: "73d13f6f-5caB-4dd0-alde-34ab2bfcB9I2c”, date: "2020-12-16T15:10:31.837Z",..}]

[® (] | Elements Console Network  Sources Performance  Memory  Application  Security Lighthouse o1 | & : x
THE APPAREL STORE _ = ——
BY HERO aQ A ® © | ¥ Q | Opreservelog B Disablecache | Onine v | £ & o
(O Hide data URLs i1} | XHR JS CSS Img Media Font Doc WS Manifest Other (] Has blocked cookies [ Blocked Requests
| 200000 400000 ms 600000 ms 800000 ms 1000000 ms 1200000 ms 1400000 ms 1600000 ms 1800000 ms 20000001
. . .
Name | X Headers Preview Response Initistor Timing
cu
- X Request URL: https://api.usehero. com/webplugin/tracking
y
= = Request Method: POST

Status Code: ® 200

Remote Address: 54.74.57.107:443

Referrer Policy: strict-origin-when-cross-origin
» Response Headers (18)
» Request Headers (18)
view
efc7ab2-6433-4612-b6Fc-0629d993886¢

¥ Request Payload urce

Chequered Red Shirt

¥ {applicationTd:

2020-12-16T15:10:31.0372",..}]
2020-12-16T15:10:31.0372",..}

applicationld: "@efc7ab2-6433-4612-b6fc-06e9d993886¢
$50.00 vevents: [{id: "73d13f6f-5ca8-4dde-alde-34ab2bFc892c", date
v0: {id: "73d13f6f-5ca8-4ddo-alde-34ab2bFc892c”, date
Title date: "2020-12-16T15:10:31.0372"
id: "73d13f6F-ScaB-4dd0-alde-34ab2bfc892c"
Chequered Red Shirt M v products: [{id: "16@6771598", name: "Chequered Red Shirt”,.}]
vo: {id: "1606771598", name: “Chequered Red Shirt"
Color brand:
category
Red e currency
id: "1606771598"

ADD TO CART location:
name: “Chequered Red Shirt”
50
BUMIHOW variant: “"Chequered Red Shirt / Red"

type: "ecommerce:detail”

image: "https://cdn.shopify.com/s/files/1/0515/0402/1661/products/red-plaid-shirt_925x_bobo199-01a5-4515-89b0-ae6daBOFO671_925x. jpg?v=

“https://the-apparel-store-by-hero.myshopify .com/products/chequered-red-shirt”

3/176

Results

Correct result

4The Shopper Event should be displayed in the request payload



[ ] | Elements Console Network Sources Performance Memory  Application  Security Lighthouse o1& i X

THE APPAREL STORE — —
BY HERO Q M = ® © ¥ Q | Opreservelog W Disablecache | Online v | 4+ ¥
O Hide data URLs (] XHR J5 CSS Img Media Font Doc WS Manifest Other (] Has blocked cookies (] Blocked Requests
1800000 ms 2000000

200000 400000 ms 600000 ms 800000 ms 1000000 ms 1200000 ms 1400000 ms 1600000 ms:

|
Name | X Headers Preview Response Initiator Tim
o
- ; '_ Request URL: https://api.usehero. com/webplugin/tracking
= = Request Method: POST
Status Code: ® 200
i Remote Address: 54.74.57.107:443
Referrer Policy: strict-origin-uhen-cross-origin
» Response Headers (18)

» Request Headers (18)

. v Request Payload  view
Cheq uered Red Shlrt v {applicationld: "@efc7ab2-6433-4612-b6Fc-06e9d993886c" ..}
applicationId: “"@efc7ab2-6433- 2-b6fc-B6e9d993886c™
$50-00 vevents: [{id: "73d13f6f-5ca8-4dde-alde-34ab2bfc892c”, date: "2020-12-16T15:10:31.037Z",..}]
3d136F-5ca8-4dd0-alde-34ab2bFc892c", date: "2020-12-16T15:10:31.0371",.}

date: "2020-12-16T15:10:31.037Z"

Title
caB-4dd@-alde-34ab2bfc892c”

id: “73d13f6
Chequered Red Shirt v vproducts: [{id: "1686771598", name: "Chequered Red Shirt",.}]

vo: {id: "16@6771598", name: “Chequered Red Shirt”,..}
Color brand: “Hero®
category: "Shirt"
Red e currency: "USD"

id: "16@6771598"
image: “https://cdn.shopify.con/s/files/1/6515/0402/1661/products/red-plaid-shirt_925x_bSb19F9-01a5-4515-89b0-ae6das0Fe671_925x. jpg?

“https://the-apparel-store-by-hero.myshopify .com/products/chequered-red-shirt”

ADD TO CART location
name: "Chequered Red Shirt”
price: 50
BUY IT NOW variant: "Chequered Red Shirt / Red"
[ type: "ecommerce:detail”
~ ! 3/176

@The Shopper Event should show on the Store App

THE APPAREL STORE i METOV R A ORI Gilles 4 Shopper 1288797
BY HERO Qa fn = Disable cache vt o* Galloe
& ) Hide gata URis () xR U5 CS5 mg Media Font Doc WS Maniest iher () Has blocked cookies () B

) US$50.00
Name Preview  Response Initiator
- Request URL: https ://api. usehero. com/webplugin/tracking
.
o Request Method: POST Chequered Red Shirt
Status Code: @ 200
Remote Address: 54.74.57.107:443
Referrer Policy: st rigin-when-cross-origin
» Response Headers (18)

> Request Headers (18)

. “ReguestPiond e

Chequered Red Shirt .
licationtss “GefcTaR2 6133 4612 b6Fc G6eSdSO3

$50.00 vevents: [{id: "73d13f6f-5ca8-4dd0-alde-34ab2bfcB!
v0: {id: "73d13f6F-5ca8-4dd0-alde-34ab2bfCB92¢”, date: "2020-12-16T15:10:31.037Z",.}

) date: "2029-12-16T15:10:31.037;

The 16115:10
cad.-adk +esonc
‘Chequered Red Shirt ~  produ [{id: "1606771598", name: "Chequered Red Shirt”,.}]
*0: {id: "1606771598", name: “Chequered Red Shirt,-)
Color d: “Hero
Red ~

cons/Fi1e5/1/0515,

-store-by-hero.myshop

ADD TO CART appar

name red Red Shirt
Hi,I'm Margaret ' an expert at How to install Hero

BUY IT NOW

Incorrect result

X Shopper Event is not visible in the Network tab
XThe Shopper Event is not captured on the Store App



THE APPAREL STORE BY HERO aQ M”

Margaret

How can we help?

Thanks. We're finding a team
member for you now.

While we connect you, what's your
first name?

Chequered Red Shir

$50.00 @

Title

Chequered Red Shirt

Color

Name

consent-tracking-apijs

Status

200

ble cache

XHR )

Type

script

onine Y | 4 ¥

ormance  Memory  Application %

x Shopper 1288988

niine

Img Media Font Doc WS Manifest Othe}

Initiator Size Time  Waterfal

load feature-24F 2268 83ms ||

o

Shopper 1288988 started a chat

Hi, 'm Margaret I'm an expert at How to install




Troubleshooting

Shopper Event tracking

There are many potential reasons why your implemented Shopper Events may not be behaving as
expected. To help you solve the problem quickly, here are common challenges you may come across
when setting up Shopper Events with simple solutions.

@ We recommend you begin troubleshooting with All Shopper Events before reviewing articles on
specific Shopper Events.

All Shopper Events

Product View

Purchase

Basket Add

Basket Remove

Category View

Search

L 0O 0O 0O 0O O O



All Shopper Events

Shopper Event Troubleshooting

Here are a series of common scenarios you may face when testing the set up of any Shopper Event.

@ We recommend starting any troubleshooting here before reviewing articles on specific Shopper
Events.

Shopper Event is deployed but does not show in the Network tab

If you have deployed the Tracking API but are not seeing the tracking request in the Network log, then this
means that the Shopper Event may not have been set up correctly or further steps are required to see the
tracking endpoint in the Network tab.

Reasons why this may be happening:

1. A Virtual Shopping chat has not been initiated
You will need to start an On-site Chat to see the tracking endpoint in the Network tab. To do this type and
send an On-site Chat message - as a shopper - and accept the incoming chat on the Store App.

2. Tracking API has not been deployed to the required pages
The tracking API needs to be deployed to the necessary pages for the Shopper Event to fire on these
pages:

e Product view: all Product detail pages (PDPs)

e Purchase: the checkout confirmation page

Basket add: Any page where the shopper could add an item to a basket

Basket remove: Any page where the shopper can remove an item from the basket

e Category view: Any page with a category structure

Search: Any page where the shopper could search for an item

3. The event deployed does not follow the correct structure
Ensure that the Shopper Event tracking tag is deployed with all the required fields for the event - see
above for guidance for each event.

Shopper Event fires on Network tab but does not show on the Store app

Reasons why this may be happening:

Incorrect event type value passed into the event.
Sometimes it's a just small typo for example, ecommerce: detail instead of
ecommerce:detail . To ensure that the event type value is added correctly, check here.

X Example of incorrect set up of 'type' field value:



% 4l Elements onsole Sources  Performance  Memory  Application  Security ghthouse

Shopper 1282796

v o ¥

Img Media Font Doc WS Manifest Other [ Hasblocked cookies (] Blocked Requests

0 ms

Name X Headers Preview
consent-.. Status Code: @ 200

|| tracking Remote Address: 54.74.57.187:443
tracking Referrer Policy: strict-origin-when-cross-origin

» Response Headers (18)

» Request Headers (18)
pper 128279¢ t

~ Request Payload ew 50
"Befc7ab2-6433-4612-b6Fc-86e94993886"
886¢

o -
9fa539e1-55¢c-489b-a17-d2e5c395ed03", date: "2020-12-15T60:35:22.9012",..}]
2020-12-15T00:35:22.9012" ..}

pplicationld

“Qefc7ab2-6433-4612-b6FC - 06

fa539e1-55cc-489b-al7-d2e5¢395¢d03", date:

*1686771604", name: “Red Sports Tee",..}]

v0: {id: "1606771604", name: "Red Sports Tee",.}

brand: “"Hero"

category:
currency
id: "160677
image: “https://cdn.shopify.com/s/files/1/0515/@482/1661/products
Jthe-apparel-store-b, Hi,I'mSusan  I'man expert at How toinstall Hero
name: “Red Sports Tee
price: 50
- Aa

4 Example correct setup of 'type’ field value

& al Elements  Console  Network  Sources Memory  Application  Security o104 | & Shopper 1282796
® O ¥V Q (OPresenelog B Dis * 3 Londan, GE
] Hide data URLs [} | XHR Media Font Doc WS Manifest Other [J Has blocked cookies (] Blocked Requests ° .
Viewed fiem

US$50.00

Name X Headers Preview Response Initiator  Timing
CORCSAIES Status Code: ® 200

L tracking Remote Address: 54.76.69.248:443
tracking Referrer Policy: strict-origin-when-cross-origin

» Response Headers (18)

» Request Headers (18)

v Request Payload ew source
v {applicationld: "Befc7ab2-6433-4612-b6fc-B6e9d993886c",..}
@efc7ab2-t 9d993886C " 9 hi

vevents: [{id: "88585309-2c46-4b44-83bb-7a09de5c42dd5", date: "2020-12-15T00:43:23.4792",.}]

vo: {id: "88585309-2c46-4bdd-83bb-7adde5ca2dd5", date: "2020-12-15T00:43:23.479Z",.}

7a9de5c42d45"

664", name: "Red Sports Tee",..}]

[{id: "160677:
v0: {id: "1606771684", name: "Red Sports Tee",.}
brand: “Hero™
category: “Top

currency: "USD

1c43b@3841_925x

-shirt_925x_b78d289c

Files/1/8515/0402/1661/ products/womens-re: .
Hi, I'm Susan I'm an expert at How to install Hero

oducts/red-sports-tee

hero. myshopify. co

location: "https://the

3/81 requ

Products object not passed as an array of objects

This would prevent the Shopper Event from showing as expected on the Store App.



[® @] | Eements Console  Network Perforn Application ity Lighthouse
® 0 v Q On Disable cache | Online ¥ | # ¥ Shopper 1282796
onlin
O Hide data URLs i} XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies (J Blocked Requests
| 500ms 1 1500 ms 2000 ms: 2500ms ms . s ms 5500 ms &0
Name X Headers Response  Initiator  Timing
consent-... Request Method: POST
[ ] tracking Status Code: ® 200
tracking Remote Address: 54.74.57.107:443

Referrer Policy: strict-origin-when-cross-origin

» Response Headers (18)

» Request Headers (18)

source

~ Request Payload
¥ {applicationld: "@efc7ab2-6433-4612-b6Fc-06e90993886C" ..}
applicationld: "Oefc7ab2-6433-4612-b6Fc-06e9dI93886C" (2
vevents: [{id: "94f93840-6fc4-45be-bfc5-1b64250634dc", date: "2020-12-15T00:56:22.397Z",..}]
vo: {id: "94f93840-6fc4-45be-bfc5-1b6425b634dc", date: "2020-12-15T00:56:22.3972",..} u
date: "2020-12-15T00:56:22.3971"
25b6:

-bfc5-

id: "94£93840-6

¥ products; {3d: "1606771604", name: -Red Sports Tee ]

brand:
category
currency: "USD”
id: "1606771604

/cdn. shopify.com/s/files/1/8515/0402/1661/products/womens-red-t-shirt_925x_b78d289c - e4d9-4600-bde3-671ca3003841_925x . jpg2v
Hi, I'm Susan | I'm an expert at How to install Hero

image: "https
location: "https://tha-apparel-store-by-hero.myshopify.com/products/red-sports-tee™

name: "Red Sp

price: 50

variant: "Red Spo

type: “ecommerce:detail”

Puxchase subfields are passed as an array instead of an object

This would prevent the Purchase Shopper Event from showing as expected on the Store app.

= ﬂ Elements Console Network Sources Performance Memory Application Security Lighthouse a1 6
® ©® ¥ Q | [Jresenelog Disable cache | Online vy . + ¥
() Hide data URLs [l XHR JS €SS Img Media Font Doc WS Manifest Other [ Has blacked caokies [ Blocked Requests
1000 ms 1500 ms 2000 ms 2500 ms 3000 ms 3500 ms 4000 ms 4500 ms 5000 ms 5500 ms 6000 ms 6500 ms 7000 ms 7500 ms 2000 ms 8500 ms 3

Name X Headers Preview Response Initiator  Timing
|_| tracking va: {id: "49249523-872f-425a-bec5-86eal@d3%h9f", date: "2020-12-14T17:30:28.2607",.
__| tracking date: "2820-12-14T717:30:28.260Z"

id: "49249523-872f-425a-bac5-862a10d39b9F"
v products: [{id: "1686771598", guantity: 1, name:
va: {id: "1686771598", quantity: 1, name: "Cheguered Red Shirt",

“Chequered Red Shirt",.}]

¥

brand: "Hero™
category: "Shirt™
currency: "USD"
id: "1686771598"
image: "https://cdn.shopify.com/s/files/1/8515/8482/1661/products/red-plaid-shirt_925x b9b819f9-81a5-4515-890b0-2e6daBafe671_320x320.jpg?v=1606771598"
location: "https://the-apparel-store-by-hero.myshopify.com/products/chequered-red-shirt?variant=37306886389917"

name: “"Chequered Red Shirt"

price: 50

quantity: 1

variant: "Chequered Red Shirt / Red"
¥ purchase: [{currency: "USD", id: "1@13", total: 63.54, shippingCost: 13.54,..}]
"USD", id: "1@13", total: 63.54, shippingCost: 13.54,.}

ve: {currency:
currency: "USD"
id: "1@13"
shippingCost: 13.54
shippingMethod: "First Class Package International”
subtotal: 5@
tax: @
total: 63.54

type: “ecommerce:purchasa”

2 /101 reques

Product ID or SKU value is missing within the product array



[® 0] | FEements Console Network Sources  Performance Memory  Application  Security Lighthouse o104 & 3

® 0 Vv Q rve log Disable cache = Online v + +
tracking O Hide dataURLs [} XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies (] Blocked Requests
500 ms 1500 ms. 2000 ms 2500 ms 3000 ms: 3500 ms. 4000 ms 4300 ms 5000 ms. 5500 ms 5000 ms 5300 me 7000 ms

Name X Headers Preview Response Initiator  Timing
[ | consent-... Request Method: POST

tracking Status Code: ® 200
L iiackino Remote Address; 54.74.57.107:443

Referrer Policy: strict-origin-when-cross-origin

» Response Headers (18)
» Request Headers (18)
v Request Payload ew source
v {applicationld: "Oefc7ab2-6433-4612-b6fc-06e9d993886¢" ,m} o
applicationld: "@efc7ab2-6433-4612-b6fc-06e9d993886C"
vevents: [{id: "0b095a2d-87F0-4e2f-9e27-26298c5c2250", date: "2020-12-15T01:45:23.5832",.}]
vo: {id: "0b095a2d-870-4e2f 9e27-a6298c5c2250", date: "2020-12-15T01:45:23.5832",.}

[{name: "White Cotton Shirt",..}]

White Cotton Shirt”,.)

com/s/f1les/1/@515/0482/1661/products/smi1ing-woman-pos: 024441 -de8c-4 9e-14fe97f6ac3d_925x. jpg?v=1606771660"

arel-store-by-hero.myshopify. con/products /white-cot ton- sh Hi, 'm Susan | I'm an expert at How to install Hero

3/80 request

Subtotal, Oxrder ID and currency fields are not provided in the Purchase
event causing the Purchase Event to not show on the Store app

The example below show the last Shopper Event captured on the Store app - a Basket Add event. The
Purchase Shopper Event failed to show on the app due to an error during set up of the Purchase event
(missing the subtotal, currency and ID subfields).

x @] Eements

® O v Q O
tracking Hide data URLs [\l} XHR JS €SS Img Media Font Doc WS Manifest Other Has blocked cookies [] Blocked Requests

mance  Memory  Application  Security  Lighthouse o146 | %

v 4+ 3

100000 ms 200000 ms 300000 ms 400000 ms: 500000 ms 00000 ms 700000 ms; 800000 ms
US$50.00
Name % Headers Preview Response Initiator  Timing
| tracking ~ Request Payload viewsauree Chequered Red Shirt
tracking ¥ {applicationld: "@efc7ab2-6433-4612-b6fc-06e9dI93886C",...}

@6e9d993886¢™
2c-4c84406264a2", date: "2020-12-15T02:24:08.8322",..}]
v0: {id: "035balBf-b385-406e-a62c-4c84406264a2", date: "2020-12-15T02:24:08.8322",.}

date: "2020-12-15T02

applicationId: "@efc7ab2-64

vevents: [{id: "@35bal8f-b385-4

id: "@35balsf-

-ab2c-4c84406264a2"

v products: [{id: "1606771598", quantity: 1, name: "Chequered Red Shirt",.}]
v0: {id: "1606771598", quantity: 1, name: "Chequered Red Shirt®,.}

80f0671_320x320. jpg 2v=1606771598"

hippingCost: 13.54 Hi, I'm Susan I'm an expert at How to install Hero
shippingMethod: “First Class Package International”

2/ 145 reque type: "ecommerce:purchase” Aa

Shopper Event not showing as expected on the Store app

There can be instances, where the Shopper Event is displayed in the Network tab, but not captured as
expected on the app. If this is the case, then it would mean that the data being passed into the eventis
incorrect, or does not meet the implementation requirements outlined here.

Read on for common tracking implementation issues specific to each Shopper Event:



Product View

Shopper Event Troubleshooting

Product price not displaying on the Product View Event card

This issue would occur as a result of the price value being passed as a string instead of a number. Itis
important to ensure that this field value is provided as a number so that it shows as expected on the Store

App.

= Elements  Console  Network  Sources  Performance  Memor, Application  Security

® & ¥ Q eserve log [ Disable cache nline v + *
tracking Hide data URLs XHR JS CS§ Img Media Font Doc WS Manifest Other Has blocked cookies
00x 4000 ms

[ Blocked Requests

Name X Headers Preview Response Initiator  Timing

consen... Status Code: ® 200
tracking Remote Address: 54.76.69.248:443

_| tracking Referrer Policy: strict-origin-when-cross-origin

» Response Headers (18)
» Request Headers (18)

* Request Payload

ate: "2020-12-11711:46:18.0762",.}] o

e: "2020-12-11T11:46:18.0762",..}

Hi, I'm Susan I'm an expert at How to install Hero

Aa

'Product not found' message shows on the Store app when a user taps on a
Product View Event card

If your Product Feed has not yet been indexed then the 'Product not found' message will display when you

tap on the Shopper Event card.

If your Product Feed has been indexed successfully - products are displaying in the product catalogue -
then you should be able to tap on the Shopper Event card to view the product detail page on the Store
app. If you are seeing the 'Product not found' message, this would mean that the product ID provided in

the event, does not match the product ID provided in the Product Feed.

For example, if the product ID / SKU provided in the feed is 1606771598 and the ID provided in the
event does not match this exact value, then this will result in the 'Product not found' error message.



& d
o v Q

Elements

Console

Network ~ Sources  Performance  Memory

ARSI 4

Application ~ Security  Lighthouse o1

og M Disable cache

O Hide data URLs [} xHR 15 Img Media Font Doc WS Manifest Other [J Has blocked cookies [ Blocked Requests

350

Name x
note Address: 54.76.69.248:

Initiator ~ Timing

consen
tracking Frer Policy: strict-origin-when-cross-origin

LItracking 5nse Headers (18)
est Headers (18)
estPayload  view source

plicationld: "Gefc7ab2-6433-4612

c-0694993886¢" ..}

»plicationld: "Gefc7ab2 .

[{1d: "cb783829-2b1a-4936-9c99-Fbc424cI71d2", "2020-12-11T12:01:58.8522",.}]

“cb783829-2b1a-4936-9c99-Fbcd24c971d2", date: “2020-12-11T12:01:58.8522",.}
11712:01:5 -

date:

o: {id

date: "2020

-4936 424c971d2"

vor

[{id: “chequered-red-shirt", name

“Chequered Red Shirt",..}]
"Chequered Red Shirt”,..}

v0: {id: "chequered-red-shirt”, name:

brand: "Herc

</red-plaid-shirt_925x b

+3pE2V;
location: “https://the-appar

y-hero.myshopify. con/pi
name: “Chequered Red Shirt"
price: 50

Red Shirt / Red"

Hi, I'm Susan

US$50.00

Shopper 1271231

Chequered Red Shirt

Product not found
We're unable to find that product

Back

I'm an expert at How to install Hero

Product image missing from the Product View Event card

This issue occurs if the Image URL provided for the Shopper Event is either missing from the product array
oris not provided as https or is not a valid URL. All three scenarios can result in the product image to not

display on the product card for the Shopper Event.

% @] | Elemens k  Sources Performance  Memory  Application  Security  Lighthouse o164 | & i >
- Shopper 1271231
® 0 v Q O sable cache | Online AR I 2 | PP
tracking OJ Hide data URLs ] XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies [ Blocked Requests
B 5000 ms. 5500 ms 6000 ¢ o v
US$50.00
Name X Headers Preview Response Initiator  Timing
- zo0
consen.
= Remote Address: 54.76.69.248:443 r
tracking Chequered Red Shirt
Referrer Policy: strict-origin-when-cross-origin
tracking
» Response Headers (18)
» Request Headers (18) u &
¥ Request Payload ew source
¥ {applicationId: "Gefc7ab2-6433-4612-b6Fc-069d993886¢", ..} « You finisf e
applicationId: .
: [{id: , date: "2020-12-11T11:59:45.8047",..}]
"9£2480da-846e-4a70-bcBa-e1725da93adf", date: *2020-12-11T11:59:45.8042",.}
¢ . - . . Shopper 1271231 started a chat
¥ products: [{id: "16@6771598", name: "Chequered Red Shirt”,.}]
v0: {id: "1686771598", name: "Chequered Red Shirt",.}
brand: "Hero™
e
com/s/files/1/0515/@402/166 plaid-shirt_925x_b9b@199-01a5-4515-59b@- 8070671_925x. pg?v=1606771598"]
location: "https://t 1-store-t ts/chequered-red-shirt”
name: "Chequered Red Shirt" Hi, I'm Susan I'm an expert at How to install Hero
“Chequered Red Shirt / Red"
3/8 type
Aa

Location URL is missing/ is not provided as

https



Performance  Memory  Application  Security  Lighthouse

X4l s Network  Sourc

THE APPAREL STORE _ = —_—

BY HERO Q ® © | ¥ Q | OPreservelog [ Disable
() Hide data URLs [} | XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies (] Blocked Requests

S00ms  G0ms  ES00ms  70000ms 75000 ms

s
3

Online v | & ¥

Name X Headers Preview Response Initi Timing
[] cons. Request Method: POST
|| track... Status Code: ® 200
|| tracki... Remote Address: 54.76.69.248:443
Referrer Policy: strict-origin-when-cross-origin
> Response Headers (18)
» Request Headers (18)

vRequest Payload  view source
Chequered Red Shirt v {applicationId: "@efc7ab2-6433-4612-b6fc-06e9d993886C"
applicationld: "Oefc7ab2-6433-4612-b6fc-0620d993886¢"
$50.00 vevents: [{id: "7bcal8c7-38d9-4346-91cf-d14e02642422", dat
v0: {id: "7bcal8c7-38d9-4346-91cF-d14e02642422", date: "2020-12-17T12:20:52.7067",..}
date: "2020-12-17T12:20:52.7062"
id: "7bcal8c7-389-4346-91cF-d14926424a2"

2020-12-17T12:20:52.7062",..}]

Title
v products: [{id: "1686771598", name: "Chequered Red Shirt”,..}]
Chequered Red Shirt ~ v0: {id: "1606771598", name: “Chequered Red Shirt",.}
brand: "Hero”
Color -
category: "Shirt
Red e

[Tocation: "7the-apparel-store-by-hero myshopify con/products/chequered-red-shire” |

‘ ADD TO CART name: “"Chequered Red Shirt"
price: 50

BUY IT NOW variant: "Chequered Red Shirt / Red"
type: "ecommerce:detail”
l /m 3/111 red
v i Console What's New X

Incorrect currxency value provided in the cuxrency field

This should be the actual currency of the product as seen on your web pages and Product Feed.

le  Network Sources Performance  Memory  Application  Security Lighthouse

% 0] | Eeme
THE APPAREL STORE Q @ = ® © | ¥ Q (JPreservelog @ Disable cach

BY HERO
(0 Hide data URLs [} | XHR Js CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies (] Blocked Requests
I 70000 ms 80000 ms. 90000 ms.

e | Online v | & ¥

10000 ms 00 ms 30000 ms 40000 ms 50000 ms 60000 ms

Name X Headers Preview Response Initia Timing
[] cons. Request Method: POST

|| tracki... Status Code: ® 200

|| tracki... Remote Address: 54.74.57.107:443

Referrer Policy: strict-origin-uhen-cross-origin
> Response Headers (18)

> Request Headers (18)

vRequest Payload  view source
v {applicationId: "@efc7ab2-6433-4612-b6fc-06e3d993886c",..

Chequered Red Shirt applicationld: "@efc7ab2-6433-4612-b6fc-06e9d993886c"

Vevents: [{id: "b6c32b15-2253-42b0-a7c8-b1bf227edbf6", date: "2020-12-17T12:26:17.963Z",..}]
}

v@: {id: "b6c32b15-2253-42b0-a7c8-b1bf227edbf6", date: "2020-12-17T12:26:17.963Z

date: "2020-12-17T12:26:17.9632"
id: "b6C32b15-2253-42b0-a7c8-b1bF227edbfE"
[{id: "1606771598", name: "Chequered Red Shirt”,..}]
}

Title

¥ products

Chequered Red Shirt v v0: {id: "1606771598", name
brand: “Hero”

“Chequered Red Shirt"

Color

Red v

image:
location: "https://the-apparel-store-by-hero.myshopify. con/products/chequered-red-shirt”

‘ ADD TO CART name: “Chequered Red Shirt"
price: 50

BUY IT NOW variant: "Chequered Red Shirt / Red
type: “ecommerce:detail”
l [ 3/94 requ
_1f Concole What's New X

80000 ms

100000 ms

85000 ms

1000¢

“https://cdn.shopify.con/s/files/1/0515/0482/1661/products/red-plaid-shirt_925x_bob@19f9-01a5-4515-89b0-ae6das0fos71_925x. jpg?v=1606771598"



Purchase

Shopper Event Troubleshooting

Product Pxice missing from Purchase Event card and the purchase sale is
not captured on the home screen

This issue is as a result of the subtotal (of the purchase subfield) and price (of the subfield in product array)
provided as a string in the 'Purchase' Shopper Event. Both values should be sent through the event as a
number to successfully capture the sale on the Store App.

'm Available

", date: "2020-12-15T03:28:29.1402",}]
", date: "2020-12-15T03:28:29.140Z",..}

ame: "Chequered Red Shirt”,.}]

hequered Red Shirt”,.)
auered fied Shirt®,-) You'll be attributed with any online sales
made up to 30 days after a chat

Watch this space

", 1d: "1020", total: 63.54, shippingCost: 13.54,.)

Incorrect subtotal value shown on the Store App home screen and
Dashboard

This can occur when the subtotal value passed in the 'Purchase’ Shopper Event does not match the actual
cost of the product, excluding the shipping costs.

To accurately capture the sale attributed to the store team member, it is important to ensure that the
subtotal value does not include the shipping cost of the sale.

o146 | &
The Apparel Store by Hero
1,3. Hide order summary A $63.54 5
, date: “2020-12-15T08:21:30.7652° 1]
te: "2020-12-15T08:21:30.7692",..}
' Chﬁqugred Red %hirt $50.00
Chequered Red Shirt / Red
|subtotal $50.00 | A . y
Shipping $13.54
Total usb $63.54
Order #1023
Thank you




e Memory  Application  Security ghthouse o146 | i
43

Shopper 1282852

Hi, Susan

‘‘‘‘‘ o000 > 65000 ms B = a3 tam * No yet

US$50.00

4-88366500a243", date: "2020-12-15T68:21

36658622437, date: "2020-12-15T08:21:30.7692",,

Red shirt”,.}]

Online customers are browsing your
website right now

Watch this space

$63.54 -

Susan Test
@ ® Available 2 0 5h00 50%

Product image missing from the Purchase Event card

This issue occurs if the Image URL provided for the Shopper Event is either missing from the product array
or is not provided as https or is not a valid URL. All three scenarios can result in the product image to not
display on the shopper event product card.

The Apparel Store by Hero

t Other [ Has blocked co
T Hide order summary ~
ussa000
. e No Image Avalable
¢t i€ Re Rec o tracking
$40.00
@ PROMO 10 (-$10.0€ tracking 386¢
ad-4d9f - 1f5a0641", date: "2020-12-17T16:18:08.9007",..}]
2251650064c1%, date: *2020-12-17T16:10:08.5002",
Subtotal $40.00
Shipping $1354 o
ame: "Chequered Red Shirt”, price: 4@, currency: "USD", brand: “Hero”,..}
Tota o $53.54
hi
Order #1041 (=]

Thank you margaret!

Shipping address
feath London

Your order is confirmed

You'll receive a confirmation email with your order n

Map data £2020 Terms of Use

m

Product name missing from Purchase Event card

i, 'm Margaret | I'm an expert at How to install Hero

If the name subfield passed into the Shopper Event is empty, then this would resultin no product name

displaying on the Shopper Event card.



& @] Eements Console Network  Sour Performance ~ Memory  Application  Security ighthouse oran | & Shopper 1290556
The Apparel Store by Hero ® © | ¥ Q UPresenelog B Dissblecache | Onine v | £ &
[tracking Hide data URLs ] XHR S CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies [ Blocked Requests = o

der summary ~

$53.54

Name
tracking
tracking

Subtotal $40.00
Shipping G
Total uo $53.54
rder #1045
Thank you margaret!

o wane
Shipping adcl L Con

London -

T +

Gooal EARLSFIELE

000 M data 82020 Terms ofUse

Your order is confirmed

You'l receive a confirmation email wit!

The Apparel Store by Hero

amionTd

v events

[{1d: "01eB4514-7714-42:
v0: {id: "01eBA514-771-422¢-B5c0-ebTERSCE1190" , dat 56:58.8742",}
12-17116:56:58.8742
4-7714-422F-85 cB- b 90

{ia:

What's New X

[19
“1606771598",

PROMO10"

s3.54

‘ecommerce:purchase’

FeTab

US$40.00

2 5
_85<0-eb7065c61190",

58.8742",.}]

1, name: " *, price: 40,
, price: 4o,

1686771598", quantity

quantity: 1,

_925%_bobel

‘ed-shirt?varia

ed-platd-shi

on/products /chequered

Rec”

"1045", total

ered Red Sk
usp", 14

53.54, shippinglost: 13.54,

Hi, I'm Margaret

‘.:! Hide order summary ~ $53.54
Chequered Red Shirt

' Chequered Red Shirt / Red o =
! @ PROMO 10 (-$10.00) :
Subtotal $40.00
Shipping $13.54
Total uso $53.54

Order #1042

Thank you margaret!

> o Wand
Shipping address ¥ Con
London 7
- 9 +
EARLSFIELD e
Google Map data ©2020 _ Terms of Use

Your order is confirmed

You'll receive a confirmation email witl

[® @) | CElements Console  Network urces  Performance  Memory  Application  Security Lighthouse 91410
® 0 v Q ervelog @ Disablecache = Onine ¥ | & ¥
tracking [ Hide data URLs XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies [ Blocked Requests
1000 ms 2000 ms 3000 ms 4000 ms 5000 ms 6000 ms 7000 ms 8000 ms 9000 ms 10000 ms 11000 ms
| |

Name X Headers Previ Response  Initiator  Timing

tracking applicationId: "@efc7ab2-6433-4612-b6Fc-06e9d993836¢™

tracking vevents: [{id: "e7b92028-96c0-A8b1-bad8-6b82712e32ea", date: "2020-12-17T16:43:00.5367",..}]

vo: {id: "e7b92028-96c0-48b1-bads-6b82712e32ea", date: "2020-12-17T16:43:00.536Z",..}
date: "2020-12-17T16:43:00.5362"

2/ 112 reques

i Console

7b92028-960-48b1-bad8-6b82712e32ea"
[{id: "1606771598", quantity: 1, name: "Chequered Red Shirt”, price: 40,.}]
40,..}

1606771598", quantity: 1, name: "Chequered Red Shirt", price

“Hero"

currency
id: "1686771598"

image: “https://cdn. shopify.com/s/Files/1/@515/0402/1661/products/red-plaid-shirt_925x_bbo199-01a5-4515-89b0 -ae6da8dF0671_320x320. jpg2v=1606771598"
[1ocation: //the-apparel-store-by-hero. myshopify. con/products/ chequered-red-shirtvariant=37306886389917" |

name: "Chequered Red Shirt"

price: 40

quantity: 1

variant: “Chequered Red Shirt / Red™

, total: 53.54, shippingCost: 13.54,.}

¥ purchase: {currency: "USD", id: 142"

coupon: "PROMO10"
currency: "USD"
id: "1042"

shippingCost: 13.54
shippingMethod: "First Class Package International

subtotal: 40

tax: @
total: 53.54
type: "ecommerce:purchase”

What's New X

currency field has incorrect value

This should be the 3-letter ISO 4217 code for the currency of the transaction (e.g. GBP for pound sterling).

¥'m an expert at How to install Hero
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T Hide order summary ~ $5536°554 | | -
; Name caders  Preview  Response Initiator  Timing
aChequered Red Shirt . cad i & ( u
‘ . Chequered Red Shirt / Red §56:00 [ ] tracking applicationId: "@efc7ab2-6433-4612-b6Fc-06e9d993886c"
@ PROMO 10 (-$10.00) SA000 [ tracking Vevents: [{id: "f5f3e66d-7fc8-4636-9973-35fab%ab33c3", date: "2020-12-17T17:49:58.3337",.}]
vo: (id: "f5f3e86d-7c8-4636-9973-35Fab0ab33c3", date: "2020-12-17T17:49:58.333Z",
date: "2020-12-17T17:49:58.333Z"
Subtotal $4000 id: "f5f3e66d-7fc8-4636-9973-35fab%ab33c3"
v products: [{id: "16@6771598", quantity: 1, name: "Chequered Red Shirt", price: 48,.}]
Shipping $13.54 © rige . . T e oiees
vo: {id: "1686771598", quantity: 1, name: "Chequered Red Shirt”, price: 48,.}
brand: “"Hero"
category: "Shirt"
Total uso $53.54

i 606771598"
image: "https://cdn.shopify.com/s/files/1/0515/@402/1661/products/red-plaid-shirt_925x_b9bo197o-0la5-4515-8900-ae6daBera671_320x320. jpg?v=1606771598"

location: "https://the-apparel-store-by-hero.myshopify. com/products/chequered-red-shirt?variant-37306886389917"

Order #1048
Thank you margare

name: "Chequered Red Shirt"

price: 40
quantity: 1

“"Chequered Red Shirt / Red”
"usDp”, "1048",

varian

id total: 53.54, shippingCost: 13.54,..}

¥ purchase: {currency:
“PROMO10"™
“UsD”

Shipping address ¥ coupon

London

AT - (X7

EARLSFIELD g~
Map data ©2020 Terms of Use

currency:
id: "1048"
shippingCost: 13.54
shippingMethod: "First Class Package International”
subtotal: 48

tax: @

total: 53.54

Google

Your order is confirmed 2412 reques type: "ecommerce:purchase”

You'll eceive a confirmation email wit : —

Console

quantity, shippingCost, subtotal, tax and total value provided as
strings instead of as humbers

These values including price and basketQuantity values should be provided in the correct format

of a number.

~ [ @] | Eements Console Network Sources Performance  Memory  Application  Security  Lighthouse o1a10 | £
The Apparel Store by Hero ® © ¥ Q| Ofresenelog B Disablecache | Onine v | # ¥
[ Hide data URLs [} | XHR JS CSS Img Media Font Doc WS Manifest Other (] Has blocked cookies [ Blocked Requests
| 5000 ms 10000 ms. 15000 ms. 20000 ms 25000 ms. 30000 ms. 35000 ms. 40000 ms 45000 ms 50000 ms. 55000 ms. 60000 ms 65000 ms.
=)
T Hide order summary ~ $5535°554 i
0Chequered Red Shirt Neme | X Headers Preview Response Initiator  Timing
y e .
/ $56:60
‘ . e b $40.00 L v@: {id: "9bf49281-43c9-447-832-25f95e4f414b", date:
@ PROMO 10 (-$10.00) L3 date: "2020-12-18T03:20:08.0162"
id: "9bf49281-43c9-447F-8F32-25f95e4f414b™
¥products: [{id: "1606771598", quantity: "1", name: "Chequered Red Shirt”,.}]
Subtotal $40.00 v0: {id: "1606771598", quantity: "1", name: "Chequered Red Shirt",
Shipping $13.54 brand: "Hero™
category: "Shirt"
currency: “USD"
Total USD $53-54 id: "1686771598"
image: "https://cdn.shopify.com/s/files/1/@515/0402/1661 /products/red-plaid-shirt_925x_bobolof9-0las-4515-89b0-ae6daB0Fa671_320x320. jpg? v=1606771598"
location: “https://the-apparel-store-by-hero.myshopify.con/products/chequered-red-shirt variant=37366886389917"
Order #1054 name: “Chequered Red Shir
Thank price: 40
ank you margare
variant: “Chequered Red Shirt / Red"
g v purchase: {currency: "USD", id: “1854", tota: 53.54", shippingCost: "13.54",..}
< s # coupon: "PROMO1O"
P Wandg . “usp”
. x currency: "USD’
Shipping address Com
o : “1e54"
ondon - ShippingCost: "13.54'
\ P + shippingMethod: "First Class Package International”
e <
Q Subtotal: "40.00"
CaS] EARLSFIELD | Total: 53547
oogle Map data 2020 Ts be—— - .
type: “ecommerce:purchase:

2/115
Your order is confirmed - f
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Basket Add

Shopper Event Troubleshooting

'Product not found' message appearing on the Store App when a user taps on
a Basket Add Event card

Assuming that the Product Feed has been indexed and products are displaying in the product catalogue, if
this issue is present, then this would mean that the product ID (SKU or variant ID) provided in the Shopper
Event, does not match the product ID provided in the Product Feed for that specific product.

(% @) | Eements Console  Network ces  Performance  Memory  Application  Security Lighthouse o1
0 Vv Qa esen @ Disablecache | Onine v # ¥
tracking O HidedataURLs Al [ Js Css Img Media Font Doc WS Manifest Other L[] Hasblocked cookies () Blocked Requests
2000 000ms 0o 000ms 2000 ms 000 ms 16000 ms 16000 ms 20000ms
Name x
L tracking
racking Headers (18)

> Request Headers (18)

v Request Payload

Product not found

je're unable 1o find that product

Back

2449-4080- bde3-671c43003341_small. Jpg?v-1606771604

variant: "Red Sports Tee / Red
type: "ecommerce:add

Here the product ID provided in the event does not match the ID / SKU in the Product Feed.

Product price value missing from Basket Add Event card

If the price value is missing from the Shopper event card, this would mean that the price value passed in
the 'Add to basket' Shopper Event has been provided as a string and not a number. Itis important to
ensure that price, quantity and basketQuantity values are implemented as a number and not a string in the
Shopper Event.

® O ¥ Q [JPresernvelog Disable cache | Online * | # &
tracking ) Hide data URLs All EGEY Js €SS Img Media Font Doc WS Manifest Other [ Has blocked cookies [ Blocked Requests
'3 10000 ms 15000 ms 20000 ms 25000 ms 30000 ms 35000 ms. 40000 ms. 45000 ms 50000 ms 55000 ms. 60000 ms
Name Headers Preview Response Initiator Timing
tracking Referrer Policy: strict-origin-when-cross-origin

[ tracking

» Response Headers (18)
> Request Headers (18)

v Request Payload iew source

v {applicationId: "@efc7ab2-6433-4612-b6Fc-06e9d393886¢", events: [,.]}

applicationld: "Befc7ab2-6433-4612-b6fc-069d993886¢"

", type: "ecommerce:add”,.}

id: "6b5a3ded-7. 9 51080200856

v products: [{id: "16067716@4", quantity: "1", basketQuantity: 1, name: "Red Sports Tee",.}]
ve: {id: "1606771604", quantity: "1", basketQuantity: 1, name: "Red Sports Tee”,.}
basketQuantity: 1

brand: "Hero™

category: "

currency: "U

image .shopify.con/s/Files/1/0515/6482/1661 rt_925x_b78d289¢-e4d9-4b80- bde3-671cA3b03841_720x. pg?v=-1606771604"

‘the-apparel-store-by-hero. myshopify. co

location: "https

nar ts Tee”

Hi, I'm Susan I'm an expert at How to install Hero

Aa

2/ 100 reques,



Price on Basket Add Event card does not match the current price of the
product

This issue occurs when the price provided within the product array of the Shopper Event, does not match
the current price of the product. It is important to ensure that the product price within the event matches the
current price of the product provided on your website and also in your Product Feed.

mance  Memory  Application  Security  Lighthouse 0164 @
JUST ADDED TO YOUR CART X .. Shopper 1283610
0 Hide dto URLs a1 () 35 cs: « 5 wher O Has
' Chequered Red oy 1 ‘_ ,‘,, Al b 5 chs’\mg M Ta Font Da‘ ‘ws M.@(:}s( Ohe( L ! ‘ ‘ P
Shirt omOms Gmoms WOWms GOms DOm0 lGHOms  l00ns S0 m 0000ms  2000ms
shir i
Golor fed Name X Headers  Pre onse  Initiator  Timing
tracking B
VIEW CART (1) tacking | * Response Headers (16)

Continue shopping > Request Headers (18)

SV —
Chequered Red Shirt - '
arvactssacs

$50.00 ot
v cts: [{id: "1686771598", quantity: 1, basketQuantity: 1, name: "Chequered Red Shirt",..}]

v0: {i0: "1606771598", quantity: 1, basketQuantity: 1, nane: “Chequered fed Shirt”,.}

Fc-06294993886¢", events: [,.]}

12" om

Titlo basketQuantity: 1
brand: “Hero™
Chequered Red Shirt v .
Golor
Les/1/0515 /0 15-8960-ac6d 1
Red v o
o-by-hero.myst
at How to nstall Hero | Please bear with me amoment
ADD TO CART
5 R— = .

Product image missing from Basket Add Event card

This issue displayed on the app would occur if the image field / the image URL value is missing within the
product array or if the URL provided is not https and / or is not a valid URL. All three scenarios would result
in the product image to not display as expected on the app for the shopper event card.

x4 Elements  Console  Network  Sources  Performance  Memory  Application  Security Lighthouse o104 | & |
® 0 ¥ Q rve log Disable cache = Online ¥ & ¥
tracking (O Hide data URLs Al |EJ0 Js €SS Img Media Font Doc WS Manifest Other [J Has blocked cookies [ Blocked Requests
2000 ms 3000 ms 0 6t 7000 ms 8000 ms 9000 ms
US$50.00
No Image Available
Name X Headers Preview Response Initiator  Timing
L] tracking Remote Address: 54.76.69.248:443 Smfamd Sl
|| tracking Referrer Policy: strict-origin-when-cross-origin

» Response Headers (18)

» Request Headers (18)

v Request Payload ew sour

¥ {applicationId: "Befc7ab2-6433-4612-b6Fc-86e9d993886c",

e0d

events: [,..]}

onld: "@efc7ab2-6433-4612-b6Fc-

#42a0c-53a0-46dc-Obca-aba387cdB517", date: “2620-12-15T13:46:32.5352", type: “ecommerce:add”,.}

ts: [{id: "1606771598", quantity: 1, basketQuantity: 1, name: "Chequered Red Shirt", price: 50,.}]

v@: {id: "1686771598", quantity: 1, basketQuantity: 1, name: "Chequered Red Shirt”, price: 50,.}

the-apparel-store-by-hero.myshopify.com/products/chequered-red-shirt"

at How to install Hero Please bear with me a moment

name: "Chequered Red Shirt"

Aa

2/92 request

Here, the image URL is missing from the Shopper Event.

Location URL is missing/ is not provided as https
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JUST ADDED TO YOUR CART X — —_—
® © ¥ Q | [OPreservelog Disable cache | Online v | # ¥ E
O Hide data URLs Al J5 CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies [J Blocked Requests
Red Sports Tee Qty: 1 9
| s00ms 1000 ms 1500 ms 2000 2500 2000 ms 2500 ms 0w es0ms s000ms s500ms @oms es00ms 7000 ms 7s00¢
Title: Red Sports Tee —_—
Color: Red
VIEW CART (1) Name = X Headers Preview Response Initiator  Timing
tr. | secfetch-dest empty
Continue shopping =
B [Jt. | sec-fetch-mode: cors
fetch-site: cross-site
1 user-agent: Mozilla/5.@ (Windows NT 10.@; Win64; x64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/87.0.4280.88 Safari/537.36
v Request Payload  view source
v {applicationId: "@efc7ab2-6433-4612-b6fc-06e9d993886c", events: [,.]}
Red Sports Tee applicationld: "Gefc7abl-6433-4612-bfc-06e9d993886C"
vevents: [,.]
$50'00 v@: {id: "d50035le-83e6-4e3b-b33d-4095c6c30b82", date: "2020-12-22T14:11:09.851Z", type: “"ecommerce:add”,..}

date: "2020-12-22T14:11:09.8512"
id: "d50035le-83e6-4e3b-b33d-4095c6c30082"

Tie ¥ products: [{id: "1606771604", quantity: 1, basketQuantity: 1, name: "Red Sports Tee",..}]
Red Spons Tee v v: {id: "1606771604", quantity: 1, basketQuantity: 1, name: "Red Sports Tee",..}
basketQuantity: 1
Color brand: "Hero"
category: "Top"
Red v

https://cdn. shopify.com/s/Files/1/8515/8482/1661/products /uomens-red-t-shirt_925x_b78d283c-edd9-4b00-bde3-671c43b@3841_small. jpg?

image:

7 hespparelstore by hero myshopity com/producte/red sportetee |

ADD TO CART | 1ccation

name: “Red Sports Tee"

price: 50
L (7 ey quantity: 1

variant: "Red Sports Tee / Red"

gl 2792, tvoe: “ecommerce:add"”
>

-~ i Console What's New X

Currency field or currency value is incorrect or missing within the product
array

“ [ (]| Eements Console Network Sources Performance  Memory  Application  Security  Lighthouse o4 | B
JUST ADDED TO YOUR CART X = —_—

® O | ¥ Q | OPreservelog B Disablecache | Online v | 4 & '

() Hide data URLs All J5 CSS Img Media Font Doc WS Manifest Other [J Has blocked cookies [ Blocked Requests
Red Sports Tee aty: 1 9 9 q

10000 ms 15000 ms 20000 ms 000 ms 30000 ms. 35000 ms I s

Title: Red Sports Tee
Color: Red

X Headers Preview Response Initiator  Timing
TETETETTTTTLps £ // L -appareL -5 LOre-Uy - NETU L Iy SIUPLTY + L0/

VIEW CART (1)

Continue shopping = sec-fetch-dest: empty

v Request Payload  view source

Red Sports Tee v {applicationId: "@efc7ab2-6433-4612-b6fc-06e9d993886c”, events: [,..]}

applicationId: "@efc7ab2-6433-4612-b6fc-0629d993886¢"

$50.00 vevents: [,.

v0: {id: "dd@9eada-394a-42bc-8558-b4a51032ad25", date: "2020-12-22T14:21:15.2247", type: "ecommerce:add”,..}

sec-fetch-mode: cors

sec-fetch-site: cross-site
user-agent: Mozilla/5.0 (Windows NT 10.0; Win6d; x64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/87.0.4280.88 Safari/537.36

date: "2020-12-22T14:21:15.2242"

e id: "dd@9eada-394a-42bc-8558-b4a51032a425"
Red Sports Tee - ¥oproducts: [{id: "1606771604", quantity: 1, basketQuantity: 1, name: "Red Sports Tee",.
v@: {id: "1606771604", quantity: 1, basketQuantity: 1, name: "Red Sports Tee",..}
Golor basketQuantity: 1
brand: "Hero"
Red ~ t Top"
id: "1606771604"

ADD TO CART image: “"https://cdn.shopify.com/s/files/1/@515/@482/1661/products/vomens-red-t-shirt_925x_b78d289c-e4d9-4b@@-bde3-671c43b@3841_small.jpg?v=1606771604"
location: "https://the-apparel-store-by-hero.myshopify.com/products/red-sports-tee”
name: “"Red Sports Tee™
price: 50
quantity: 1

g variant: “Red Sports Tee / Red"
' type: "ecommerce:add”

+| 27100

basketQuantity incorrectly passed into the Basket Add Event

This value should match the current quantity of products in the shopping basket
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® © ¥ Q| Ofresenelog @ Disablecache | Online v | # ¥
(O Hide data URLs All | [GTY JS CSS Img Media Font Doc WS Manifest Other (] Has blocked cookies (] Blocked Requests
Red Sports Tee Qty: 1 9 9 q
I 5000 ms 10000 ms. 15000 ms 20000 ms 25000 ms. 30000 ms 35000 ms
Title: Red Sports Tee - L
Color: Red B
‘ [ vewcanrw | ‘ Neme | X Headers Preview Response Intiator Timing
Continue shopping W Referrer Policy: strict-origin-uhen-cross-origin
—_— tr.
» Response Headers (18)
\ | » Request Headers (18)

| | ~Request Payload  view source
v {applicationld: "@efc7ab2-6433-4612-b6Fc-06290993886c", events: [,..]}
applicationld: "@efc7ab2-6433-4612-b6Fc-0629d993886¢"
v events: [,.]
Red Sports Tee v@: {id: "09a93aaf-686a-4d4c-8cb6-9123027d91e0", date: “2020-12-18T03:52:24.046Z", type: “"ecommerce:add”,..}
date: "2020-12-18T03:52:24.0467"
$50.00 id: "@9a93aaf-686a-4d4c-Bcb6-9123027d91e0"
vproducts: [{id: "1606771604", quantity: 1, basketQuantity: @, name: "Red Sports Tee",.}]

. ¥0: {id: "16@6771604", quantity: 1, basketQuantity: @, name: "Red Sports Tee",..
itle
Red Sports Tee v brands “Hero
category: "Top”
Golor currency: "USD"
id: "1606771604"
Red v image: “https://cdn.shopify.com/s/files/1/8515/0402/1661/products/womens-red-t-shirt_925x_b78d289c-e4d9-4b008-bde3-671c43b03841_small.jpg2v=1606771604"

location: "https://the-apparel-store-by-hero.myshopify.con/products/red-sports-tee™

name: "Red Sports Tee"

ADD TO CART price: 50

quantity: 1

variant: "Red Sports Tee / Red”
BUY IT NOW o 2101, type: “"ecommerce:add”

i Console What's New X



Basket Remove

Shopper Event Troubleshooting

product name displays incorrectly on Basket Remove Event card

If an incorrect product name is displaying on the Shopper Event card, then this would mean that the name
provided in the Shopper Event does not match the actual name of the product. It is important to ensure that
the name value implemented in the event matches the actual name of the product.

® 4] Eements Network  Sources  Performance  Memory  Application  Security ighthouse
® ® v Qa O log @ Disablecache Online ¥ | & ¥
tracking | O Hide dataURLs [} XHR Js €SS Img Media Font Doc WS Manifest Other [J Has blocked cookies (] Blocked Requests
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Name X Headers Preview Response Initiator Timing

consent-t.. Referrer Policy: strict-origin-when-cross-origin
[ ] tracking

» Response Headers (18)
tracking

» Request Headers (18)

 Request Payload iew source

¥ (applicationd: "@efc7ab2-6433-4612-b6fc-06e9d993886" ..}
applicationld: "@efc7ab2-6433-4612-b6Fc-069d993886¢"
vavents: [{id: "6@bIb5aB-3345-467F-ad56-000e3b557c27", date: "2020-12-16T00:54:33.456Z",..}]

v0: {id: "66bIp520-3: -3056-000e3b557c27", date: “2020-12-16T00:54:33.4561",.}

cts: [{id: "1606771604", q y: 1, basketQuantity: @, name: "Red”,..}]
vo: {id: "1606771664", quantity: 1, basketQuantity: @, name: “Red”,.}
basketQuantity: @
brand: "Hero
category: "Top”
currency: "USD”
id: "1606771604"

shirt_925x_b78d289¢-e4d9-4b08-bde3- 67143003841 jpg?v-1606771684"

image: "https://cdn.shopify.com/s/files/1/@515/@402/1661/products/wom

ee2variant=3

6887340189"

yshopify.com/products/r

location: "https://the tore-by-hero.m

Hi, I'm Susan I'm an expert at How to install Hero
quantity: 1
variant: "Red Sports Tee / Red"
type: “ecommerce:remove” [ ]

3 /61 request:

Incorrect name provided in Shopper Event

'Product not found' message appears on the Store App when a user taps on a
Basket Remove Event card

Assuming that the product feed has been indexed and products are displaying in the product catalogue, if
this issue is present, then this would mean that the product ID (SKU or variant ID) provided in the
Shopper Event, does not match the product ID provided in the Product Feed for that specific product.

For example, the unique product ID / SKU provided in the feed for the below product Red Sports Tee
is 1606771604 and the ID provided in the event 1606771604 -RED does not match this exact value,
then this will result in the 'Product not found' error message when attempting to view the product detail

page.



Lighthouse Shopper 1285059

0000 ms.

% (]  Een N k o

® 0o VvV Q ache +

racking ) Hide data URLs () XHR JS CSS Img Media Font Doc WS Manifest Other () Has blocked cookies [ Blocked Requests - -
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» Response Headers (18)

ers (18)

e fc7ab2-6433-4612-

, date: “2020-12-16T01:15:28.7112",.]] Product not found
te: *2020-12-16T01:15:28.7112",.} e We're unable to find that product
Back

ketQuantity: @, name: "Red Sports Tee”,.}]
e: “Red Sports Tee",.}

Product image is missing from Basket Remove Event card

This issue displayed on the app would occur if the image field / the image URL value is missing within the
product array or if the URL provided is not https and / or is not a valid URL. aAll three scenarios would
resultin the product image to not display as expected on the app for the Shopper Event card.

Performance Memory Application Security Lighthouse Shopper 1285059

[® @] = Elements Console Network Sourc
® © V¥ Q | ([Preservelog @ Disable cache

tracking ) Hide data URLs [1l] XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies () Blocked Requests
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Online v +
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Name X Headers Preview Re Initiator ~ Timing
|| consent-t. Referrer Policy: strict-origin-when-cross-origin Red Sports Tee
L tracking

>
[] tracking Response Headers (18)

» Request Headers (18)

¥ Request Payload L
¥ {applicationld: "Befc7ab2-6433-4612-b6fc-069d993886C",..}

93886¢ "

applicationld: "@efc7ab2-6433-4612-b6Fc
vevents: [{id: "4c4160bf-5134-4a42-aldf-f1736F5857bc”, date: "2020-12-16T01:42:50.538Z",.}]
v@: {id: "4c4160bf-5134-4a82-aldf-F1736§5857bc”, date: "2020-12-16T01:42:50.538Z",.} 6 hi

date: "2020-12-16T01:42:50.538Z"

id 4160bf -5134-0a42-a1df -£1736¢5857bc "
vproducts: [{id: "13456456-RED", quantity: 1, basketQuantity: @, name: "Red Sports Tee",.}]
ve: {id: "13456456-RED", quantity: 1, basketQuantity: @, mame: "Red Sports Tee”,.}
basketQuantity: 8
brand: "Hero"
category: "Top"

currency: "USD"

id: 13456456 RED
image: “/cdn.shopify.com/s/files/1/0515/0402/1661/products/womens-red-t-shirt_925x_b mmm:uwav(uM—m-,Jrumwu.jrgw.elww".w:/'l
location: "https: -store-by-hero.myshopify . com/products/red-sports-tee?variant-37306887340189"
I Hi, I'm Susan I’m an expert at How to install Hero
name: “Red Sports Tee
price: 5@
quantity: 1
variant: "Red Sports Tee / Red” o

B type: "ecommerce:remove"
3/61 request: i

Product Image not displaying on Store App due to image URL not being https.

Price on Basket Remove Event card does not match the current price of the
product
If the price displayed on the shopper event card does not match the actual / current price of the product

being tracked, then this would mean that the price provided within the product array of the Shopper Event,
does not match the current price of the product.

Itis important to ensure that the product price within the event matches the current price of the product
provided on your website and also in your Product Feed.
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he Online v | # ¥

XHR JS CSS Img Media Font Doc WS Manifest Other [J Has blocked cookies [ Blocked Requests

70000 ms

0000 ms

30000 ms 40000 ms

\ame X Headers Preview Response Initiator  Timing
consent-t Referrer Policy: strict-origin-when-cross-origin
tracking

» Response Headers (18)

tracking a

» Request Headers (18)

¥ Request Payload iew so
¥ {applicationld: "@efc7ab2-6433-4612-b6fc-06294993886

3-4612-b6Fc-06

applicationld

date: "2020-12-16T02:49:37.1072",..}]

"6ecd870+ - 2970-4bbc - 8086 - de676adafc 74",

'6ecdB870-2970-4bbc-8d86-de676adafc74”, date: “2020-12-16T02:49:37.1072",.)
o

bbc-8d86 c
[{id: "16067716064", quantity
v@: {id: "1606771684", quantity: 1, basketQuantity: 8, name: "Red Sports Tee",.

1, basketQuantity: 8, name: "Red Sports Tee",.}]

3

basketQuantity: @

brand:

78d289c-edd9

image:
40189"

location:

Hi,'mSusan  I'm an expert at How to install Hero

quantity

variant: "Red Sports Tee / Red"

- type: "ecommerce: remov
3/ 71 request: P

Price value is missing from Basket Remove Event card

Ifthe price value is missing from the Shopper Event card, this would mean thatthe price value
passed in the 'Basket remove' Shopper Event has been provided as a string and not a number.

Shopper 1285059

es Performance  Memory  Application  Security Lightt

Network

og @

Rkal e
® 0 Vv Q

Online v + 3
XHR JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies [ Blocked Requests

isable

tracking O Hide data URLs [

5 1000 ms. 1500 ms 2000 ms. 500 m: 3000 ms. 4000 ms.

| —_ ——=—= =]

Name X Headers Initiator ~ Timing
_ consent-t.. Referrer Policy: strict-origin-when-cross-origin
| tracking

» Response Headers (18)
|| tracking

» Request Headers (18)

v Request Payload view source

v {applicationld: "@efc7ab2-6433-4612-b6fc-06e9d993886¢",.}

applicationId: "@efc7ab2-6433-4612-b6fc-06e9d993886¢"
vevents: [{id: "d4282ac@-1cd@-4423-b24b-80e87944ef66", date: “2020-12-16T03:15:02.9407",.}]
"2020-12-16703:15:02.9407",..} o hi

: "d4282ac@-1cd@-4423-b24b-80e87944eF66”, date:

, basketQuantity: "0, name: "Red Sports Tee”,.}]

606771604", quantity:
, name: "Red Sports Tee",.}

17, basketQuantity

v products: [{id:
vo: {i “1606771604"

671c43b03841. ipg?v=1606771604

s/files/1/0515/0402/16€ s-red-t-shirt_925x_b78d289c- e4d9-4b00- bde

cdn. shopify. cor

pparel -store-by-hero.myshopi fy sports-teedvariant 887340189
Hi, I'm Susan I'm an expert at How to install Hero

Sports Tee / Red"

Itis important to ensure that price, quantity and basketQuantity values are implemented as a

number and not a string in the Shopper Event.

Location URL is missing/ is not provided as https
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[0 Hide data URLs All b1} J5 CSS Img Media Font Doc WS Manifest Other [ Hasblocked cookies [J Blocked Requests
| 1000 ms 2000 ms 3000 ms 4000 ms 5000 ms 7000 ms 2000 ms 9000 ms
Name X Headers Preview Response lInitiator  Timing
[ |tracking ~ sec-fetch-dest: empty
sec-fetch-mode: cors
Y, t sec-fetch-site: cross-site
our car user-agent: Mozilla/5.0 (Windows NT 10.; Win64; x64) ApplelebKit/537.36 (KHTML, like Gecko) Chrome/87.0.4280.88 Safari/537.36
Vour cartis currently empty. vRequest Payload  view source
v {applicationId: "@efc7ab2-6433-4612-b6fc-@6e9d993886c",..}

applicationId: "@efc7ab2-6433-4612-b6fc-0629d99388
vevents: [{id: "131e17£9-4838-4055-98cc-e02761011c1f", date: "2020-12-21T18:42:55.981Z",.}]
vo: {id: "131e17f9-4838-4055-98cc-02761011c1f", date: "2020-12-21T18:42:55.981Z",..}
"2020-12-21T18:42:55.9812"
id: "131e179-4838-4055-98cC-e02761011c1f"

{id: "16@6771664", quantity: 1, basketQuantity: @, name: "Red Sports Tee",..}]
"Red Sports Tee",.}

¥ products: [
ve: {id: "1686771604", quantity: 1, basketQuantity: 8, name
basketQuantity: @
brand: "Hero™
category: "Top"
currency: "USD"

id: "1606771604"
"https://cdn.shopify.com/s/files/1/0515/0402/1661/products/womens -red-t-shirt_925x_b78d289¢-e4d9-4b0@-bde:

714303841 Ipg2v

inage
Quick links | location: "//the-apparel-store-by-hero.myshopify.com/products/red-sports -tee?variant=37306887340189" |

name: "Red Sports Tee"
Search price: 56

quantity: 1

variant: "Red Sports Tee / Red"

1761 requi type: "ecommerce:remove
Newsletter . 5
- i Console What'sNew X

currency field or currency value is missing within the product array

~ & dl Elements  Console  Network  Sources  Performance  Memory  Application  Security Lighthouse o 4| &
THE APPAREL — —
STORE BY HERO Q M ® © ¥ Q| Ofresenvelog B Disablecache | Online v | # %
[ Hide data URLs All 4 JS €SS Img Media Font Doc WS Manifest Other [ Has blocked cookies [ Blocked Requests
| : 10000 ms 15000 ms 20000 ms 25000 ms 30000 ms 35000 ms 20000 ms
Name X Headers Preview Response Initiator  Timing
[l tracking ~ sec-fetch-dest: empty
sec-fetch-mode: cors
Y t sec-fetch-site: cross-site
our car user-agent: Mozilla/5.0 (Windows NT 10.9; Win64; x64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/87.0.4280.88 Safari/537.36
Vour cartis currently emply. v Request Payload  view source
¥ {applicationld: "@efc7ab2-6433-4612-b6fc-86e9d993886c",..}

applicationId: "Befc7ab2-6433-4612-b6fc-0629d993886¢"
vevents: [{id: "f682183-222a-41d9-9674-9b52a053c3bb", date: "2020-12-21T18:37:39.4937",.}]
v@: {id: "F68F2183-222a-41d9-9674-9b52a@53c3bb", date: "2020-12-21T18:37:39.4937",.3}
date: "2020-12-21T18:37:39.4932"
id: "£68F2183-222a-41d9-9674-9b52a053c3bb"

"16@6771684", quantity: 1, basketQuantity: @, name: "Red Sports Tee",.}]
"Red Sports Tee”,..}

vproducts: [{id:
v@: {id: "1606771604", quantity: 1, basketQuantity: @, name

basketQuantity: @
brand: "Hero”

category: "Top

50677160
"https://cdn. shopify.com/s/files/1/0515/@482/1661/products/wonens -red-t-shirt_925x_b78d289c-e4d9-4b0@-bde3 -671c43b03841. jpg?

image
Quick links location: "https://the-apparel-store-by-hero.myshopify. com/products/red-sports -teevariant=37306887340189"

name: “Red Sports Tee”
Search price: 5@

quantity: 1

variant: "Red Sports Tee / Red”

1767 requ type: “ecommerce: remove”

Nawslettag +~ i Console What'sNew X

Incorrect basketQuantity passed into the Shopper Event

This value should match the current quantity of products in the shopping basket.
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Name X Headers Preview Response Initiator  Timing
[ |tracking  sec-fetch-dest: empty
sec-fetch-mode: cors
Y rt sec-fetchsite: cross-site
our ca user-agent: Mozi11a/5.0 (Windows NT 10.8; Wingd; x64) ApplelebKit/537.36 (KHTHL, like Gecko) Chrome/87.0.4280.88 Safari/537.36

v Request Payload  view source

efc7ab2-6433-4612-b6fc-0629d993886¢"
applicationId: "@efc7ab2-6433-4612-b6Fc-06e9d993886¢

Vevents: [{id: "21d2a3e8-8409-4bc8-8eab-427675119b47", date: "2020-12-21T18:29:22.4147",.}]
v0: {id: "21d2a3e8-8409-4bc8-8eab-427675119b47", date: "2020-12-21T18:29:22.4142",..}

date: "2020-12-21T18:29:22.4142"

id: "21d2a3e8-8409-4bc8-Beab-427675119b47"

"1606771664", quantity: 1, basketQuantity: 1, name: "Red Sports Tee",..}]
"Red Sports Tee",.}

Your cart is currently empty.

v {applicationId:

¥ products: [{id:
606771604", quantity: 1, basketQuantity: 1, name

ve: {i

brand: "Hero
category: "Top"
currency: "USD"

id: "1606771604"
"https://cdn.shopify.com/s/files/1/@515/0402/1661/products /womens -red-t-shirt_925x_b78d289c-e4d9-4b00-bde3-671c43b03841.3pg?v=1606771604"

image
Quick links location: “https://the-apparel-store-by-hero.myshopify.com/products/red- sports-tee?variant=37306887340189"

name: “Red Sports Tee”
Search price: 56

quantity: 1

variant: "Red Sports Tee / Red”

1761 requ type: “ecommerce:remove

Newsletiag -~ i Console What'sNew X

Here, the basketQuantity is incorrect as it does not match the current quantity in shopping basket.



Category View

Shopper Event Troubleshooting

Category View value not showing on the Store App despite event firing in the
request payload

If the 'Category View' value is missing on the 'Category View' Shopper Event card in the Store App, then
this would mean that the value field is missing or empty or the value has not been provided as a string for
the Shopper Event.

Please ensure that this field has been passed into the event and in the format of a string to ensure that it
displays as expected on the Store App.

THE APPAREL STORE BY HERO aQ M= Shopper 1285059
Al products v Best seliing v [Jtrading | v General
Request Method: 7051
Status Code: ® 200
3
- ponse Headers (16)
Request Headers (18) e [
-
Red Sports Tee White Gotton Shirt o 2020 12 1571515 26, 47127, <ypes e
$50.00 $30.00
)
" 3 Hi, I to install Hero
Category view value not shown on Store App due to value field not provided in Shopper Event.
Nework  Sources perormance  Memony  Applicatin_ Securty _ Lighthouse
THE APPAREL STORE BY HERO a M= e
Disable c: online ¥ & %
tracking Hide data URLs All | [T JS €SS Img Media Font Doc WS Manifest Other [ Hasblocked cookies (]
Womens =
FILTER BY SORT BY Name X _Headers it
[tracking v General
Allproducts v Bestseling v eners
Request URL: https://api.usehero.com/webplugin/tracking
14 products Requiest Method: POST
Status Code: W 200
Remote Address: 54.76.69.248:443
» Response Headers (18)
I » Request Headers (18)
v Request Payload iew source oer
1 "eefcrab2 €133
| d: " fba776ad-77c0-4bcB-9181 - dasecI2dal date: "2020-12-15T15:43:39.6922", »=H
FuATIE20-77¢0- 03 0181 dasecOQUAITE", dste: “2020.12-1STIS:43:39.6927", type: "o
Red Sports Tee White Cotton Shirt
$50.00 $30.00

Hi,'mSusan | I'man expert at How to install Hero

'Category view' card shows as empty because the value field is empty in the Shopper Event.

Location URL is missing/ is not provided as https
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Mens

FILTER BY SORT BY

Best selling v

All products v

6 products

Ocean Blue Shirt
$50.00

Chequered Red Shirt
$50.00

Blue Silk Tuxedo
$70.00

LED High Tops
$80.00

& da
® ©® ¥ Q | (JPresevvelog B Disable cache

() Hide data URLS Al @ JS CSS Img Media Font Doc WS Manifest Other [ Has blocked cookies [ Blo

Elements Conscle Network Sources Performance Memory Application Security Lighthouse

Online v 4 %

1000 ms. 2000 ms 4000 ms 5000 ms 6000 ms 7000 ms 8000 ms 9000 ms 10000 ms 11000 ms 12000 ms

= :

Name X Headers Preview Response Initiator  Timing
L tracking v General

Request URL: https://api.useherc.com/webplugin/tracking
Request Method: POST
Status Code: @ 200
Remote Address: 54.76.69.248:443
Referrer Policy: strict-origin-when-cross-origin
» Response Headers (18)
» Request Headers (18)
v Request Payload view source
v {applicationld: "@efc7ab2-6433-4612-b6fc-06e9d993886c", ..}
applicationId: "@efc7ab2-6433-4612-b6fc-86e9d993886¢"
vevents: [{id: "78f4d15d-7623-41dd-8bbd-e174d17468f1", date: "2028-12-18T09:08:36.2007", type: "event"”,..}]
v@: {id: "70f4d15d-7623-41dd-8bbd-e174d17468f1", date: "20208-12-18T@9:00:36.2007", type: “event",.}
action: "category-view"
date: "2020-12-18T09:00:36.2002"
id: "7@f4d15d-7623-41dd-8bbd-el74d174601"

| 1ocation:

type: "event”

value: "Mens”

1/70 requests

1/70 requests /hat's New X



Search

Shopper Event Troubleshooting

'Search' value not displaying on the Store App despite event firing in the
request payload

If the 'Search' value is missing on the 'Search' event card on the Store App, then this would mean that the
value field within the Shopper Event is missing or empty or the value has not been provided as a string.

Please ensure that this field has been passed into the event and in the format of a string to ensure that it
displays on the Store App.

THE APPAREL STORE BY HERO Q @@= U o ce | Memory  Appliaion seaurty Lighthouse o104 @ i Shopper 1285059
0 Vv Q + ¥
ek XHR 5 CS5 Ing Med Font Doc WS Maifest Other () Has blocked cookies (] Bocked

7 RESULTS FOR “TOPS”

[ Tops x

Name X Headers  Preview

L] consent-t... v General

tracking Request URL: hetps: //apd..usehero. com/webplugin/ tracking

tracking Request Method: POST

Status Code: @ 200

£ 3 ) s80.00 Remote Address: 54.74.57.107:443
ey -EPHighTops i Referrer Policy: strict-origin-uhen-cross-origin
EE Striped Skirt and Top $50.00
i 7500 1 ‘Befc7an;
{1 N Flore! White Top : [{1d: "49400dd1-3828-4a:
: 3828-4aac-al3b-94cfcac3decl”, date: "2020-12-15T16:23:42.864Z", type: “evi
+ hopify. con/ sesrchiq-Topsktype-
E Long Sleeve Cotton Top $50.00
i, 'm Susan
Classic Varsity Top
Aa

o "2020-12-15T16:23:42.8642", type:

Silk Summer Top 570.00

install Hero

jements  Console  Network  Sources  Performance  Memory  Application  Securit ity
THE APPAREL STORE BY HERO —_— Shopper 1285059
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Hide data URLs ()| XHR S CSS Img Media Font Doc WS Manifest Other
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7 RESULTS FOR “TOPS”

Tops

Name X Headers Preview Response Initiator  Timing
consent-t.. v General
[ tracking

] tracking

Request URL: https://api .usehero. con/webplugin/tracking
Request Method: POST
Status Code: ® 200

4 3 $50.00 Remote Address: 54.74.57.107:443
. = LED High Tops } Referrer Policy: strict-origin-when-cross-origin
» Response Headers (18)

| ;
m Striped Skirt and Top $50.00 Request Headers (18) o
+ Request Payload jev .
v {applicationld: “Qafc7abl-6433-4612-b6fe-06294993886c", .}
Ijv l ! Floral White Top. $75.00

Silk Summer Top 57000

n Long Sleeve Cotton Top 55000
ﬂ | Classic Varsity Top
) 7 L]

Here the 'Search' card shows an empty value because the value field is empty in the event.

3 abB3-4bbd-bBe2-c 6cAtb: ) date: "2020-12-15T16:58:32.7822", type: “event”,u}]
750¢ - ab83-4bbd -bOR2-c6cA0DF39057", date: "2020-12-15T16:58:32.7827", type: “event”,.}

Hi,'mSusan  I'man expert at How to install Hero

Wrong Shopper Event captured on the Store App

If the wrong Shopper Event is captured on the Store App this would mean that the Shopper Event code
has been implemented to the wrong pages of your website.



For example, if the 'Search' event is triggered when a customer clicks on a category this would mean that
the 'Search' Shopper Event code has been implemented to a page with a category structure and not for a
'Search' shopper action. This would cause the event to fire incorrectly for a different Shopper action.

R @] | Eements Console Network Sources Performance  Memory  Application  Security Lighthouse o1 Shopper 1285059

THE APPAREL STORE BY HERO P =
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consentt.. |y

All products v Best selling o k General

8 iy Request URL: https://api.usehero. con/webplugin/tracking

[ tracking
14 products Request Method: osT

Status Code: @ 200

Remote Address: 54.76.69.248:443

Referrer Policy: strict-origin-uhen-cross-origin
» Response Headers (18)
» Request Headers (18) o

v Request Payload  view soui
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o

Red Sports Tee White Cotton Shirt PrTreT—
$50.00 $30.00 date: "2020
10

ST17:32:51.8447"
44b5-8Fa3-220906903998

location: "https://the-apparel-store-by-hero.myshopify.con/search2q=Gtype="

vent”

type

Vet Hi, I'mSusan | I'm an expert at How to install Hero

Search event firing in the request payload
instead of Category view event
3/68 request:

Here you can see a Search event firing for a different shopper action.

Location URL is missingl/is not provided as https

The location field should be passed into the Shopper Event with a valid URL and this URL should be
https.
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|| tracking v General

Request URL: https://api.usehero.com/uebplugin/tracking
Request Method: POST

Status Code: @ 200

7 Remote Address: 54.76.69.248:443
\ White Cotton Shirt §30.00 - - L
Referrer Policy: strict-origin-when-cross-origin
» Response Headers (18)

Chequered Red Shirt $50.00 » Request Headers (18)

v Request Payload  view source
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action: "search”
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Red Sports Tee
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[Tocstion: ~ ]

type: “"event”

value: "Shirts”

Quick links

Search 1 /64 requests

~ i Console What's New %
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Recommended WiFi speeds

Ensure access to good WiFi in stores 5

To provide the best possible associate experience, we recommend retailers have access to good WiFi
coverage in their stores.

The demands on the connection when using Virtual Shopping will vary depending on the activity taking
place:

@ Light On-site chats, sharing product recommendations or sending invites
¥ Medium Sending images and then video
¥ Heavy Video streaming

Virtual Shopping will work on a ‘good’ 3G connection for both shoppers on your website and associates
using the Store app.

Here is a breakdown of what Virtual Shopping tests on and the expected experience:

Connection Download Upload Experience
Good 3G 1.5 Mb/s 750 kB/s Okay
Regular 4G/LTE 4.0 Mb/s 3.0 mB/s Better
WiFi 30 Mb/s 15.0 mB/s Best

@ To find out how many simultaneous video streaming calls your network can support, run a test
here.


https://fast.com/

Supported devices

The Store App supports iOS and Android devices

10:00

Hi, Erica o)

Your chat rating ﬁ4.83

[~ I'm available

X Decline

Incoming Chat...

5 team members are also available

Your metrics { 0CT2022 right now
v = U 22D -
214 $6,280 21

Customers Sales Orders

On average, 1in 3 customers
visit the store after having an
online chat

14

Seconds

For you See all

The Store App for associates is available on iOS from the Apple App Store or Android from the Google
Play Store.

‘ (D) You should ensure your chosen devices conform to the minimum requirements listed below.

System requirements

For the best performance, we recommend using the Store app on the most recent devices and operating
systems.

i0S

The Store app supports either iPhones or iPads.

e Minimum device requirements: iPhone 7 / iPad 7th Generation

e Minimum operating system: iOS 13 or above

@ The Store App will run on iPad, the app has a mobile-first design and so will only display in
portrait mode.

Please note the Store App does not support the use of iPods


https://play.google.com/store/apps/details?id=com.usehero.hero&hl=en&gl=US
https://play.google.com/store/apps/details?id=com.usehero.hero&hl=en&gl=US

Android

For the best experience with Store App on Android, we recommend using latest model Android devices.

e Minimum operating system: OS 11.0 or above

@ Centrally provisioned devices
If your devices are provisioned by a central program please ensure that:

The app is set to auto-update
4Push Notifications are enabled
pPorts and Domains are whitelisted




Ports and Domains

Ensure Virtual Shopping will function on your corporate WiFi

If you blacklist any ports or domains on your corporate WiFi then ports and domains listed here must be
whitelisted for Virtual Shopping to function correctly on your team's devices when they are connected to

this network.

Virtual Shopping Core Product

Action

Whitelist Domain

Whitelist Domain

Whitelist Domain

Whitelist Domain

Whitelist Domain

Where

*.usehero.com

*.virtual-
shopping.klarna.com

*.twilio.com
tsock.twilio.com
tsock.usl.twilio.com
tsock.iel.twilio.com
media.usl.twilio.com
mcs.usl.twilio.com

*.mixpanel.com
mixpanel.com

hero-prod-assets.s3-
eu-west-
1.amazonaws.com

* Domains that also need to be whitelisted on https

Apple Push Notification Service

Action

Whitelist IP and Port

Google Cloud Messaging

Where

IP address block 17.0.0.0/8
on ports TCP 5223 and TCP

443

Why

Key API to ensure functionali
across the application

Key API to ensure functionali
across the application
(Websockets)

Real time messaging and vid
support across the applicatio

Reporting and analytics

General Storage across the
application - required for core
functionality i.e. images, vide
avatars eftc...

Why

Push notifications across all i
devices



Action Where

Whitelist Port Ports:
5228
5229 5230

Live Video Streaming

Why

Push notifications across
Android Devices
* please note there is no fixec

address:

https://firebase.goo

e.com/docs/cloud-

messaging/concept-

optionsi#messaging-

ports-and-your-

firewall

For Live Video Streaming, please follow Twillio's recommended whitelisting.

(@ We recommend the following but we would ask you to verify using Twillio's testing link to

ensure correct setup.

To run the test, access the above link from a device currently connected to the store network from where
you are going to be using Virtual Shopping. For the most accurate results, your test device should have the
same configuration as the 'Go Live; store associate’s device.

Region ID Location

Global Low Latency

I
. (default)

Additional Connectivity
requirement

Additional Connectivity
requirement

Product Feed indexing

Host Name

global.vss.twili
0.com

sdkgw.usl.twilio
.com

ecs.usl.twilio.
com

Port and Protocol

443 WSS

(WSS/443)

(HTTPS/443)

If your product feed is protected with an IP address allow list, please add the following IP addresses to

allow our platform to fetch the feed:


https://firebase.google.com/docs/cloud-messaging/concept-options#messaging-ports-and-your-firewall
https://www.twilio.com/docs/video/ip-addresses
https://networktest.twilio.com/

IP address

54.228.73.53

54.78.118.192

99.81.185.60

54.171.103.32



App deletion requests

If you recieve an email notification that a team member has requested for their Store App account be
deleted, here is how to delete their access and reassign their contacts.

Store team members can request that their Store App account be deleted from the profile page on their
app.

Once they do, you will be notified and asked to complete the following actions:

1. Deactivate the anonymized account.

2. Reassign any contacts associated with the anonymized account as needed.

How to locate anonymized accounts

Visit "Manage team" in your Dashboard and look for:
Name: Anonymised (DATE)

Email Address: user.xxxxx@vs-anon.klarna.com

Refresh
Manage Team

Appraved (1)
Sort By Name v A y L Q Showing 1-10f 1

A Team Members Store Team(s) Profile Academy Demao Status

Ancnymised 2022-05-24
. ) ) i 1214 Regent Street L... Bags v, v o = Approved v

Anonymised 2022-05-24
Not yet active

Give Anonymised access to Contacts?

Add Contacts +

Problems with Conversations?

& BT T


mailto:user.QfDfpm7POL@vs-anon.klarna.com

FAQS



What Tracking Technologies does Virtual
Shopping use?

Tracking Types

Virtual Shopping On-site Chat stores a series of cookies and local storage that help us to understand who
a user is, surface their chat history, maintain the correct state of interaction with the on-site chat, correctly
attribute any sales to the product expert who helped them and manage experiments.

(@ We do not utilise third-party cookies for tracking. Klamna sets first party client-side cookies.

Here are the Virtual Shopping tracking technologies currently in use:

Session

This stores data related to the user session, to ensure we can create new conversations and load
conversation history within On-site Chat.

hero-session-* (*isreplaced by your

name application ID)

contains User token and shopper’s first name (if entered)
expiry 1year

type cookie

(@) The Session cookie is not configurable and cannot be deactivated as it is essential for
providing core messaging functionality.

State

This stores data related to the user’s current state, to allow us to understand what current interactions the
user has had in the On-site Chat i.e. whether it is open or closed.



hero-state-* (*isreplaced by your applica

name D)
contains Current Messenger state
expiry 1 year

type local storage

@ The State cookie is not configurable and cannot be deactivated as it is essential for manage the
users state and ensure a smooth and consistent shopper experience.

Attribution

The attribution cookie is always set but only contains information when Employee ID is enabled as a step
in product expert registration. When a shopper is or has been connected to an associate, this cookie will
be populated with the Associate ID, so that they can be attributed accurately. The cookie is set when
moving to a new page.

name hero-associate-data
contains Associate employee ID
expiry 1year

type cookie

@ The Attribution cookie cannot be deactivated, but will only be populated where an employee 1D
is held for the product expert

Shopper Event tracking

The Shopper Event tracking local storage is used to store shopper events before they are sent to the
server.



hero-tracking: (*isreplaced by your

name application ID)
contains Shopper Events
expiry Not Set

type local storage

Experiment tracking

The Experiment entry in local storage is used to store experiment and variant IDs when an A/B is running.

hero-experiment:* (*isreplaced by your

name —
application ID)
) Experiment and variant ID when an A/B testis
contains ]
running
expiry Not Set
type local storage

Multi-tab support

The Multi-tab support uses an entry in session storage to ensure cross-tab support for conversations and
video calls.

name hero-tab-id

contains Generated tab ID

expiry Expires when the tab/browser is closed
type session storage

User ID (deprecated)

The User ID cookie stores the Virtual Shopping Shopper ID and is accessible by the website to support
integrating Virtual Shopping data into the retailer's own reporting.



name hero-user-id

contains User ID
expiry 1 month
type cookie

/\ The Virtual Shopping User ID cookie will soon be deprecated. If you are using this cookie
then please getin touch with help.virtualshopping@klarna.com to discuss migration plans.

Further questions

What are the recommended server configurations to support Virtual Shopping cookies?

Configure Your server, NGINX and/or Apache to accept headers of size 8Mb - 16Mb

What is the expected cookie size?

As soon as On-site Chat loads a 130 byte cookie is set. Once a shopper starts a chat a 636 byte cookie is
set. This is the largest expected size of the cookie.



How big is the Javascript file and when is it
loaded?

The On-site Chat JavaScript is designed to offer maximum functionality with minimum impact on your
overall site performance.

The Virtual Shopping On-site Chat JavaScript loads asynchronously for optimal performance, ensuring all
priority website content is loaded before the Virtual Shopping JavaScript starts to load. It also loads only
the parts that are needed depending on the user interaction. The following details what is loaded in each
scenario.

The Loader is a JavaScript file which handles the loading of the On-site Chat launcher button and
messenger. It's as small as possible whilst still allowing us to understand display rules, determine sales
attribution and understand the shopper journey to inform the product expert. On a page where Virtual
Shopping won't show to a shopper, such as a checkout page, this is all that loads.

Total load: 27 KB

On pages where the customer can interact with the On-site Chat, there are three exclusive scenarios
which determine the plugin size:

The Launcher and Launcher Bubble loads but the user does not interact with the plugin.

Total load: 275 KB

The Launcher is interacted with to open the Messenger.

Total load: 340 KB

The Launcher is interacted with to open the Messenger and the customer starts a conversation.

Total load: 445 KB

There are a number of other minor asynchronous loads beyond this, but these are used by a minimum
number of users for specific functions around map and country selector functionality. These are kept to a
minimum.

We are continually committed to reducing the file size where possible.



Which languages are supported?

The On-site Chat plugin and Store App are localized into the following languages:

e English (US)

e Chinese (simplified)
e Chinese (traditional)
e Danish

e Dutch

e Finnish

e French

e German

e [talian

e Japanese

e Korean

e Norwegian

e Polish

e Portuguese

e Spanish

e Swedish

@ The language shown will depend on the languages selected in the shopper's browser settings
for the Plugin or the product expert's mobile device for the App.



What happened to Hero?

Hero became Klarna Virtual Shopping in March 2022.

Do | need to update anything on my site?

No, everything will continue to work the same as it did before. There's no dependency on you to update
what it is deployed to your site.

What's changed with the Hero App?

The Hero app is now called the Store App. It's under the same listing and so you will continue to receive
app updates as normal. From an architectural or technical perspective nothing has changed, it's
fundamentally the same app; just with a new look and feel. The only change is that the app is now
published by Klarna instead of Hero.

What does this mean for how you handle data?

Nothing has changed. Data is collected, stored and processed in the same way.


https://www.klarna.com/us/business/marketing-solutions/virtual-shopping/

What happens when Virtual Shopping is
deactivated?

60 days after an instance of Virtual Shopping is officially deactivated, all PIl data associated with the
deactivated instance will automatically be anonymised.

Within this 60 day time frame, we will provide our merchants with access to this data via a secure method
of collection.

@ Please note that itis not be possible to access this data after the 60 day period.



