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ChatinFlow FREE GUIDE

CHATBOT TO HUMAN HANDOFF WITHOUT
MAKING CUSTOMERS REPEAT

Listenforthewords peopleuseto ask foraperson, reply honestly, movethechat to yourteamwiththe

history attachedandkeepthebot quiet.

Updated October17,2026 - chatinflow.com/flows/human-handoff

Automation earnsits keep on the questionsitcan answer. ltloses customers onthe onesitcannot:arefund, a

complaint,alarge order,a question nobody predicted. Theworstmomentinachatis a customertyping "can

Italktoahuman?"and getting the samemenu again.Ahandoff flow listens forthatmoment, answers kindly,

moves the conversation to yourteam with everything said so far, alerts theright person,and keeps the bot

quietwhile they talk.This guide setsitup step by step,on Messengerand every otherchannel,and covers the

inboxsettings thatmake the handoverfeel fast.

Key points

The Hand off to a persontemplate listens forwords suchas humanoragent, replies that the teamwill
take over,moves the Messengerchatto yourPageinboxand alerts the team.

Onevery channel,the conversationis inthe ChatinFlow inbox,whereitcanbe assigned to a teammate.

When a teammate replies, the automationinthat chatstops and the bot stays quiet forthe time youset,
30 minutes unless youchangeit.

The Alagent's otherpath,a buttonsuchasTalkto a person,ora questionyourflowcannotanswercanall
lead to the same handover.

Unanswered conversationalerts tellthe assigned teammate whena customerwaits too long afterthe
handover.
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HOW THE HANDOVER WORKS

Step

1.The ask

2.The reply

3.The

move

4.The alert

5.The
person

What happens

"Canltalk to aperson?”,abutton orthe Al
agentstepping aside

"Gotit!Someone from ourteam will take it
from here."

The chatgoes to the team's inbox

The rightteammate hears aboutitatonce

Ateammate replies,and the botsteps
aside

Built with

ADMkeyword, a button, the Alagent's otherpath

Send DM

Hand overto Facebookinbox on Messenger,
Assign the conversation

Notify the team

The inbox

STEP 1: START FROM THE TEMPLATE

Open Automations and search the galleryfor"human".Hand off to apersonpasses the chattoyourPage

inboxand alerts theteam when someone asks forahuman.

MessengerDMreceived

SendDM H
- inbox

Messenger - Customerservice

Hand off to aperson

Whensomeone asks forahuman, pass thechat to
yourPageinboxandalert the team.

What you need

(® Messengerisconnected

The flow

= Send DM

Gotit!Someone fromourteam will take it fromh..

e Handoverto Facebookinbox
Mo ves the chat to the Page inbox

iy Notifythe team
= “AcustomeronMessengerasked foraperson.”

Usetemplate

Hand offto aperson:reply, move the chatto the Pageinbox, alertthe team.

Its triggerlistens forwords such ashuman and agentin MessengerDMs. Its three steps reply to the customer,

movethe chatto the Pageinboxwith Hand overto Facebookinboxand notify the team:"A customeron

Messengerasked foraperson.”
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STEP 2: CHOOSE THE WORDS PEOPLE USE

Peopleaskforapersonin manyways.Add the ones yourcustomers write,in everylanguage you serve:

The obvious ones:human, person,agent,someone, staff.

The frustrated ones: "thisisn'thelping", "speakto someone", "real person".

Yourownlanguage'swords, since keywords acceptany script.

Turnon Catchtyposso "humna"and "agnet”stillcount,and setthe match to Contains,so "canltalkto a

human please"works.

STEP 3: HAND OVER ON EVERY CHANNEL

Hand overto Facebookinboxis a Messengerstep:itmoves the chattoyourPageinbox, forteamsthatalso

answerin Meta's own tools.On every channel,the conversationis alreadyin the ChatinFlow inboxwith its full

history,and these steps do thehandover:

Assignthe conversationtoateammate,soitlands with therightperson.

Notify the team,soateammatehearsaboutitinthebell,by emailoron theirphone with push turned on.

Create atask,suchas"Callbackabouttherefund",whenthe answerneeds work outside the chat.

STEP 4: MAKE THE REPLY HONEST

The customerjust asked fora person;tellthem whathappens next,and when:

"Gotit,a teammate will take it fromhere. We usually reply withinan hour, Monday to Friday, 9:00 to 18:00. You
don'tneedtorepeatanything;they cansee the whole chat."

Say when. "Withinan houronweekdays"beats "soon".
Saythat the history travels. Nobody likes explaining twice.

Outside 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 Settings, Inbox. Three settings make the handoverfeelfast:

Auto-assignment. With Basic,new conversations are spread across available teammates,inturn orto
whoeverhasthe fewest open conversations,neveroveranagent'slimit.

Automation pause duringhumanchat. While ateammateis replying,automations forthat contact
pause,for30 minutes afterthelastreply orthetimeyouchoose.
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- Unanswered conversations. \When a customerwaits longerthan thetimeyou choose, the assigned
teammate hears aboutit, with fastertargets forthe customers you tag.

Pick an assignment strategy

Therouterruns onevery inbound message, so are-opened thread gets a freshowner. Team members who
cannotreply intheinboxarenever candidates.

J\f

Off Basic
Teammembers pick conversations manually fromthe Distribute conversations across everyavailable team
Unassigned folder. member. Honors eachagent's conversation limit.

Whois handling what

Openthreads per teammemberright now. Unassigned is highlighted because nobodyis lookingat those.

Teammember Open Pending Resolved Total
Unassigned 3 0 0 4
AvaMoreno 4 0 0 4
Leo Park 3 0 0 4

OfforBasic,and who ishandling whatrightnow. Demo workspace.
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Unanswered conversations

Whena customerwaits too long fora reply, theteammatetheconversationis assigned to hears about it.
While nobody owns it, everyonewho handles unassigned conversations does. Onealert perwait: a reply from
yourteamoraflowendsthewait. Each personcanturnthealert off under Notifications.

Alert the team
In the bell,by emailand on phones with push turned on.

Alertwhen a customerwaits toolong

Waiting time before the alert
Counted from the customer's firstmessage since thelastreply that

30minutes v

reachedthem.

Faster targets for tagged customers
Acustomerwith oneofthesecontacttags getsitstargetinstead,and
theinboxshows the time left. With several tags, the shortestwins.

+ Addatagtarget

Business hours only
Waits countonly while you are open,using the business hours on this

Countonlybusinesshours

page.Amessagesentovernightalerts the teamonce youhavebeen
open forthechosen time,notthe moment you open.

Alertthe assigned teammate when a customerwaits too long. Demo workspace.

STEP 6: HAND OVER FROM OTHER FLOWS TOO

Thekeywordisonewayin.Connectthe samehandoverstepsto:

The Alagent'sotherpath,taken whentheanswerisnotinyoursources,whenthe customerasks fora
personorwhenno answercomes back.

ATalktoapersonbuttoninyourwelcomeandyourdefaultreply.
The No pathof aquestion,such as "Did thatansweryourquestion?"with Yes and No buttons.

Anorderlookup that fails,whenthe HTTP request step to yourstore finds no order.

Onehandover,used everywhere,means everyroute to a person works the same way,and fixingitonce fixes it
everywhere.

WHO SEES THE HANDED-OVER CHATS

Thehandoverlandsinasharedinbox, androles decide who works it:

Inboxagentsworkonlyintheinboxand see the conversations assigned to them,unlessyou turnon
"Inboxagents see every conversation"under Settings, Inbox.

Owners, admins and members always see thewholeinbox.
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Acustomrole canfitasupportlead who answers and assigns conversations butnevertouchesbilling.

Forasmallteam,leteveryone see everything.Foralargerone,assign handovers and keep each agent's view

to theirown conversations,so nothingis answered twice.

STEP 7: HELP THE TEAMMATE ANSWER WELL

Onceapersontakes over,theinboxhelps them answerquickly:

The whole history of the conversation, from every channel,on one screen.

Quickreplies,shared across theworkspace,insertedinto the composerwith one clickand edited before
sending.

Suggest reply and Rewrite,on a paid plan with yourown Alkey, to draftan answerormake one shorter,
friendlierortranslated.Nothingis sentuntiltheteammate presses send.

Pause the bot atthetop of the conversation,for30 minutes, Thouror24 hours, before typing.

() Pausethebot

Howmuchis a balayage forlonghair?

Octl2,2026,5:40PM

Balayagestarts at $180 forlong hair,including toner.

Wantmetobooka free consultation?

Octl2,2026, 5:44PM

Yes, nextweek works

Octl12,2026,6:40PM

[N The 24-hourwindowhas closed.Areply can'treach this customeruntil theywrite again.

¢ Suggestreply &3 Rewrite

3 B Sure! Whichday next week suits you best? ¢ @© <

Suggestreply and Rewrite above the composer. Example conversation from a demo workspace.
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WHEN TO HAND OVER WITHOUT BEING ASKED

Some conversations shouldreach a person before the customerasks. Build the handoverinto the flow at

these points:

Money. Arefund,a charge theydo notrecognize,alarge orderora quote.
Emotion. Acomplaint,afrustrated message oranythingaboutabad experience.
Risk. Health,legal orsafety questions,which no automated answershould touch.
Value. Abusiness enquiry,awholesale orderora pressrequest.

Dead ends. Theend of everymenu path,with a Stillneed help? button thatleads to a person.

Keyword automations forwords such asrefund,complaint orwholesale can lead straightto thehandover, so

these chats neversitbehindamenu.

MESSAGES TO COPY

During the day. "Gotit,a teammate will take it fromhere, usually withinthe hour.They can see everything
youwrote,sono needtorepeatit.

Outside hours. "Thanks!We're closed right now, butyourmessage is with the teamand someone willreply
whenwe openat 9:00."

Foranurgent case. "lI've flagged this as urgent forthe team.Someone willreply as soonas possible."

CLOSING THELOOP

Ahandoveris finished when the customer's questionis,notwhen ateammatereplies. Afew habits closeit

well:

Close the conversation whenitisresolved,so theinboxshows whatis stillopen.

Re-opened conversations can go backtotheagentwho handled them lasttime,with the settingunder
Settings,Inbox,so the customertalks to the same person.

The satisfactionsurvey canaskthe customertoratethe conversationonceitis closed,and alow score
canaskwhatwentwrong.

MEASURING THE HANDOVERS

Theautomation's Activity tab showshow many chatsreached thehandover.The Answers tab of Analytics

shows how long customers waited forthe firstanswer,day by day.Read the handed-overchats every week:
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the same questioncomingup again and againis a keywordreply ora source forthe Alagentwaiting to be

written,and every oneyou addis a handoveryourteam no longerneeds.

A WORKED EXAMPLE: AN ONLINE SHOP'S ORDER
QUESTIONS

Anonline shop answers orderquestions on Messengerand Instagram.

1.The menuoffers Trackmy order,Returns and Talk to a person.

2.Trackmyorderasks forthe ordernumberandlooksitupinthe shop's system withan HTTP request step.
Afoundordergetsits status; a missingone goes tothehandover.

3.Talktoaperson,orany messagewithhuman oragent,starts the handover:the honestreply,assignment
tothesupportteam,andateam alert.

4.0OnMessenger,thechatalso moves tothe Pageinboxfortheteammate who worksin Meta's tools.

5. Ateammate replies withinthe hour. The bot stays quiet,and when the conversationis closed, the
satisfaction survey asks the customerhow itwent.

COMMON MISTAKES

Nowaytoreachaperson. Everyflow needs adoorto theteam,visible and easy.

The menuagainafter"human". Listen forthe words people use,and answerthem.
Ahandoverwithnoalert. Thechatmoves,and nobodyknows.

The bot talkingoverthe teammate. Keep theautomation pauseon,anduse Pause the bot.

Making the customerrepeat. The historyisintheinbox;saysointhereply,andreaditbefore answering.

TERMS IN THIS GUIDE

Handover. Moving a chatfrom the automation to a person,with the conversation attached.
Hand overto Facebookinbox. The Messengerstep thatmoves the chatto yourPageinbox.
Assignthe conversation. The step thatgives a conversationto ateammate.

Notify the team. The step thatalertsyourteammates abouta conversation.

Quiet time. Howlongthe botstayssilentinachatafterateammatereplies.

Unanswered conversations. Theinboxsetting thatalerts the assigned teammate when a customer
waitstoolong.
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QUICK ANSWERS

Does the customer see that the chat moved?
Theyseeyourreply saying ateammate willtake over,then theteammate's messageinthesamechat.The

move happens onyourside.

Canthe bot come back after the teammate isdone?

Yes.When the quiettime aftertheteammate'slastreply ends,automations cananswerthatcontactagain.

Canlhand over only during working hours?

Yes.ABusiness hours conditionin the flow canhand overduring thedayand send a "we'llreplyat 9:00"
message atnight, withtherequestkeptintheinbox.

Do Instagram and WhatsApp have a Page inbox step too?

No.Hand overto Facebookinboxis forMessenger.OnInstagram,WhatsApp and every otherchannel,assign
the conversationin the ChatinFlow inboxand notify the team.

SOURCES

HandoverProtocol, MetaforDevelopers,on passing a Messengerconversation between apps and the
Pageinbox.

MessengerPlatformand IG Messaging APl policy, Meta forDevelopers,on the 24-hourwindow for
humanreplies too.

DO IT IN SECONDS, FREE

chatinflow.com/flows/human-hando ff
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https://developers.facebook.com/docs/messenger-platform/handover-protocol
https://developers.facebook.com/docs/messenger-platform/policy/policy-overview
https://chatinflow.com/flows/human-handoff
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