® ChatinFlow FREE GUIDE

CUSTOMER SUPPORT AUTOMATION IN THE
CHAT, WITH A HUMAN HANDOFF

Answerrepeat questionsfromyourownhelp pages, routechatsto theright agent, alert theteambefore
acustomer givesup andask howit went.

Updated October17,2026 - chatinflow.com/solutions/for-support

Mostofachatsupportqueueisthe samehandful of questions:whereis my order,how do Ireturn this, is there
asizeguide,mycodeisnotworking.They arrive on WhatsApp, Instagram,Messengerand the website chat,
ateveryhour,and each onewaits behind thelast. ChatinFlow puts every channelinto oneinbox, answers the
repeat questions from yourown help pages onyourown Alkey,and hands everything thatneeds judgment
to apersonwith thewhole conversation attached. This guide walks a supportlead through the set-up, step
by step:sources,the Alagent,assignment, alerts, the satisfaction survey and thereports that show whetherit

works.

Key points

e Everyconnected channel,fromInstagramand Messengerto Telegram, Viberand yourwebsite chat,
landsinone shared inboxwiththe full history of each conversation.

e The Alagentanswers only fromthe sources youadd,suchas help pages,PDFs oryourwhole site,onyour
own OpenAl, Anthropic, Google GeminiorAzure OpenAlkey,and hands the chat to yourteamwhen the
answeris not there.

¢ Auto-assignment gives new conversations to youragentsinturnorto whoeverisleast busy,neverover
anagent's limit.

¢ Acustomerwho waitstoo long triggers analert forthe assigned teammate, withfastertargets forthe
customersyoutag.

e Asatisfactionsurvey goes outwhena conversationis closed,asks why afteralowscore,and shows the
answersinAnalytics by teammate and channel.
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HOW A SUPPORT DESK MAPS ONTO CHATINFLOW

Support need

Answerthe same questions
faster

Look up anorder

Neveranswertwice

Spread the work
Catchslowreplies
Know how customers felt

Showthe trend

How ChatinFlow handles it

Keywordreplies forthe top questions, and the Alagentforeverything your
sources cover

AnHTTP requeststep asks yoursystem for the status andreplies with it

When ateammate replies, the automationinthatchatstops and the botstays
quiet

Auto-assignmentinturn orto the leastbusyagent, with alimitperagent
Unanswered conversation alerts after the waityou choose
A satisfaction surveywhen the conversationis closed

The time to the firstanswerand the share ofreplies sentbyautomations,in
Analytics

STEP 1: START FROM A SUPPORT TEMPLATE

Open Automations and search the gallery. A search for"Al" returns sixteen templates, ten of them underthe

Customerservice goal,from commentauto-repliesto DM answers and email list sign-ups.
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@ Explore

20 Al

Type

All
Automation

Flow

What startsit

All

PostorReel comment
Direct message
Storyreplyormention
Live comment

Bookings,forms and more

Goal

All

Grow followers
Engage youraudience
Drive trafficandsales
Captureleads

Customerservice

Platform

4 My automations 1°

16

12

16

16

10

f8 Sequences & Growthlinks

16 templates
Instagram comment ®

Instagram comment
Thanks forasking:DMing you the

details!

Autom ation

COMMENT AUTO-REPLY

Reply in public to comments that containa
keyword. Great forquestions onviral posts.

Setitup >

Instagram DM received ®

InstagramDMreceived

Thanks forreaching out!Qur
pricingstarts at $X. Hereis the ful ..

Autom ation

[3 Web forms © 4+ Newautomation

X Clearfilters
Instagram DM received ®

newsletter
Wantourweeklytips? Reply with

youremailaddress and you'rein.

Automation

GROW YOUR EMAILLIST

Ask foranemailin DM, check that thereplyisan
emailaddress andsaveit onthecontact.

Setitup >

o Facebook comment (0]

info

Thanks foryourcomment! Here are
the details you asked for.

Automation

Sixteen Altemplates, ten of them forcustomer service.

Everytemplate opens as a draft,so you change thewords, testitand publishwhenitreads the wayyourteam

writes.

STEP 2: GIVE THE Al SOMETHING TRUE TO ANSWER FROM

The Alagentanswers only from Sources. Open Al,then Sources,and press Add asource.There are five

kinds:text,questions and answers,oneweb page,yourwhole website and a file.
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&3 AlReplies {4 Sources £ Provider Keys lh Usage &Cost

What the Alagent answers from: yourowntext, questions and answers, web pages, whole websites,
PDFs and text files.

The Alagentstep answers fromthese. Foreach messageitreads the parts thatmatch the customer's
question,and hands the chat to your teamwhen the answeris nothere.

1 of 100 sources, 102 of 2,000,000 characters

{4 Text 7= Questionsand answers @ Web page & Whole website B File

Title

Aboutus

Text

We are open Monday to Saturday,9:00 to 19:00. Delivery takes 2 to 3days.

Cancel Add

{4 Text m

Prices and openinghours

Text, questions and answers, a web page, a whole website ora file. Demo workspace.

Forasupportdesk,agoodfirstsetis:

Your shipping and returns pages,addedasweb pages,so theanswerchanges whenthe page does.

Yourhelp center,added as awholewebsite. ChatinFlow readsup to 10,25 or50 pages,dependingon
yourplan,from yoursitemap orby following links,and respects yourrobots.txt.

Yourtop twenty questions,written as questions and answersin the words customers use.

Apolicy PDF,such asyourwarranty terms,as afileofup to 10 MB.Ascanned orpassword-protected PDF
cannotberead.

Keep each source shortand factual. A clearparagraph with thereturn window in days beats along page of

marketing copy,and the agentanswers betterfromit.

STEP 3: CONNECT YOUR OWN Al KEY

OntheProviderKeystab,add a key from OpenAl, Anthropic, Google GeminiorAzure OpenAl.You can set
an optionaldailyand monthly spending cap,andthe key pauses whenitreaches one.Alis part of every paid
planwith unlimited replies on yourown key, so the only Al billis yourprovider's. Without a key,nothingis sent

to anAlprovider.
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STEP 4: PUT THE Al AGENT IN FRONT, WITH A WAY OUT

Inthe flow builder,open Add astep and the Al group.

is ready.

fm) Al Step 01

Alreply

“Alwrites the reply”

Openstep >

100%  + HEH s R | > Tryit

Adda

L Goesafter “Alreply”

Q Searchsteps

® Al3

oo
oo

Replies written byAl

&

o

pi¢

(s

Alreply
LetAlwriteareplyto theirmessage

Collectwith Al

LetAlchatuntilithas the details youneed, and
savethem.

Alagent
An Alagent answers from your Alsources and
hands thechatto yourteamwhenitdoesnot

® Timing 2 ¥
Choose whenthe nextstephappens

Wait
Pause forminutes, hours ordays before the
nextstep

Wait foragoodtime
Waituntil thehours you allow,in theirown time
zone.

® Contactdata 4 b d
Rememberthings about eachcontact.

©

©

4

Tagcontact
Tag the contactso youcan find themor
message themlater

Untagcontact
Takea tag off thecontact

Set custom field
Saveadetailonthecontact, likeanansweror

Arrowkeys to choose,Entertoadd, Esc toclose

Alreply, Collectwith Aland Alagentin the step library.

The Alagent answers from yoursources and remembers the conversation.When the answeris notin your

sources,whenthe customerasks foraperson orwhenno answercomes back, it takes its otherpath.

Connectthatpathto Notify the teamorAssignthe conversation,so nobodyisleft waiting fora botthat

doesnotknow.Theagentcan also belimited to outside yourworking hours, so yourteam answers during the

dayandtheagentatnight.

Putkeywordrepliesin front forthe questions you getmost. A keyword answercosts nothing,isinstantand

says exactlywhatyou wrote,and the Alhandles what keywords cannot.

STEP 5: LOOK UP ORDERS IN YOUR OWN SYSTEM

"Whereis myorder?" needsrealdata. A flow can askforthe ordernumberwith a question step,thensenditto

yourstore orordersystem withan HTTP request step. Theresponseis savedin a flow variable,and the next

message usesitto givethe statusand thetrackinglink. Changing an address orapproving a refund still

needs a person,so thatpath assigns the chatto yourteam with everything said so far.
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Shopifyand WooCommerce orders can also comeinto ChatinFlow through Settings, Integrations, Stores, so

apaidordercan starta flow,such as a thank-you message with the delivery details.

STEP 6: DECIDE HOW CONVERSATIONS REACH YOUR
AGENTS

OpenSettings, thenlnbox.Underlnboxbehavior,choose whethereveryincoming messagestarts a

conversation oronly the ones thatshould be opened explicitly, afterthe bot tries first. Two more settings
matterforasupportdesk:

Automation pause duringhumanchat. While an agentisreplyinglive,automations forthatcontact
pause,for30 minutes afterthe agent'slastreply orthe timeyou choose.

Re-opened conversations. When a customerwrites again aftera chatwas closed,itcan go backto the

agentwho handleditlasttime.

Thensetup Auto-assignment.

Pick an assignment strategy

Therouterruns onevery inbound message, so are-opened thread gets a freshowner. Team members who
cannotreply intheinboxarenever candidates.

J\r

Off Basic
Teammembers pick conversations manually fromthe Distribute conversations across everyavailable team
Unassigned folder. member. Honors eachagent’'s conversation limit.

Whoeis handling what

Openthreads per teammemberright now. Unassigned is highlighted becausenobody is lookingat those.

Teammember Open Pending Resolved Total
Unassigned 3 0 0 4
AvaMoreno 4 0 0 4
Leo Park 3 0 0 4

OfforBasic,and who ishandling whatrightnow.Demo workspace.

With Basic,conversations are spread across every available teammate, eitherin turn orto whoeverhas the
fewestopen conversations. A defaultlimitperagent stops therouterfrom giving moreto someonewhois

full,andanagent'sownlimitalways wins.Teammates who cannotreplyin theinboxare neverpicked.The
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Who is handling what table shows open, pending andresolved conversations perteammate, and highlights
theunassigned ones.

STEP 7: GET AN ALERT BEFORE A CUSTOMER GIVES UP

UnderUnanswered conversations,turn on Alert the teamand choose the waitingtime.

Unanswered conversations

Whena customerwaits too long fora reply, theteammatetheconversationis assigned to hears about it.
Whilenobody owns it, everyonewho handles unassigned conversations does. Onealert perwait: a reply from
yourteamora flowends thewait. Each personcanturnthealert off under Notifications.

Alert the team

Alertwhen a customerwaits toolong
Inthe bell,by emailand on phones with push turned on.

Waiting time before the alert
Counted from the customer's firstmessage since thelastreply that
reachedthem.

30minutes v

Faster targets for tagged customers
Acustomerwithone ofthesecontacttags getsits targetinstead,and
theinboxshows the timeleft. With several tags,the shortestwins.

+ Addatagtarget

Business hours only

Countonlybusinesshours
Waits countonly while you are open,using the business hours on this

page.Amessagesentovernightalerts the teamonce youhave been
open forthe chosen time,notthe moment you open.

Alertthe assigned teammate when a customerwaits too long. Demo workspace.

When a customerwaitslongerthan thatforareply,theteammate the conversationis assigned to hears
aboutitinthebell,by emailand on phones with push turned on. While nobody owns it,everyone who handles
unassigned conversationsdoes.Thereisonealertperwait. Add fastertargetsfortagged customers,
suchasVIP orapendingrefund,andtheinboxshows the timeleft. Turn on Count only business hours,and a
message sentovernight alerts the team onceyou have been open forthe chosentime,notthemomentyou

open.

STEP 8: ASK HOW IT WENT

UnderSatisfactionsurvey,turn on Ask customerstorate the conversation.
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When to ask

Onceyourteamoraflowcloses aconversation.

Satisfaction survey . . Ask customers torate the
Ascoredoesnotreopen theconversation; anything else the customer conversation
writes does.

Timing

Rightafteritis closed
Afewminutesleaveroomto reopen aconversation closed too early.

Sminutes later

Thourlater

Who ks askec Only conversationsa
Achatonlythebothandledisnotrated,andnobodyis askedtwiceina teammate answered
week.
Atmostonce aweekper
person

When to ask,and who is asked. Demo workspace.

Thesurvey goesoutonceyourteam oraflow closes a conversation:rightaway, 5minuteslaterorThourlater.
Afew minutesleaveroom toreopenachatclosedtoo early. You can askonly about conversations a
teammate answered, since achatonlythebothandledisnotrated,and nobodyis asked morethanoncea

week.
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Pick five faces, five stars orthumbs up ordown, write the questioninyourcustomers'language,andadda

What to ask

Writethetextsinyourcustomers'language. The buttons need no words.

Answer buttons
Customers tap abutton ortype the score.

Fvefaces@ @ @ © &
Fvestars

Thumbs up ordown

Smpstion Howwould you rateyourconversationwithus?

Ask why after a low score
The answeris savedwith the score.Writingback opens the conversation
again,so yourteamcan followup.

Ask a follow-up question

Forascoreof3orlower v

Sorryto hearthat. What could
wehavedonebetter?

Thank-you message

Thankyou foryourfeedback!
Sentaftertheanswer Leaveitemptytosendnothing.

Preview
Howwould yourate yourconversation with us?

@ .. .e . e
- = = -

Faces, starsorthumbs,and a follow-up afteralow score.Demo workspace.

follow-up question forlow scores,such as "Sorry to hearthat. What could we have done better?" The answer

is saved with the score,and writing back opens the conversation again,so yourteam can follow up beforeit

turnsinto a publicreview.A scoreonits own does notreopen the conversation.The surveyruns as a flow,soin

aworkspacethatcanreach1,000 ormore contactsitwaits fora second approvalbeforeitgoeslive.

STEP 9: READ THE NUMBERS EVERY WEEK

Open Analytics. The Answers tab shows how long customers waited forthe firstanswer,day by day, with the

fastestandtheslowestdaynamed,and The story tab shows the share of replies sentby automations and

Al.
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Time tothe first answer,daybyday

% CHAPTER 02

HOW FAST WAS THE
FIRST ANSWER?

People waited 2m 34s for the first answer, on average.

Fastestday: Sep 23,1m4ls.

Slowestday: Oct10,3m19s. Worthalookat who wasaround.
Sep 18 Oct 2 Oct 17

Time to the firstanswer, day by day. Demo workspace.

Satisfaction answers appearin Analytics by teammate and channel.Read thelow scores first; each oneis a

conversationyou canopenandlearnfrom.

A WEEK-ONE PLAN FOR A SUPPORT DESK

1.Day1. Addyourshipping,returns and help pages as sources,connectyourAlkey with a daily cap.

N

.Day 2. Write keyword replies foryourtop five questions and an Alagent flow fortherest, with its otherpath
assignedtotheteam.

.Day 3. Inviteyouragents, turn on Basic auto-assignmentand setalimit peragent.
.Day4.Turnonunanswered conversation alerts and the satisfaction survey.

.Day5. Testtwentyreal questions with TryitunderAlReplies,including one yoursources do notanswer.

o o1 A W

.Day7.Readthefirst-answertime and thelow scores,and fixthe sources behindwrong answers.

WRITING SUPPORT ANSWERS THAT HOLD UP

Lead withthe answer. "Returns are free within 30 days" before the explanation.

One questionpermessage. Askforthe ordernumber, then forthe email,notboth atonce.
Saywhat happensnext. "Ateammate willreply within the hour"is betterthan "we'llbein touch".
Keep ahumanexit everywhere. A"Talkto aperson"button costs nothing and savestheangryones.

Writeinthe customer'slanguage. Build one flow perlanguage you serve; keyword triggers acceptany
script,andthelanguageis notdetectedforyou.

RIGHT FOR YOUR DESK?

ChatinFlow suits support teams answering the same questions across chatchannels, storeswhose queueis
mostly orderstatus andreturns,and teams thatwantAlto answeronly from theirown sources.Itisnota

phone supportdeskwith callqueues,anditisnotforanyonewho wants Alwith no personbehindit. Thereis
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no built-in helpdesk sync, shift scheduling orskill-based routing; an HTTP request step can open a ticketin
yourhelpdeskthroughits API.

COMMON MISTAKES

Alwithout sources. Theagentanswers only from whatyou add;anempty Sources tab meansithands
every chatover.

Nootherpath. An Alagentwith nothing connectedtoits otherpathleaves customers stuck.

Everyone seeseverything. Inboxagents see only theirassigned conversations unless you turn on the
visibility setting; decide on purpose.

Surveyingbot-only chats. Askaboutconversations ateammate answered, orthe scoresrateyour
flowsinstead of yourteam.

Ignoring the low scores. The follow-up answeris the mostuseful textin yourinbox.Readitevery week.

QUICK ANSWERS

Can Alanswer fromour help center?

Yes.Add the help centeras awhole website orits key pages as web pages underSources,and the Alagent
answers from them onyourown providerkey.

What happens when the Aldoes not know?

The Alagenttakesits otherpathwhenthe answerisnotinyoursources,whenthe customerasks foraperson

orwhenno answercomes back. Connectthat path to Notify the team orAssign the conversation.

Can agents see only theirown conversations?

Yes.Inboxagents see only the conversations assigned to them,unless you turn on "Inboxagents see every
conversation"underSettings, Inbox. Owners,admins and members always see the wholeinbox.

Do customers get two answers when a teammate joins?

No.When ateammatereplies,theautomationrunningin thatchatstops,and automations forthat contact
staypaused forthetimeyou setafterthelastreply.

Canwe measure customer satisfaction?

Yes.The satisfaction survey asks customers torate the conversation whenitis closed, with faces, stars or
thumbs,and shows theanswersin Analytics by teammate and channel.
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SOURCES

MessengerPlatformand IG Messaging APl policy,Meta forDevelopers,onthe 24-hourmessaging
window.

About the What sApp Business Platform,Meta forDevelopers,on the Cloud APlandits messaging rules.

DO IT IN SECONDS, FREE

chatinflow.com/solutions/for-support
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