® ChatinFlow FREE GUIDE

DM AUTOMATION FLOWS: HOW TO BUILD
ONES THAT ANSWER AND SELL

Aflowistheset of stepsthat runs whensomeonecomments, writes orbooks. This guide buildsoneon
thecanvas, fromthetriggerto thelast message, andshowshowto testit beforeit goeslive.

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

Aflowis asetofstepsthatrunsonitsownwhensomethinghappensinaconversation:someonecomments
akeyword, replies to a story,sends a firstmessage ortaps a button. Good flows feellike a fast, helpful person
ontheotherend.Bad onesfeellike aphone menu.The differenceisrarely thetool;itishow the flow s
planned.This guide explains how flows workin ChatinFlow, from triggers and steps to branching, data
collection, testing, versions and measurement,and walks through the patterns thatturn messagesinto
bookings,leads and sales.

Key points

« Aflowstarts froma trigger,suchasacommentkeyword,a DM,a storyreply oraneventlike anewtag,
and thenrunsits stepsinorder.

¢ Onlyone flowanswers a message:the mostspecific matchwins,and "Any message"is the fallback.

¢ Flows are builtfromready steps,withno code;anHTTPrequest step cancallanotherservice whenyou
need it.

e Everypublishsaves aversionyoucanmake live againinone click,and flows thatcanreachalarge
audience need asecond approval.

Wtagram  Startswhen B Mesmer St} © Mesmss  stepo2 ©  comsetdits  swepos D Tem  swpos

Instagram comment . Send private reply
Contains LINK"-typos caught - onany post 'sw

Publicreply . Tagcontact . Notify the team
Hey {{first_name|there}}!Her atyou ‘Sent! CheckyourDMs * +Imiore’ ip Anew co fror
asked for & Yourcode:

de:SAVEID &

Acommentflow from triggerto team alert: the DM with the link, the publicreply,atag and a note to the team.

WHAT A FLOW IS MADE OF

Every flow has three kinds of pieces.
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Piece What it does Examples

Trigger Decides when the flow A commentwith akeyword, a DM, a storyreply, a button tap, a
starts newtag, a birthday
Steps Do the work, in order Sendamessage,ask aquestion,wait,add atag,seta field, call
an API

Conditions Decide which path a contact Which button theytapped, whattheyanswered, atag, a field
takes value

The builderoffers morethan 40 step typesinnine groups, from messages and questions to tags, fields,
delays,Alsteps andintegrations. You placethem on a canvas,connectthem and see a preview of every

message asyou writeit.

Triggers that start a flow
Triggers fallinto two families.

Conversationtriggers startwhen a person does somethinginachannel:commentsonapostorareel,
sends a DM, replies to a story,mentions you, taps a button orwrites a keyword.These are the triggers most

peoplestart with,because they answersomeonewhois waiting.

Event triggers,which ChatinFlow calls rules, start when something changes abouta contact:atagisadded,
afield changes,anew contactarrives,a sequence ends,a conversionis counted,a date orabirthdaycomes
round,orsomeone answers an NPSquestion as a promoter,a passive ora detractor. Abulkimport does not

startrulesunlessyou askitto,souploadingalistneverfloods athousand people with messages.

ONE MESSAGE, ONE ANSWER

When several flows could answerthe same message, ChatinFlow picks one.The most specific matchwins:a
keyword thatmatches exactly beats one that starts the message,which beats onethatonlyappearsinit,and
alongerkeywordbeats ashorterone.Aflow setto answerany messageis the fallbackwhen nothing else
matches.

Thismatters more thanitsounds.Withoutit,a customerwho writes "pricelist please" could receive the
answerto "price"and theanswerto "pricelist"atonce.The builderalso warmns you when two flows use
overlapping keywords, so you can fixthe overlap before a customerseesit. To checkhow yourkeywords

behave onrealmessages,usethe Keyword Tester,whichruns the samematchingrules.

YOUR FIRST FLOW, SCREEN BY SCREEN

Thefastestwaytoaworking flowis atemplate orthe quicksetup,andyou canopen eitherone onthe canvas

wheneveryouwantmore steps.Hereis the whole path,asitlooksin the dashboard.
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http://localhost:3951/free-tools/keyword-tester

Step 1: Pick a starting point

Open Automations and stay on Explore.The gallery holds about 60 ready-made templates. Filterthem by

type, eithera quickautomation that fits on one screen ora multi-step flow,and by what starts them:a postor

reelcomment,a directmessage,a storyreply ormention,alivecommentand more.The firstrow covers the

basics everyaccountneeds:adefaultreply,conversation starters,a story mentionreply and a main menu.

@ Explore 4 My automations 1° f@ Sequences e Growth links 3 Web forms ® + Newautomation

“htemplates

Automation

Flow

What startsit

All

PostorReel comment

Directmessage

Storyreplyormention

Live comment

59

11

48

59

33

6

3

The basicseveryaccount needs

Setthese once and everychat starts well: a re ply foranything, questions to tap and a menu that
is always there.

Defaultreply Conversationstarters

“« An answer forevery DMnothing else Dn_.] Questions people tap when theyopen
answers achat
Story mentionreply Main menu

@ Thankeveryone who mentions youin = Buttons and links beside themessage

theirstory. box.

Most popular set upin minutes

Eillin a fawr fialde watchit Aanthae nhAana Araviawr Aa lvua CAammante

Explore:search the templates, filterby type and trigger, and startfrom the basics everyaccountneeds.

Step 2: Choose the channel and the trigger

Press New automation.The quick setup asks whereit should run,Instagram,Messenger, WhatsApp or

Telegram,thenwhatstartsitand whatto reply. A live preview on theright shows the post,the comments and

the DMasyourfollowers willsee them,anditchanges as you type.
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AUTOMATION
Answer every comment and DM in seconds

Pickwhat starts it, write yourreply andwatchitonthephoneasyou type. It goesliveina

® Livepreview

Comments DM

minute, andyou canopenit as a flow wheneveryou want moresteps.

Channel

Where should it run? Q luna.studio
InStagram Messe nger Newdropislive! Comment LINKand
Comments, DM, 5 ° Pagecomments and iy Il send you the link
stories andlives Messengerchats
® Connected e Connected
S
Raatsabp Telegram

Messages to your
business number 2 e g 50 2

.
® Connected Connected

Pick a channeland therestofthe formfollows.

Pickthe channel first; the live preview on therightfollows every word you type.

Step 3: Openitasaflow

Switch from Automationto Flow atthe top and the same setup opens onthe canvas,onecard perstep.
Here a WhatsApp flow answers a keyword with buttons, tags the contactand asks foran email, then splits
into three paths:the email arrived, the answerdid not fit,orno reply came.

B mesas stnos

__ SendDM

WhatsApp message
received

©  comsidma  semoz

Tagcontact
e

pentep &

One question, three paths:a thankyou when the email arrives, a shortwaitand a follow up when the answerdoes notfit,and
room fora step when thereisno reply.

Step 4: Write each message

Openasteptoeditit. The editorexplains what the step does andits limits; a private reply, forexample, must
gooutwithin7 days of thecommentandonlyonce percomment. Write the message,insert a variable such
asthefirstname,add alinkthatshows as a button where the platform supportsit,and check the preview of
how itlooks oninstagram.Edit with Al rewrites the message foryou when you have connected yourown Al
providerkey.
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® Noissues.This flowis ready. Step B @ x
Send privatereply (DM
fromcomment)

Sendaone-shotDMinresponse to apublic
comment.Uses Meta's Private Replies
endpoint:mustrun within 7days of the
comment,and onlyonce percomment.

Message 75/1000

Hey{{first_name|there}}! Here's what you asked for ‘-
Yourcode: SAVEIO &

{} Inserta variable @ EditwithAl

[ Messages  stepol ® Messages  stepoz ©  Comactdsta  step0s

Tstagram  Startswhen

Instagram comment
Contains LNK'-typos caught -onany post

Send privatereply L Publicreply Tagcontact .
—————————— i O N R OnasCE i Link (optional)

Hey ((frst_namelthere})!Here's whatyou
de: SAVEIO

Cont

https://shop.example.org/drop

Openstep > Openstep >

Shown as abuttonunder the message on platforms thatsupportit.

How itlooks onlinstagram

Customer
Love this!Canlget the link?

Hey Alex!Here's whatyou asked for %
Yourcode: SAVEIO ;i

& Openlink

- 54% + S I I | > Tryit

The step editor:the message, a variable forthe firstname, the link button and how itwilllookon Instagram.

Step 5: Try it as your customer

PressTryit and play the flow as a customerwould, typing the keyword and tapping the buttons.Nothingis
sentandnothingis saved.Underneath, Check flow lists findings with plain advice,such as two messages
thatgo outbackto backwith nothing between them,oratriggerthatcan firemanytimesatoncewhena

postgetsaburstof comments.Ashortdelayusually fixes both.
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Try your flow O x
» Y)Y

® Noissues.This flowis ready.
Playitas yourcustomer.Nothingis sent

and nothingis saved

Yourbusiness

® Activenow

¢ Customer LINK

Hey Alex!Here's whatyou asked for &
Yourcode: SAVEIO ;i

Z Openlink
y  You Sent!Check yourDMs *
vy You Justsentityourway
nstagram  Startswhen essages  ste essages  ste ontactdata St
nstogram  Startswhes B Messages  Stepol ©  Messages  swepo2 © stepo3 T
Instagramcomment  Sendprivatereply Publicreply Tagcontact
Contains 'LINK" -typos caught -on any post Sent! jourDMs % +Imore’ ® 3 Notify the team- ‘Anewconversation from {{firs
eantrigger > openstep Openstep >
t B

- 54%  + aen = » Tryit

Tryitplays the flow as yourcustomerwithoutsending anything;the findings below suggestwhatto tidy.

Step 6: Set whenit runs, then publish

UnderSettings,nametheautomation, fileitinafolderand choose AlwaysonorOnaschedule.\Write anote

forthe nextversion so yourteam knows what changed;itis saved with the version and shown underVersions.

Then press Publish.
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General

Name

Comment “LINK" > DM

Folder

[ Getting started

Folders keep the automation listtidy. Manage them from the list.

Runs on Starts with

Instagram Instagram comment
Contains “LINK"- typo s caught-onanypost

Whenit runs

Onaschedule

Note forthe next version
Note forthenext version

What changed, foryourteam

Savedwith the nextversionandshownunderVersions.

Settings:alwaysonoronaschedule,and anote foryourteam thatis saved with the nextversion.

If youwouldratherdescribe a flow than buildit, write one sentence such as "when someone comments
PRICE,send the pricelistand askfortheiremail"and ChatinFlow drafts the steps foryou, with no Al key

needed.Thedraftnevergoeslive onits own;youreview iton the canvas and publish whenitisright.

BRANCHING WITHOUT THE SPAGHETTI

Flows getmessywhen every possibilityis handled in onelong chain. A few habits keep them readable:

Branchonwhat the persondid. Button taps andanswers are the clearestsignals.Branchonatagora
custom field when you already know something aboutthe contact.

Keep eachbranchshort. If abranch grows pastahandful of steps,moveitintoitsownflowandusea
"Startanotherflow"step to hand the contactover. Shared parts such as qualification orbooking canlivein
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one flow that others start. The first flow does notwait forthe second to finish, so putthehandoverat the
endofabranch.

Save the stepsyoureuse. A group of stepsyouuseinmany flows,such as an opening hours reply,can
be savedunder"Mysteps"and droppedinto any flow.

Use "Any message " sparingly. Onefallback flow is enough.More than one competes with yourspecific
flows.

COLLECTING INFORMATION IN THE CONVERSATION

Aflow canaskforinformationthewayapersonwould and storeitonthe contact:an emailaddress,aphone
number,a date,anumberoranaddress.lf someone types something thatdoes not fit, the flow asks again,

and peoplecantype "skip"when a questionis optional. Answers can feed calculationsin fields and
conditionslaterin the flow.

Messages canusewhatyou know about the contact,with a fallbackforwhenyou donot:a greetingsuch as
"Hi{{first_name|there}}" reads naturally whetherornotthe nameis known.Use variables carefully; amessage
thatshows anempty field looks broken.

Gooddatacollection follows threerules:

1.Askforone thingat atime. Amessagethatasksforname,emailand phoneatonce gets feweranswers.
2.Saywhyyouare asking. "Whatis youremail? I'll send the guide there" gets morereplies than "Enteryour
email".

3. Give something first. People share an emailmorereadily afterthe flow has already been useful.

TIMING, SCHEDULES AND THE 24-HOUR WINDOW

Notevery flow should run around the clock. Choose Onaschedule in Settingsand anautomation gets a
starttime,an endtime andweekly hours inyourbusiness timezone, plus holidays it skips orruns onlyon. A
schedule affects onlynew starts:a conversation already in progressis nevercut off halfway.In thelist,each
flow shows whetheritis scheduled, outsideits hours orfinished.

Delays and sequencesrespect quiethours,and sequence steps can wait forbusiness hours, so a follow up

doesnotarrive atthreeinthemorning.

Allof this sitsinside the messagingrules of each channel. OnInstagram,Messengerand WhatsApp a
business canreply freelyuntil 24 hours afterthe customer'slastmessage.Acomment canreceive one
private reply by DM within 7 days. Afterthe window, WhatsApp only delivers templates Meta approved,and

Instagram and Messengerwait forthe customerto write again. The Messaging Window Calculatorshows
exactlywhen awindow closes.
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http://localhost:3951/free-tools/messaging-window-calculator

CHOOSING WHICH POSTS A COMMENT FLOW WATCHES

Acommentflow canwatch every post,only the posts you pick,yournext post orevery postaftera given one.
"Next post"isusefulforalaunch:yousetup the flow beforeyou publish,anditattachesitself to the post

whenitgoesout.The publish timeisread from Meta, so this needs the accountto be connected.

SELLING INSIDE THE CHAT

Flows donothaveto send people awayto buy.Amessage can carry a Buy button from Stripe orPayPal, so
the customerpays withoutleaving the conversation,and the money goes to yourown account. With Shopify
connected,acartabandoned flow canremind a shopperwho leftan emailorphone numberand did not
orderwithinanhour,with alinkbackto the cart,thetotalandtheitems.|f the orderarrives, the waiting

reminderstops.

A"Countaconversion"step marks themomenta flow did itsjob,such as abooking confirmed oralead

captured, soyou can seewhich flows produceresults and notjust activity.

TESTING BEFORE YOU PUBLISH

Aflow thatworksinyourhead can still surprise you.Tryitand Check flow catch most problems; a few habits
catchtherest:

Walk every branch with yourown testaccount, tapping each button.
Write like acustomer. Testwith typos,lowercase, extra words and the phrasing peoplereally use.
Checkthe emptycases. Whathappensifsomeonehasno firstnameon file,orskips a question?

Read every message onaphone.Long messagesthatlookfineonalaptopbecomewallsof textina
chat.

VERSIONS, APPROVAL AND ROLLBACK

Everytimeyou publish, ChatinFlow saves a version.The version history lets you make an earlierversion live
againinoneclick,which takes the fearout of editing a flow that already works.Thereis no side-by-side
comparison of two versions, which iswhat the note forthe next versionin Settings is for:write whatyou
changedandyourteam seesitunderVersions.Forabigrework, Stop and duplicate archives thelive

automationand opens an editable copy as a draft,so nothing half finished reaches customers.

Flows thatcan message alarge audience need asecondadmin's approvalbefore theygolive.lna
workspacewith onlyoneadmin,afreshtwo-factorchecktakes the place of the second person.ltisasmall

pause that protects youraccountand youraudience from a mistake sentto everyone.
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A/B TESTING A MESSAGE

An A/Bsplitstep sends each contactdown one of up to fourbranches, by weights you set,and keeps the
samecontactonthesamebranchnexttime. The flow's activity view shows how many contacts entered
eachvariantandhow manyruns completed. ChatinFlow does not picka winnerforyou.When the numbers
are clear,you choose, editthe flow and publish again.

Testonethingatatime:thefirstline, the offer,the buttonlabels.If you change three things atonce, you will
notknow which one made the difference.

MEASURING WHAT A FLOW DOES

Two views tellyou how a flow performs.

View What it shows

The canvas Foreachmessage step, howmanywere sent,read and clicked

The activity Totalruns, success rate, average duration, failures overtime, the step thatfails mostoften, and
view everyrunwith the steps ittook

The canvas shows counts perstepratherthan drop-off orconversionrates.Use the counts to spot the step
where people stop,thenrewriteit. The activity view is where you go when a flow misbehaves:open asingle
run and see exactly which stepsittook.

WHEN A PERSON SHOULD TAKE OVER

Automationis bestattherepeat questions. Anything new, sensitive orunhappy deserves a person.Flows can
assignaconversationtoateammate,openitorcloseit,andthemomentanagentstarts typingin theinbox,
the botstays quietsothetwo nevertalkovereach other. Agoodhandovermessage says who willanswer
androughlywhen.

CALLING OTHER TOOLS

When a step you need does notexist,the HTTP request step can callanotherservice's APl,and outgoing
webhooks send events to yourown systems orto Zapierand Make. Thereis no step forrunning yourown
code,which keeps flows safe to edit forpeople who do not write software.Integrations such as HubSpot,

Klaviyo, Mailchimp, ActiveCampaign and Kituse yourown accountkeys.

COMMON MISTAKES

Building the whole customerjourneyinone flow. Splititinto shortflows thathand overto each other.

Asking foranemailinthe first message. Be useful first.
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Forgetting the fallback. Onefriendly "Any message"flow saves the conversations no keyword catches.
Overlapping keywords. Fixthem when the builderwarns you, orthe wrong flow answers.

Neverreading the activity view. A flow with a failing step keeps failing quietly until you look.

QUICK ANSWERS

How many buttons can a message carry?

Upto13 quickreplies.Two to fourare easierto read on aphone,and each onecanopenits own branch.

What happens when two flows match the same message?

Onlyoneanswers.An exactkeyword beats one thatstarts the message,which beats onethatonlyappearsin
it,and alongerkeyword beats a shorterone.Aflow setto anymessageis the fallback.

Can a flow run only during business hours?

Yes.Choose Onascheduleintheautomation's settings and set weekly hours in yourbusiness timezone, with
holidays to skip.A conversation alreadyin progressis nevercut off.

Can a flow message people who never wrote to me?

NotonInstagram orMessenger.Flows answerpeople who reached you, within the messagingwindow of

each channel. OnWhatsApp,an approved template can starta conversation.

SOURCES

MessengerPlatformand IGMessaging APl policy, Meta forDevelopers,on the 24-hourwindow.
Private Replies, Meta forDevelopers,onreplying toacommentby DM within 7 days.

Template fundamentals, Meta forDevelopers,on WhatsApp templates.

DO IT IN SECONDS, FREE

chatinfow.com/products/flows
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