® ChatinFlow FREE GUIDE

DM AUTOMATION PLATFORM: HOW
CHATINFLOW FITS TOGETHER

Oneworkspaceforevery customer conversation: channels, automations, the sharedinbox, audience,
bookings, salesand analytics,andhowthey work togetherforonecustomer.

Updated October17,2026 - chatinflow.com/products

Mostsmallbusinessesrun theircustomerconversations across five apps and three spreadsheets:Instagram
DMs ononephone,WhatsApp on another,abookingtool,a CRMnobodyupdates,and anotesapp for
follow-ups.ChatinFlow puts the whole journeyin one workspace.Messages from Instagram,Messenger,
WhatsApp,Telegram,Viberandyourwebsitelandin oneinbox; automations answerthe predictable
questions; a person takes overwhenitmatters; and every contact,booking,deal,taskand saleis keptin the
sameplace.This guideis the map:whateach partdoes,how the parts connect,and the orderin which most

teams setthem up.

Key points

¢ Channels connectlInstagram,FacebookMessenger, WhatsApp, Telegram,Viberand a chat windowon
yourwebsite, withemailand SMS enabled onrequest.

¢ Automations answercomments,DMs, story replies and events withflows you build visually,and
keywords,Aland buttons decide whichflow answers.

e Thesharedinboxbrings every conversationtogether,and the botsteps aside the momentateammate
replies.

¢ Audience,Sales,Bookings and Tasks keep whatyoulearnfromeachconversation:contacts,deals,
appointments and follow-ups.

e Analytics and attributionshow what the chats turned into, fromthe first answertime to the sales each
message earned.

THE MAP OF THE WORKSPACE

The sidebargroups everythinginto fourareas.Each one answers a different question.

Area What lives there The questionit answers

Dashboard Channels, Automations, Audience, Inbox Who is writing,and how do we answer?

Engage Broadcasts, Studio, Ads, Giveaways How do we startconversations and campaigns?
Grow Sales, Tasks, Bookings Whatdid the conversationlead to,and whatis next?
Manage Analytics, Al,Team, Settings Howis itgoing,and who can do what?
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Youdonotneedallofitondayone.Mostteams start with one channel,three automations and theinbox,and

addtherestasthe conversations grow.

STEP 1: START FROM THE DASHBOARD

The dashboard opens with whatis waiting foryou:open conversations,the automations thatarelive,and the

last 30 daysinnumbers.

YOUR BUSINESS,
TODAY

What came in, what your flows answered and what is
waiting foryou, at a glance.

Yourlast30days

Counted inthisworkspace.

D Conversations £3 Alreplies
1,016 1,643
Inboxthreadsin this period 30 failed - $0.529

Messagesinandout

Countedinthisworkspace overthe last 30days.

Messages

0 19.4K

-20% vs the previous 30 days

1k

WAITING FOR YOU

100pen conversations

aECCO

% 3automations live
Answering on theirown

@, Automations () Broadcasts
3,776 6
74 failed Everyrecipientreached

@ Inbound Outbound

New conversations

a8 1K \/W\L

-20% vs the previous 30days

Whatcamein,whatyourflows answered and whatis waiting foryou. Numbers from a demo workspace.

Below the summary,charts show messagesinand out,theautomations thatranand where DMsland,and a

row of ready-made playbooks to startfrom.The dashboardis the pageto openinthe moming; Analyticsis

thepagetoread onceaweek.
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STEP 2: CONNECT YOUR CHANNELS

Open Channels and connectthe appsyourcustomers already writein.Each one answers through yourflows

andlandsinthesameinbox.

Instagram. Comments on posts,Reels,ads and Lives, DMs, story replies and mentions. See the
Instagramguide.

Facebook Messenger. Messengerchatsand comments onyourPage posts.See the Messengerguide.

WhatsApp. Through Meta's official Cloud API, with templates formessages outside the 24-hourwindow.
Seethe WhatsApp guide.

Telegram. Abotthatcan write to everyone who startedit, withnowindow and no templates.See the
Telegramguide.

Viber. AViberbotthatanswers and takes orders. See the Viber guide.

Website chat. Achatwindow onyourown site,with oneline of code. See the website chat guide.

Emailthrough Postmarkand SMSthrough Twilio are enabled togetherwith you,onrequest. The free plan
connectsonechannelotherthan WhatsApp, so you can trythe whole workspace onthe channelyou use

most.

STEP 3: BUILD THE AUTOMATIONS THAT ANSWER FOR YOU

Automations are the heart of ChatinFlow.Each one starts from a trigger,such asacommentkeyword,a DM, a
storyreply,abuttontap,anew orderorabooking,andrunsits steps:messages, questions, buttons, tags,

waits, Alreplies, conditions and hand-offs.
Threeideas make them reliable:

One message, one answer. When severalautomations could answerthe same message, only the most
specificonedoes.An Anymessage automationis the defaultreply.

Keywords, Aland buttons. Keywords answerthe questions you can predict, Catch typos forgives the
misspellings,Intent (Al) onyourown key picks a flow forthe messages keywords miss,and buttonslet
peopletapinstead of type.

Versions and approvals. Every publish saves a version you canreturn to,and a flow thatcanreach many
peopleneeds asecondapproval.

The flow builder guide covers building flows step by step,and the keyword guide explainshow messages

arematched.

STEP 4: WORK TOGETHER IN THE INBOX

Every conversation, from every channel,landsin the shared Inboxwith its full history. Assignitto ateammate,
addinternalnotes,snoozeit,staritorcloseit. When ateammatereplies, the automation runningin that chat

stopsandthebotstays quiet,so the customerneverhears two voices. Alhelpers suggestreplies, rewrite
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draftsand summarizelong chats on yourown key, voice notes are transcribed on ChatinFlow's own servers,

andnothingis sentuntila person presses send.

STEP 5: KNOW YOUR AUDIENCE

Every personwho writes becomes a contactin Audience, with theirchannels,tags, fields,score and history.

AUDIENCE 30

100% Active

Everyone who has talkedto your business, with what L
L enaF.

you know about them, ready for the next flow or Newest Gl Ny

Arriving from &

broadcast.

i 30 @ 3 3 0 1

Contacts Segments Companies Lists
Everyone who has written to you, Live groupsbyrule:whoisin Thebusinessesbehind your Tables of yourown:columns you
with theirchannels, tags and updates onits own. contacts anddeals. name,rows you fill.
history.
o Bridalinquiries e AtlasHotels
Zoe Hartmann Saralind o Newsletter readers ® BloomWeddings
Diego Silva @ VIP clients e Northwind Events ® Wedding parties
Openarowforthequickview, ortickrowsto act onseveralat once. © Manage tags & Add contact
All 30 Active 30 Unsubscribed 0 Q Searchname, email tags, se = Filters 7 Latestactivity first v & B
2, Allcontacts (30) Segments Bridal inquiries (4) Newsletterreaders (16) VIP clients (6) Tags ® Bridal (4 ® Newlead ¢
Contact Status Channels Tags Score Lastactivity

Contacts, live segments,companies and listsin one place. Demo workspace.

Contacts. Everyonewho has written to you, with theirchannels,tags and history.Import alist orexportit
atanytime.

Segments. Live groups byrule,such as everyone tagged VIP who wrotein thelast 30 days.A segment
updatesonits own andfeeds broadcasts.

Companies. Thebusinesses behind yourcontacts and deals.

Lists. Tables of yourown, with columns youname androws youfill.

Tags and custom fields are added by flows as people tap buttons and answerquestions, so the profile builds

itself while you work.

chatinflow.com 4/9



STEP 6: TURN CONVERSATIONS INTO BOOKINGS, DEALS

AND TASKS

The Grow area keeps whateach conversationleads to.

Bookings. Customers bookwhere they already talk: free times as tapsin the chat,yourbooking page orthe

frontdesk.Every bookinglands on one calendar, with statuses forawaiting your OK,confirmed,done,

canceled and no-show,andremindertimes on each service starta Booking reminderdue flow that follows

thebookingwhenitmoves.

EVERY BOOKING,
ONE CALENDAR

Every appointment fromchat, your booking page and

the front desk.

£ 16

—

All Awaiting

Everybookinginone

Waiting foryourOK

Confirmed

Set,withreminders on

LEFT TODAY

o

Tnext7days

&
Done

They came and went

ssMTWT

LeaHansen
Suni:00 AM Balayage

Canceled

Called off by them or

place

All

16 bookings

Q Customer, phoneorservice

10:00 AM
6 11.00AM
Oct

WED 01:00 PM
7 03:30PM

Lena Fischer
Cut & blowdry:Ava

SofiaReyes
Balayage  Leo

byyou

v
No-show

Booked butdid not
come

/I Reports % Bookingsetup + Newbooking

® Done

® Done

Everyappointmentfrom chat,yourbooking page and the frontdesk. Demo workspace.

Sales. Everydealstartsinaconversation.The board shows where each one stands and what the pipelineis

worth,awon dealisrecorded as a sale withits value,and the Orders tab lists payments from buy buttons and

orders from a connected store.

Tasks. Writeitdown whereitcomesup:afollow-up from a conversation,a task created by a flow,oroneyou

addbyhand.Tasks have an assignee,a due date and a priority,in alist,aboard ora calendar,and areminder

goesoutwhenoneisdue.
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Q Searchtasks

v Todo 8

Name

Send Elena the bridal trial checklist

4 Alltasks = List

[0 Board

= Clients #bridal @ ElenaNovak (fh Bridaltrial + day

Confirm Saturday stylists

Count the retail shelf before reordering

It Stock&orders

Consultation with Sofia

# Clients 9 sofiaReyes () Balayage + toner

Write 3 aftercare tips posts

mi Content

Order toner restock

I+ Stock&orders #supplies

Reply to the March reviews

Calendar £} Add to yourcalendar

9 Assigned tome ["4 Showdone
Assignee Due date

PO Preview Oct 12

LP Leo Oct 12

LP leo Oct4

AM  Ava Yesterday

PO Preview Thursday

LP  Leo Tomorrow

LP Leo -

Whatneeds doing,who doesitand by when.Demo workspace.

STEP 7: START CONVERSATIONS, NOT JUST ANSWER THEM

The Engageareaisforreachingout.

+ Newtask

£ Status v

Priority

M@ Urgent

@ Normal

® Normal

M Normal

M Normal

i Low

Low

Broadcasts send onemessageto asegment,oneach channel'srules:templates on WhatsApp,

everyonewho started yourbot on Telegram,and recent writers on Instagram and Messenger. See the

broadcast guide.

Ads connectMeta ads,withmessaging ads that starta flow and spend shown nextto the chats and sales

itbrought.

Giveaways run prize draws, with the winners picked foryou.

Studio helpsyou prepare the content thatstarts conversations.

STEP 8: MEASURE WHAT THE CHATS TURNED INTO

Analytics answers five questionsin plain words:what happened,whatyourchats broughtin,how fast

people heard back,which automations did the work,and where and when people write. See the analytics

guide.
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Attribution connects sales to the messages thatearmnedthem:thelastflow message, Alreply orbroadcast
inthe 30 days before a sale gets the credit,and each sale can go backto Meta, TikTokand Google Ads. See
theattributionguide.

HOW THE PARTS WORK TOGETHER: ONE CUSTOMER'S
JOURNEY

Hereishow asingle conversation moves through the workspace.

1.Afollowercomments PRICEunderaReel. Acommentautomationrepliesin publicand sends the price list
by DM.

2.Theytap Book atime inthe DM.The flow offers free times,books the one they pick,tags them as anew
clientand saves theiremail.

3.Thebookinglandsin Bookings, with a confirmation and the changelinkin the same chat.

4. Afterthevisit,areview request follows,and ateammate opens adeal fora package the clientasked
about.

5. Theclientpayswith a Buy buttoninthe chat. Thedealiswon,the saleis credited to thecomment
automationin Attribution,and the conversion goesbackto Meta.

6. Ataskremindsthestylistto checkinamonthlater,andtheclientjoins the VIP segment fornextseason's
broadcast.

Every step happenedin oneworkspace,with one contactrecord holding the whole story.

AIlON YOUR OWN KEY

Alruns onyourown OpenAl, Anthropic, Google GeminiorAzure OpenAlkey, with dailyand monthly caps per
key.ltwritesreplies from yourinstructions,answers from yoursources with the Alagent, collects detailsin
conversation, picks theright flow with Intent (Al)and helps yourteam in theinbox. Without a key,nothing s
senttoanAlprovider. See the Alguide.

TEAM, SECURITY AND INTEGRATIONS

Teaminvitesteammates with built-inroles,owner,admin,member,inboxagentand viewer,orcustom roles
foraspecificjob.Settingshold two-step sign-in, privacy and data requests, set-up backups and the audit
trail; the security guide explains each control.Integrations connectyour CRM,payments, store,forms,
Slackand adplatforms,and the API,webhooks and MCP serverconnectanything else; seetheintegrations
guide.

AFIRST WEEK, IN ORDER

1.Day1. Connectyourmain channelandturn onadefaultreply.
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2.Day 2. Buildacomment-to-DMautomation foryournext post.
3.Day 3. Add keywordreplies foryourthree mostcommon questions.
4.Day 4. Inviteyourteam and set theirroles.

5.Day5. Connectyourcalendar, CRMorstore,whichevermatters most.
6.Day 6. Send afirstbroadcasttoasmallsegment.

7.Day7.ReadThestoryin Analytics and fixthe automation thatfails most.

TERMS IN THIS GUIDE

Workspace.Onebusiness's spacein ChatinFlow, withits own channels,inbox,contacts,automations
and analytics.

Channel. Aconnectedaccount,suchasaninstagram account,a FacebookPage ora Telegram bot.

Automation. Whatanswers foryou:something thathappens,suchasacommentora DM,and the steps
thatfollow it.

Flow. The stepsanautomationruns,builton avisual canvas:messages, questions,conditions, waits and
actions.

Contact.Apersonwhowrotetoyouonanychannel,with tags,custom fields and theirhistory.

Segment. Asaved filterof contacts thatstaysup to dateas contacts change,used forbroadcasts and
reports.

Touch. Amessageacontactreceived,recorded so alatersale can becredited toit.

QUICK ANSWERS

Do Ineed every part of ChatinFlow to start?

No. Start with one channel,a few automations and theinbox.Bookings, sales, tasks,broadcasts and Alare
therewhenyou needthem.

Canseveral people workinthe same workspace?

Yes.Inviteteammates with built-in orcustom roles; inboxagents can belimited to the conversations
assignedtothem.

Where do bookings and deals come from?

From conversations.Aflow can offertimes andbookthem,adealcanbe openedfrom a conversation,anda
wondealcountsasasale.

Is there afree plan?

Yes.Thefreeplan connects one channelotherthan WhatsApp, so you can try the workspace beforeyou

chooseapaidplan.
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SOURCES

MessengerPlatformand IG Messaging APl policy,Meta forDevelopers,on the 24-hourwindow that

shapes every Meta channel.
About the WhatsApp Business Platform, Meta forDevelopers.

Bots: Anintroductionfordevelopers,Telegram.

DO IT IN SECONDS, FREE

chatinfow.com/products

chatinflow.com


https://developers.facebook.com/docs/messenger-platform/policy/policy-overview
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