® ChatinFlow FREE GUIDE

DM ANALYTICS: HOW TO READ THE NUMBERS
AND REPLY BETTER

Five questions answerhowyour chatsaredoing: thestory, what they sold, how fast people heard back,
whichautomationsdidthework andwhere peoplewritefrom.

Updated October17,2026 - chatinflow.com/products/analytics

Analytics foraDMinboxshould answerthe questions an owneractually asks on a Monday morning: did our
chatsbringpeoplein,did they getanswers fast, which automations did the work, where and when do people
write,and did any ofitmake money.Awall of charts answers none of them.ChatinFlow's Analytics pageis
builtaround those five questions,in plain sentences firstand charts second. This guide walks through every
tab,explainswhateachnumbermeans andwhereitcomes from,and shows how to turnwhatyoureadinto

changesthatmake the nextweekbetter.

Key points

¢ Analyticsis organized as five questions: The story, Results, Answers, Automations and Channels,each
filtered by channeland period, with daily, weekly ormonthly steps.

e Everytab openswitha short summaryinwords,thenchapters thatexplainone thing each,suchas time to
the firstanswerorthe busiesthour.

e Today's numbers are rebuilt every hour,and eachnight the previous three days are checked again,so a
numbercanlag by up toanhour.

¢ Eachautomationhasits ownActivity viewand eachbroadcastits owndelivery list,forthe detail behind
the totals.

e The dailynumbers exportas CSVonthe Growthplanand up,and the ChatinFlow APIreturns themforyour
ownreports.

THE FIVE QUESTIONS

Open Analyticsinthesidebar. The pageis titled "What yourchats turnedinto”,and five tabs situnderit,each

oneaquestion.

L] ) ’

Thestory Results Answers Automations Channels
The shortversion, in plain What yourchats broughtin How fastpeopleheard Whatdid the work foryou Where peaple write from,
words back and when

Five tabs, five questions:the shortversion,whatyourchats broughtin,how fastpeople heard back, whatdid the workand
where people write from.
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Tab The questionit answers Typical numbers

The story Whathappened,inplain New conversations, share ofreplies sentbyautomations and
words? Al time to firstanswer, listgrowth
Results Whatdid the chats bringin? New contacts, consent,unsubscribes, sales and the returnon

whatyou spent

Answers Howfastdid people hear Conversations started, average time to the firstanswer,
back? messages inand out
Automations Whatdid the work foryou? Runs perautomation, share finished withoutan error,

broadcastmessages, Alspendonyourkey

Channels Where do people write Messages perchannel,deliveryandreadrates, connection
from,and when? health, busiesthours

Abovethe content,threefilters apply to everytab:achannel,a period of 7,30 or90 days,and the step of the
charts, daily, weekly ormonthly. Export downloads the numbers behind the view.

HOW FRESH THE NUMBERS ARE

Analyticsisnotalive stream.Today's numbers arerebuilt every hour,and each night the previous three days
are checked again so a missedrun fixes itself. Amessage thatarrived a few minutes ago cantakeup toan
hourto show upinachart.Forwhatis happeningrightnow, theinboxand each automation's Activity view are
thelive placestolook.

Everycomparisonreads againstthe samelength of timejust before,so "20% fewerthan the 30 days before"
compares thelast 30 days with the 30 days before them.

TAB 1: THE STORY

The firsttabis the shortversion, written to bereadinaminute.ltopens with fourlines thatsummarize the
period.



YOUR LAST 30 DAYS,
INFOUR LINES

© 1K

new conversations started with you

N 20% fewer than the 30 daysbefore

v 2m 348

until the first answer, on average

N 4.7% slower than the 30 daysbefore

78%

of yourreplies were sent by automations and
Al, notbyhand

— Aboutthesameasthe 30 days before

+681

contacts onyour list, afterunsubscribes

N 21% fewer than the 30 days before

Thelast30 daysinfourlines,each compared with the 30 days before.Numbers from a demo workspace.

New conversations started withyou. Conversations thatbeganin the period,on everychannelthe

filterincludes.

Replies sent by automations and Al. The share of allyourreplies thatno person typed.Ahigh shareis
goodwhentheanswers areright;itis the measure of how much workautomation takes off yourteam.

Time until the first answer. The average waitbetween anew conversation andits firstreply, from

automation,Aloraperson.

Contactsonyourlist, afterunsubscribes. How muchyourlist grew, net.

Below the fourlines,chapters answerone question each:did yourchats bring peoplein, did people get
answers fast,which automations did the work, where and when people write,and whethereverythingran

smoothly.Each chapterhasasentence,two orthree supporting facts,a chartand abuttonto theplace

whereyou canactonit.
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@ CHAPTER 02

DID PEOPLE GET
ANSWERS FAST?

The first answer came in 2m 34s on average, across 62% -

1,009 new conversations.

WHO SENT THE REPLIES

Automations Al Your team

Automationsand Alsent 78% of thereplies. 62% 16% ° 22%

Yourteamwrote the other22% by hand.

Who sentthereplies:automations, Aloryourteam.Demo workspace.

Ausefulhabit:read The story every Monday and write down the oneline that surprised you. A surpriseis where

the nextimprovementis.

TAB 2: RESULTS

Results answers whatyourchats broughtin.lt opens with fournumbers:new contacts,contacts onyourlist

afterunsubscribes, people who said yes to hearing from you again,and unsubscribesin the period.
The chapters go deeper:

How did yourlist grow? New contacts day by day, with the bestdaynamed,and unsubscribes onthe

samechart.
Where did they come from? New contacts by the channeltheycameinon,as countsandshares.

Did your marketing pay off? Sales from paid buy buttons, paid orders of a connected store,won deals,
the Record a conversion step and the conversions AP|,setagainstwhatyou spent.Thisis where
attributionlives;the attributionguide coversit step by step.

"Said yes to hearing from you again" counts the contacts who gave theirconsent to future messagesin the
period.ltisthenumberto watch beforeyou planbroadcasts,becauseitis the audienceyoucanmessage

later.

TAB 3: ANSWERS

Answersisaboutspeedandvolume.lts summary shows new conversations,the average time to the first

answer,messages thatcamein from customers andreplies thatwent out.
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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, with the fastestand slowestdaynamed.Demo workspace.

The chapters show when conversations started, with the busiest day,how fast the firstanswerwas day by
day,with the fastestand slowestdaysnamed,and how many messages wentbackandforth, splitbetween
automationsandAlandyourteam.

How to useit:

Aslowdayisastaffingquestion. Iftheslowestdayis always a Saturday, eitherputsomeone on the
inboxoradd anaway message automation forthe weekend.

Arising first answertime withasteady volume usuallymeans an automation stopped answering, for
example a keyword changedin a captionbutnotinthetrigger. Checkthe Automations tab next.

Ahighshare of teamreplies onsimple questionsis alistof automations to build. Open theinbox, find
the questions yourteam keeps answering by hand,and turn the top threeinto keyword automations.

TAB 4: AUTOMATIONS

Automations shows whatdid thework foryou.Ilts summary:totalautomationruns, the share that finished

withoutan error,broadcast messages thatwentout,and whatyou spenton Alonyourown key.
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CHAPTER 01

WHICH AUTOMATIONS
DID THE WORK?

“Comment to DM" ran 1,988 times, more thanany
otherflow.

5 automationsraninthisperiod.

Openautomations >

@

Comment to DM
1988 runs - 98% finished

Welcome DM
1,090 runs - 98% finished

WhatsApp away message
737runs -99% finished

Answer DMs with Al
521runs -100% finished

Booking reminders
286runs - 100% finished

Runsperautomation and how many finished. Demo workspace.

2K

1.1K

737

521

286

The chapterslistwhich automationsran most, with runs and the share finished, whetherthe runs finished, with

the ones thatstoppedonanerrorcounted day by day,and whetheryourmessages arrived, as delivered and

read perhundred sent,withthe numberthat could notbe sent.

Threereadings thatlead somewhere:

Anautomationwithmanyrunsand alow finishrate has a failing step. Openits Activity tab:everyrunis

listed withhowitended,howlongittookandwhereitstopped,andthe step that fails most oftenis

named.

Atop automationthat should not be ontop,suchasafallbackreplythatruns morethanyourkeyword
automations,means people are notusing yourkeywords.Putthe keywordin the post,in capitals,and

checkitwiththe Keyword Tester.

Messagesthat could not be sent often hita messagingwindow.On Instagram and Messenger, free-

form messages go outonlywithin 24 hours of the person'slastmessage,and a broadcast's Deliveries tab

showsthereason foreachone.

TAB 5: CHANNELS

Channels answers where people write from,and when.The summary shows messages across yourchannels,

the share of the busiestchannel,yourbusiesthourand connection health across yourchannels.

The first chaptershows each channelside by side:messagesin the period,whatcameinandwentout,the
firstanswertime, the delivered, read and failed rates,and how many of its connections are working.The

second chapteristhe one mostowners printout.
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CHAPTER 02

WHEN DO PEOPLE WRITE?

Busiest time: Friday around 8 PM. Worth having someone around then.

The quiete st day was Sunday.

Wed
Thu
Fri D
Sat

12AM 3AM 6 AM 9AM 12PM 3PM 6PM 9PM
Quiet Busy

Messagesbyday of the week Messages by hourof the day

Sun Wed Sat 12AM 11AM 11PM

When people write:the busiesttime named, adayand hourheatmap,and totals by dayandbyhour.Demo workspace.

Theheatmap shows messages by day of theweekandhourof the day, with the busiesttimenamedina
sentence,such as "Friday around 8 PM.Worth having someone around then." Below it,two charts total the

messages bydayandbyhour.

Useitto planthree things:when someone should be ontheinbox,when anautomation shouldrunona
scheduleinstead of always,and when to send abroadcast.Abroadcastatthe houryourcustomers already
writeis abroadcasttheysee.

THE DETAIL BEHIND THE TOTALS

Analyticsis the overview.Two otherplaces hold the detail.

Eachautomation's Activity tab shows totals,successrate,average duration and failures forthelast 24

hours, 7,30 or90 days,a chartofruns overtime,and everyrun withhow itended and where it stopped. Start
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here when one automationlooks wrong.

Eachbroadcast'sdetail shows theaudience,how manywere sentand how many failed,and on the

Deliveries tab everyrecipientwith a status, pending, sent, failed orskipped,and thereason the providergave.

Foryourteam, Settings, Inboxshowswhois handlingwhatrightnow:open, pendingandresolved

conversations perteammate, plus the unassigned ones.

A WEEKLY REVIEW IN FIFTEEN MINUTES

Numbers help only when they change whatyou do.Aroutine thatfitsin a coffee break:

1.The story,7 days. Read thefourlinesand the chaptersentences.Note anything thatmoved more than
20%.

2. Answers. Find the slowestday.Decide whetheritneeds a person,an away message ora schedule.

3. Automations. Opentheautomationwith thelowest finishrate andreadits failing step. Fixone thing.

4.Channels. Checkconnection healthandhow many connections are working.A connection thatis not
working sends nothing untilyou reconnectit.

5.Results. Comparenew contacts with lastweek,andlookatwhat sold.

6.Inbox. Find two questions yourteam answered by hand more than three times, and build the automation
foroneofthem.

EXPORTS, API AND OTHER TOOLS

Analytics does notsync with GA4,Mixpanel, Amplitude, Segment ora datawarehouse.To use the numbers
elsewhere:

Export as CSV. The dailynumbers of the current view,on the Growth plan and up.Build yourown reportin
Sheets,ExceloraBltool.

The ChatinFlow API. Analytics,contacts and conversations through the REST APlwith a personalaccess
token,on the Growth planandup.

Eventsfromaflow. AnHTTP request step sends an eventto anothertoolthe moment something

happensinaconversation,and the Postto Slack step tells a Slackchannelyou connected.

Thereisnoreportbuilder,no scheduledreport,no cohortanalysis and no lifetime value calculation; start from
the contacts exportorthe APlif you need them.

COMMON MISTAKES

Readingone day. Asingle slow orbusy dayisnoise.Read 7 or30 days,and compare with the period
before.

Chasing the total message count. More messagesis notbetterbyitself. Answers thatcamefastand
led somewhere are.
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Ignoring the finishrate. Anautomation thatruns a thousandtimes and fails on step threefailsa
thousandpeople.

Blaming the channel foranempty chart. Check connection health first; a disconnected account sends
nothing.

Expectinglive numbers. Chartscanlagbyuptoanhour.Usetheinboxand Activity fornow.

QUICK ANSWERS

What is each number compared with?

With the samelength oftimejustbefore. A 30-dayview compares thelast 30 days with the 30 days before
them,and says soinwordsundereachnumber.

Why does a chart show nothing for today?

Today'snumbers arerebuilt every hour,so the newest hourcan stillbe missing. Check backlater,oropen the

inboxto seelive messages.

Canlsee analytics for one channel only?

Yes.Thechannelfilterabove the tabs applies to every tab, togetherwith the period and the chart step.

Where do | see why an automation failed?

Inthatautomation's Activity tab.Everyrun shows how itended and the step whereit stopped,and the step
thatfailsmostoftenisnamed.

SOURCES

MessengerPlatformand IG Messaging APl policy, Meta forDevelopers,on the 24-hourwindow behind
messages thatcouldnotbe sent.

Webhooks forMessengerPlatform,Meta forDevelopers,on delivery andread receipts.

DO IT IN SECONDS, FREE

chatinflow.com/products/analytics
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