
ChatinFlow F R E E  G U I D E

CHATBOT TO HUMAN HANDOFF WITHOUT
MAKING CUSTOMERS REPEAT
Listen for the words people use to ask for a person, reply honestly, move the chat to your team with the

history attached and keep the bot quiet.

Updated October 17, 20 26 · chatinflow.com /flows/hum an-handoff

Automation earns its keep on the questions it can answer. It loses customers on the ones it cannot: a refund, a

complaint, a large order, a question nobody predicted. The worst moment in a chat is a customer typing "can

I talk to a human?" and getting the same menu again. A handoff flow listens for that moment, answers kindly,

moves the conversation to your team with everything said so far, alerts the right person, and keeps the bot

quiet while they talk. This guide sets it up step by step, on Messenger and every other channel, and covers the

inbox settings that make the handover feel fast.

Key points

The Hand off to a person template listens for words such as human or agent, replies that the team will

take over, moves the Messenger chat to your Page inbox and alerts the team.

On every channel, the conversation is in the ChatinFlow inbox, where it can be assigned to a teammate.

When a teammate replies, the automation in that chat stops and the bot stays quiet for the time you set,

30 minutes unless you change it.

The AI agent's other path, a button such as Talk to a person, or a question your flow cannot answer can all

lead to the same handover.

Unanswered conversation alerts tell the assigned teammate when a customer waits too long after the

handover.
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HOW THE HANDOVER WORKS

St ep What  happens Built  wit h

1. The as k "Can I talk to a pers on?", a button or the AI
agent s tepping as ide

A DM keyword, a button, the AI agent's  other path

2. The reply "Got it! Someone from our team will take it
from here."

Send DM

3. The
move

The chat goes  to the team's  inbox Hand over to Facebook inbox on Mes s enger,
As s ign the convers ation

4. The alert The right teammate hears  about it at once Notify the team

5. The
pers on

A teammate replies , and the bot s teps
as ide

The inbox

STEP 1: START FROM THE TEMPLATE

Open Aut omat ions and search the gallery for "human". Hand off t o a person passes the chat to your Page

inbox and alerts the team when someone asks for a human.

Hand o ff to  a perso n: reply, m o ve the chat to  the P age inbo x, alert the team .

Its trigger listens for words such as human and agent in Messenger DMs. Its three steps reply to the customer,

move the chat to the Page inbox with Hand over t o Facebook inbox and notify the team: "A customer on

Messenger asked for a person."
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STEP 2: CHOOSE THE WORDS PEOPLE USE

People ask for a person in many ways. Add the ones your customers write, in every language you serve:

T he obvious ones: human, person, agent, someone, staff.

T he f rust rat ed ones: "this isn't helping", "speak to someone", "real person".

Your own language's words, since keywords accept any script.

Turn on Cat ch t ypos so "humna" and "agnet" still count, and set the match to Contains, so "can I talk to a

human please" works.

STEP 3: HAND OVER ON EVERY CHANNEL

Hand over t o Facebook inbox is a Messenger step: it moves the chat to your Page inbox, for teams that also

answer in Meta's own tools. On every channel, the conversation is already in the ChatinFlow inbox with its full

history, and these steps do the handover:

Assign t he conversat ion to a teammate, so it lands with the right person.

Not if y t he t eam, so a teammate hears about it in the bell, by email or on their phone with push turned on.

Creat e a t ask, such as "Call back about the refund", when the answer needs work outside the chat.

STEP 4: MAKE THE REPLY HONEST

The customer just asked for a person; tell them what happens next, and when:

"Got it, a teammate will take it from here. We usually reply within an hour, Monday to Friday, 9:00 to 18:00. You

don't need to repeat anything; they can see the whole chat."

Say when. "Within an hour on weekdays" beats "soon".

Say t hat  t he hist ory t ravels. Nobody likes explaining twice.

Out side hours, say so. A Business hours condition can send "We're closed now, a teammate will reply at
9:00" instead.

STEP 5: LET THE INBOX DO ITS PART

Open Set t ings, Inbox. Three settings make the handover feel fast:

Aut o-assignment . With Basic, new conversations are spread across available teammates, in turn or to

whoever has the fewest open conversations, never over an agent's limit.

Aut omat ion pause during human chat . While a teammate is replying, automations for that contact
pause, for 30 minutes after the last reply or the time you choose.
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Unanswered conversat ions. When a customer waits longer than the time you choose, the assigned
teammate hears about it, with faster targets for the customers you tag.

Off o r Basic, and who  is handling what right no w. Dem o  wo rkspace.
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Alert the assigned team m ate when a custo m er waits to o  lo ng. Dem o  wo rkspace.

STEP 6: HAND OVER FROM OTHER FLOWS TOO

The keyword is one way in. Connect the same handover steps to:

T he AI agent 's ot her pat h, taken when the answer is not in your sources, when the customer asks for a
person or when no answer comes back.

A Talk t o a person but t on in your welcome and your default reply.

T he No pat h of  a quest ion, such as "Did that answer your question?" with Yes and No buttons.

An order lookup t hat  f ails, when the HTTP request step to your store finds no order.

One handover, used everywhere, means every route to a person works the same way, and fixing it once fixes it

everywhere.

WHO SEES THE HANDED-OVER CHATS

The handover lands in a shared inbox, and roles decide who works it:

Inbox agent s work only in the inbox and see the conversations assigned to them, unless you turn on
"Inbox agents see every conversation" under Settings, Inbox.

Owners, admins and members always see the whole inbox.
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A cust om role  can fit a support lead who answers and assigns conversations but never touches billing.

For a small team, let everyone see everything. For a larger one, assign handovers and keep each agent's view

to their own conversations, so nothing is answered twice.

STEP 7: HELP THE TEAMMATE ANSWER WELL

Once a person takes over, the inbox helps them answer quickly:

T he whole hist ory of the conversation, from every channel, on one screen.

Quick replies, shared across the workspace, inserted into the composer with one click and edited before
sending.

Suggest  reply and Rewrit e, on a paid plan with your own AI key, to draft an answer or make one shorter,

friendlier or translated. Nothing is sent until the teammate presses send.

Pause t he bot  at the top of the conversation, for 30 minutes, 1 hour or 24 hours, before typing.

Suggest reply and R ewrite abo ve the co m po ser. Exam ple co nversatio n fro m  a dem o  wo rkspace.
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WHEN TO HAND OVER WITHOUT BEING ASKED

Some conversations should reach a person before the customer asks. Build the handover into the flow at

these points:

Money. A refund, a charge they do not recognize, a large order or a quote.

Emot ion. A complaint, a frustrated message or anything about a bad experience.

Risk. Health, legal or safety questions, which no automated answer should touch.

Value. A business enquiry, a wholesale order or a press request.

Dead ends. The end of every menu path, with a Still need help? button that leads to a person.

Keyword automations for words such as refund, complaint or wholesale can lead straight to the handover, so

these chats never sit behind a menu.

MESSAGES TO COPY

During the day. "Got it, a teammate will take it from here, usually within the hour. They can see everything

you wrote, so no need to repeat it."

Outside hours. "Thanks! We're closed right now, but your message is with the team and someone will reply

when we open at 9:00."

For an urgent case. "I've flagged this as urgent for the team. Someone will reply as soon as possible."

CLOSING THE LOOP

A handover is finished when the customer's question is, not when a teammate replies. A few habits close it

well:

Close t he conversat ion when it is resolved, so the inbox shows what is still open.

Re-opened conversat ions can go back to the agent who handled them last time, with the setting under

Settings, Inbox, so the customer talks to the same person.

T he sat isf act ion survey can ask the customer to rate the conversation once it is closed, and a low score
can ask what went wrong.

MEASURING THE HANDOVERS

The automation's Act ivit y tab shows how many chats reached the handover. The Answers tab of Analytics

shows how long customers waited for the first answer, day by day. Read the handed-over chats every week:
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the same question coming up again and again is a keyword reply or a source for the AI agent waiting to be

written, and every one you add is a handover your team no longer needs.

A WORKED EXAMPLE: AN ONLINE SHOP'S ORDER
QUESTIONS

An online shop answers order questions on Messenger and Instagram.

1. T he menu offers Track my order, Returns and Talk to a person.

2. Track my order asks for the order number and looks it up in the shop's system with an HTTP request step.
A found order gets its status; a missing one goes to the handover.

3. Talk t o a person, or any message with human or agent, starts the handover: the honest reply, assignment

to the support team, and a team alert.

4. On Messenger, the chat also moves to the Page inbox for the teammate who works in Meta's tools.

5. A t eammat e replies within the hour. The bot stays quiet, and when the conversation is closed, the

satisfaction survey asks the customer how it went.

COMMON MISTAKES

No way t o reach a person. Every flow needs a door to the team, visible and easy.

T he menu again af t er "human". Listen for the words people use, and answer them.

A handover wit h no alert . The chat moves, and nobody knows.

T he bot  t alking over t he t eammat e. Keep the automation pause on, and use Pause the bot.

Making t he cust omer repeat . The history is in the inbox; say so in the reply, and read it before answering.

TERMS IN THIS GUIDE

Handover. Moving a chat from the automation to a person, with the conversation attached.

Hand over t o Facebook inbox. The Messenger step that moves the chat to your Page inbox.

Assign t he conversat ion. The step that gives a conversation to a teammate.

Not if y t he t eam. The step that alerts your teammates about a conversation.

Quiet  t ime. How long the bot stays silent in a chat after a teammate replies.

Unanswered conversat ions. The inbox setting that alerts the assigned teammate when a customer

waits too long.
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QUICK ANSWERS

Does the customer see that the chat moved?

They see your reply saying a teammate will take over, then the teammate's message in the same chat. The

move happens on your side.

Can the bot come back after the teammate is done?

Yes. When the quiet time after the teammate's last reply ends, automations can answer that contact again.

Can I hand over only during working hours?

Yes. A Business hours condition in the flow can hand over during the day and send a "we'll reply at 9:00"

message at night, with the request kept in the inbox.

Do Instagram and WhatsApp have a Page inbox step too?

No. Hand over to Facebook inbox is for Messenger. On Instagram, WhatsApp and every other channel, assign

the conversation in the ChatinFlow inbox and notify the team.

SOURCES

Handover Prot ocol, Meta for Developers, on passing a Messenger conversation between apps and the
Page inbox.

Messenger Plat f orm and IG Messaging API policy, Meta for Developers, on the 24-hour window for
human replies too.

DO IT IN SECONDS, FREE

chatinflo w.co m/flo ws/human-hando ff
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