® ChatinFlow FREE GUIDE

DM AUTOMATION FOR ECOMMERCE: SELL IN
THE CHAT

Answer product questions, send codes and carousels, take payment withaBuy buttonandsendorder
updates, with every sale creditedto themessagethat madeit.

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

Moststore DMs are one of a handful of questions:doesitfit,isitin stock,whenwillit arrive,is there a code.
Eachoneisashopperwith acreditcardinhand,and each unanswered houris a salethatgoesto thestore
thatreplied first. The answers rarely change, whichis exactly what makes them worth automating. ChatinFlow
answers those questionsinthe chatthe shopperstarted,onInstagram,Messenger, WhatsApp, Telegram or
yourwebsite, sends the product that fits, follows up on left carts and delivered orders,and traces every sale
backtothemessagethatmadeit.This guide walks through the set-up fora Shopify orWooCommerce store,

step by step, from the first product question to the second order.

Key points

e ConnectShopifyorWooCommerce once:eachorderfiles the buyerasa contact,counts as a sale when
itispaidand canstartaflow.

e Aproductflowasks one questionbackwithquickreplies and sends a product card withthe photo,the
price and a buttonto yourstore.

¢ FromShopify,a checkoutleftforanhourwitha phone oremailtypedinstarts a Cartabandoned flow,
and anorderstopsit.

e Orderupdatesand cartreminders go outonWhatsApp as templates Meta has approved;a Buy button
sellsinthe chat throughyourown Stripe orPayPal.

e Eachpaidorderis credited to thelast messageinthe 30 days beforeit,and sales go backto Meta,
TikTokand Google Ads.
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WHERE STORE CONVERSATIONS TURN INTO SALES

Moment What the automationdoes Template orstep
Aproductquestionina Asks one questionback and sends the Showyour productlineup in DM
DM productthatfits
LINKunderapost Sends the productlinkina DM, replies in public Commentto DM
Asold-outsize Saves whois waiting and tells them firstwhen it Buttons, tags and a template
is back broadcast
AleftShopify One friendly reminder with the cartlink, an hour Cartabandoned flow
checkout later
A paidorder AWhatsApp confirmation with the order Store order flow
number
Afewdays after Asks howitfits,suggests whatgoes withiit Waitstep and fitbuttons
delivery

STEP 1: CONNECT YOUR STORE

OpenSettings, Integrations and scrollto Stores. Connect Shopify orWooCommerce.

Stores

Orders fromyour Shopify orWooCommercestorefilethe buyerasacontact, count as salesinROI
when paidand canstarta Storeorderflow.

Connectedstores Connect Shopify Connect WooCommerce

No storeconnected yet.

Paid means whatyourstore calls paid: Paid in Shopify, ProcessingorCompleted inWooCommerce.Refunded or
canceled orders stopcountingas sales. Testorders startflows butnevercount.Store salesare notsent to Meta
Conversions APl: yourstore'sownMetaapp sends them.

Cartabandoned flows need two more Sho pifywebhooks with the same address:Checkoutcreationand Checkout
update.Acartleftforanhourbyasho pperwho typed anemailorphone starts them;anorderstops them.

Connectthe storeonce;orders and carts can then startflows.

From then on,each orderfiles the buyeras a contact,counts as a salewhenyourstore calls it paid, Paid in
ShopifyorProcessingand Completedin WooCommerce,and can starta Store orderflow.Refunded or

canceled orders stop counting,and test orders start flows butnevercountas sales.Forcartreminders,add

Shopify's Checkout creation and Checkoutupdatewebhooks as the card explains. Any othercheckout can

report sales through the API.
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STEP 2: ANSWER PRODUCT QUESTIONS WITH THE RIGHT
PRODUCT

Open Automations, Explore and search the gallery for"sale". Theresults include productlineups,

comment-to-DMflows, pricingice breakers, affiliate links, couponsin stories and offers during Lives.

@ Explore 4, My automations 1° f8 Sequences & Growthlinks [E Web forms © + Newautomation
O sale x 9 templates X Clear filters
Type
All 9 Instagram comment ® Facebook comment ®
Automation 2
Flow 7 info
link
. Thanks foryourcomment! Here are
Whatstartsit Hey!Here's thelink you asked for. the details you asked for.
All 9
PostorReel comment 4 Drive traffic and sales Automation Drive trafficandsales Automation
Directmessage 3 COMMENTTODM FACEBOOK COMMENT TO DM
Story reply or mention 1 Whensomeonecomments a keywordonyour Whensomeonecomments a keyword onyour
post, sendthemthelink ina private reply. Facebook Page post, send themthedetailsi...
Live comment 1
Setitup > Setitup >
Bookings, forms and more 0 2 o 2 e
Goal
All 9
G Messenger button click o @ Instagram comment < (0]
Grow followers 0
. 4 SendDM 4 Sendprivatereply (DM fr..
Engage youraudience 0
Drive trafficandsales 9 4 Publicreply
Captureleads 0
Customerservice 0

Platform

Nine templates thatsellin the chat.

A productflow follows thewaya good shop assistant works:

1.The question. Ashopperwrites arealquestion,such aswhich sheets suitsomeonewho sleeps hot.

2.0ne questionback. Quickreplies narrow itdown with a tap,so nobody has to type.

3.Theright product. A productcardwith the photo,the priceand a button to the pageinyourown store,or

acarouselofupto 10 cards,each with up to three buttons.

4.The follow-up. Delivery, sizing orreturns answered from yourstore pages by Alon yourown providerkey,

with the chathandedto yourteam when the answeris not there.
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ToletAlanswerfrom yourstore pages,add them underAl, Sources: a single page such as yourshipping

policy,oryourwhole website, read from the sitemap.

&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.

{4 Text

Prices and openinghours

Cancel

Add yourshipping, sizing and returns pages as sources forthe Alagent.

THE FIVE QUESTIONS EVERY STORE GETS

Most store DMs fallinto five groups.Each has an answerthat works betterthan alongreply.

Question

"Doesitcome inmy
size?"

"Is itin stock?"

"When willitarrive?"

"Canlreturnit?"

"|s there acode?"

Best answerinthe chat

Quick replies forthe size, then the productcard forthatsize, with alink to yoursize
guide

The productcard, oratap tojoin the waiting listwheniitis sold out

Your delivery times by country as a keyword reply, oran orderlookup foran existing
order

Ashortsummary of yourreturns policy with alink to the full page

Aone-time code fromyourlist,if yourun one, or a polite no with your current offer

Build each one as a keywordreply first. Use Alforthe long tail of questions you cannot predict,answering

from yourstore pages added as sources, so the answers stay consistentwith whatyoursite says.
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STEP 3: TURN "IS IT BACK IN M?” INTO A WAITING LIST

Someoneasksaboutasold-outsizeandtapstobetold.Atagkeepsalistof whoiswaiting forwhich size.
Whenitis back,atemplate broadcastreaches thattag first, with a button toreserveit,beforeyou postit
anywhere.STOP ishonored on every send,and an Untag contact step aftertheyreserve keeps anyone from
beingtold twice.

STEP 4: BRING BACK LEFT CARTS

A Shopify checkout goes quiet witha phonenumbertypedin.Anhourlater,one WhatsApp message brings
backtheitem,the sizeand the cartlink,anditstops oncethey order,so nobodyis chased afterbuying.The
messageisa WhatsApp template,because the shopperhas notwrittento you; writeitonceandsenditto

Meta forreview.
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© NEW WHATSAPP TEMPLATE

Meta reviews every template beforeit canbesent, usually withinminutes, at timesup to aday.

Variables {{1}}, {{2}} arefilled percontact whenyou send.
Name

bridal_open_day

Lowercaseletters,numbers and underscores.

Category Language
Marketing: offersand news v English(en)
Layout
Amessage

Header (optional)

Message

Hi {{1}}, ourbridalopendayisthisSaturday at 11:00. Reply YES and we will save you a seat.

Use{{Th.{{2}}forwhat changes percontact. Themessagecannotstartorend with one.

Example for{{l}

Footer(optional)

Write the cartreminderas atemplate and send itto Meta forreview.

WooCommerce sends no cart events, so cartreminders work with Shopify only.
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STEP 5: CONFIRM ORDERS AND ASK FOR THE NEXT ONE

Orderupdates. A Store orderplaced orpaidrule starts a flow whose WhatsApp template step sends the
ordernumberto the buyer,matched by the emailorphone on the order. ChatinFlow does notreceive
shipping events,so deliveryupdates are notautomatic; a flow canlookup an orderinyourstore's APlwith an

HTTP request step when a shopperasks.

Afterdelivery. Awaitstep timesashort messageforafew days afterthe order.Fitbuttons sorthappy
buyers from size problems:ahappyanswergets a product thatgoes with it,a size problem goes to your

team.

Launchcodes. Onecodeperbuyer,handed out from yourlistuntilitruns out, then a sold-outreply. Use them

foralaunch day,arestockorathank-youto peoplewho ordered twice.

STEP 6: SELL INSIDE THE CHAT

When the shopperis ready, a Buy buttonopens a Stripe orPayPal checkout atyourprice. Themoney goes
straightto yourown account,the thank-you arrives in the chat,and the saleis recorded like a store order. It

suits pre-orders, gift cards, bundles and anything you sell outside yourstore's catalog.

STEP 7: SEE WHICH MESSAGES SELL

Each paid orderis credited to thelast flow message, Alreply ordelivered broadcastin the 30 days beforeit.

Addwhatyouspend permonth,foraflow orabroadcast,and the Results tab of Analytics shows its return.
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& CHAPTER 03

DID YOUR
MARKETING PAY OFF?

Salescome from paid buy buttons, paid ordersofa ‘

connected store, won deals, the Record conversion 6

step and the conversions APl. Add what you spend No sales or spendin these months yet
below to see thereturn. Addwhat youspend below. Sales show up here

asthey comein.
Asalecountswhenaflow message, Alreply orbroadcast
reached the personinthe 30daysbeforeit.

Last émonths Last12 months

What you spent + Addspend
What you paidinamenth: ads,an influencer,message fees. Name the floworbroadcast it
was fortosee that source’s return.

No spendinthesemonths yet.

Google Ads offline conversions

Sendthesales andleads that came froma Google adclick back to Google Ads, so it can bid formore like
them. Theclickcomes froma Google Ads lead form,orfroma site chat visitorwho arrived byan ad.

Conversionactionname in Google Ads Only conversionsnamed (optional) Period

Last 90days L

Uploaditin Google Ads underGoals > Conversions > Uploads, to aconversion action whosesourcels . , -
. . & Download file
Import fromclicks. Times arein UTC ‘

Sales,spend andthe Google Ads filein one place.

Salesalso gobacktoyourads:to a Meta dataset through the Conversions APland to TikTok through the
Events API,while store orders are left to yourstore's own apps so nothingis counted twice.ForGoogle Ads,

thesame chaptermakes an offline conversions file to upload.

BROADCASTS THAT FEEL LIKE A SHOP WINDOW

Asaleannouncementreaches each shopperatthe houryou pick,intheirowntimezone,andonlyinside the
hours you allow.Keep broadcasts to news shoppers asked for: theirsize backin stock,alaunch they tagged
themselvesinto,acodefortheirnext order. On WhatsApp outside the 24-hourwindow, the announcement

mustbe an approved Marketing template.
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READING THE NUMBERS

Three numbers tell a store whetherthe chats are working.In Analytics, Answers, the time to the firstanswer:
moststores aim forminutes,nothours.In Analytics, Automations, the share of runs that finished, with the
failing stepnamedin each automation's Activity view.Andin Analytics, Results, the sales credited to each
flow and broadcastnextto whatthey cost.Read them weekly, fixthe slowestanswerand the most failing
step,and keep the flows thatsell.

WHAT TO CONNECT FIRST

1. Yourstore,soordersand carts can start flows.

2. Aninstagramprofessional account,Business orCreator,so DMs,comments and story replies reach
yourflows.

3. AWhatsApp Business numberforordermessages and cartreminders.
4.YourMetadataset,soyouradslearnfrom chatsales.

5. AnAlkey and yourstore pages as sources,when the product questions outgrow keywords.

TERMS IN THIS GUIDE

Store orderrule. Atriggerthatstarts a flow when a Shopify orWooCommerce orderis placed orpaid,
matchedto the buyer.

Cart abandoned. A Shopifyeventsentonce when a checkout with aphone numbergoes quietforan
hour,with the cartlink,the totaland theitems.

WhatsApp template. A message Meta approvesinadvance,the onlyway to writeto a customeron
WhatsApp morethan 24 hours aftertheirlastmessage.

One-time code. Adiscountcode from yourownlistthatgoesto onepersononly,andthesamecode
againifthey asktwice.

Buybutton. A flow step thatsellsinthe chat through yourown Stripe orPayPalaccount, with the money
going straighttoyou.

Purchase. Apaidstore orderrecorded as a sale,so Analytics can show whatyourchats broughtin;a
refund orcancellation takesitback.

Conversions APl. Meta's way to receive sales from a server,so each paid ordercan go backto yourown
Meta dataset withyourown key.

COMMON MISTAKES

Sending the homepage. Linkthe exact product, orthe shopperstarts searching again.
Acart reminderevery hour. Onefriendlyreminderconverts; three feel like spam.

Promising deliveryupdates. Shipping events arenotautomatic; answerdelivery questions with an
orderlookup ora person.
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Store salessent toMetatwice. Letyourstore's Meta app send store orders.

Marketing asutility. Adiscountinatemplate belongsin the Marketing category.

QUICK ANSWERS

Canashopperbuy without leaving the chat?

Yes,with a Buybutton.ltopens a Stripe orPayPal checkout atyourprice,and themoney goes to yourown
account.

Does the cart reminder work for WooCommerce?

No.WooCommerce sends no cart events. Cart reminders work with Shopify's checkout webhooks.

Canltell whichInstagram post led to asale?

Yes.Thecommentautomation's messageis a touch onthe buyer's contact,and the paid orderis credited to
thelasttouchinthe 30 days beforeit.

Canthe botlookup anorder?

Yes,with an HTTP request step that asks yourstore's APIforthe orderand uses the answerin the next
message.

Can Al answer sizing and delivery questions?

Yes,onyourown Alkey.Add yoursizing, shipping andreturns pages as sources,and the Alagentanswers

from them and hands the chatto yourteam when the answeris notthere.

SOURCES

Template fundamentals, Meta forDevelopers,on WhatsApp templates.
Conversions API, Meta forDevelopers.

About webhooks, Shopify,onthe checkoutand orderwebhooks.

DO IT IN SECONDS, FREE
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https://developers.facebook.com/docs/whatsapp/message-templates/guidelines
https://developers.facebook.com/docs/marketing-api/conversions-api
https://shopify.dev/docs/apps/build/webhooks
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