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FREE GUIDE

DM AUTO-REPLY: ANSWER EVERY MESSAGE,
DAY AND NIGHT

Adefault reply formessages nothing else answers, awelcomefor first messages, a different answer

whenyouareclosed, andacleanhandoverto yourteam.

Updated October17,2026 - chatinflow.com/flows/inbox-auto-reply

Theworstreply acustomercan getisnone. A questionaboutstockat23:00,a price question ona Sunday, a

"areyouopentoday?”whiletheteamisbusy:each onewaits,and some ofthem go to the business that

answered first. Aninboxauto-reply makes sure every message gets somethingusefulatonce,without

stepping onthe answers yourteam and yourkeyword automations already give. This guide sets one up step

by step:the defaultreply formessages nothing else answers,a welcome forfirstmessages, a different

answeroutside business hours,and therules thathand the chatbackto apersonthe momenttheyreply.

Key points

e ADMtriggersetto Any message works as the defaultreply:itanswers only the messages no other
automationmatches, so yourkeywordreplies stillgo first.

¢ Onlythefirstmessage of a conversationturnsitinto a welcome thatdoes notrepeat.

¢ Aschedule withweekly hours and holidays, orthe Business hours conditioninthe flow,changes what it

sayswhenyouare closed.

e Whenateammaterepliesintheinbox, the automationinthatchatstops and the botstays quietforthe

time youset, 30 minutes unless youchangeit.

¢ OnWhatsApp,areply after24 hours withouta customermessage mustbe atemplate Meta has

approved.

HOW THE FLOW WORKS

Step

1.The message

2.0Openorclosed?

3.The answer

4.The awaymessage

5.The team
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What happens

ADMnothing else answered

The flow checks yourbusiness hours

The mostuseful reply forthe moment
Whenyou are closed, when you will be back

Ateammate replies,and the botsteps aside

Built with

ADMtriggersetto Anymessage

The Business hours condition

Send DM with buttons, orthe Alagent
Send DM onthe closed path

The inbox



STEP 1: START FROM THE DEFAULT REPLY TEMPLATE

Open Automations and search the gallery for"default". Default reply answers every DM no other

automation answers,sono onewaits forareply.

Instagram - Customerservice

Default reply

AnswereveryDMno otherautomation answers,so
no onewaits forareply.

What you need

®© Instagramis connected

Instagram Starts when E Messages Step 01
Instagram DM received Send DM The flow
Anymessage T hanks forreac hingoUt! OUrpricing stams at
$% Hereist hefull breakdown.” Send DM
Edit vigger > Openstep > Thanks forreaching out!Ourpricing starts at $X. ...

Usetemplate
Defaultreply:one answerforevery DMnothing else answered.

Press Use template andreplace the example text with yourown.A good defaultreply does three things:it

thanks the person,itanswers the question most people ask,and it offers the next step with buttons.

STEP 2: UNDERSTAND ANY MESSAGE

Openthe DMtrigger.Set to Any message,itworks as yourdefaultreply:the panel saysitanswers only the
messages thatno otherautomation matches.
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® Noissues.This flowis ready.

Instagram ® Live

Instagram DM received

Anymessage

Edit trigger > £ Change

5] Messages Step 01

Send DM
RO
“Hil Thanks forreaching out: we'llbe with you
shortly.
Openstep >
100% + oD B > Tryit

Starts when

InstagramDMreceived

Answer DMs by keyword, welcome newpeople,or
handoffto Al

S Change trigger

Which messages start it?

Contains akeyword ks exactly

Starts with Matches apattern Intent (Al

(@ Works as yourdefaultreply:itanswers only the
messages thatno otherautomation matches.
Tryamessage

Onlythe firstmessage of a conversation

Turnonforwelcome messages,so theydo notrepeat.

Onlytextmessages
Turn offto also reactto photos, voice notes and shares

When it runs

Onaschedule

The same personagain

Only once

Onceaweek

Runs foreverymatch.Asafetylimits tills tops floods

When another automation also matches

Also run nextto otherautomations
Off.onlythe closestmatchreplies,and “Anymessage

anlywhen nathina ele s matchas Tirnan farhackarannd

Any message becomes the defaultreply, so keyword automations still answer first.

Thatorderiswhatkeeps theinboxsane:

1.Keyword automations answerwhen theirword matches: PRICE,HOURS,BOOK.

2.Intent (Al),if youuseit,picks anautomation fora message no keyword matched.

3. Any message answers everything else.

Two switches changewhoitanswers:

Only the first message of aconversationturnsitinto awelcome,so areturning customeris notgreeted

againandagain.

Only text messagesleaves photos,voice notes and stickers to yourteam.

STEP 3: WRITE A REPLY THAT ACTUALLY HELPS

"Thanks,we'llgetbacktoyou"helpsnobodyat23:00.Auseful defaultreply answers beforeit promises:

"Hi{first name}! Thanks foryourmessage.Most people askabout prices and opening hours, so here they
are:prices startat $45,and we're openMonday to Saturday, 9:00to 19:00.Pick anoptionbelow, orjust
write yourguestionand the teamwillanswer."

with buttons such asPrices,Bookatime andTalkto aperson.Each button startsits own smallautomation,

sothepersongetsananswerinonetapinstead of waiting fora person.
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STEP 4: ANSWER DIFFERENTLY WHEN YOU ARE CLOSED

There are two ways to change thereply outside yourhours.

Aschedule onthe automation. Opentheautomation's settingsand choose Onaschedule instead of
Always on.Setweekly hoursinyourbusiness timezone,a startand end dateif you like,and holidays: skip
them,orrunonlyonthem.Yourworkspace's business calendarand up to 100 dates of the automation's own
canbeused.

General

Name

Comment “LINK"» DM

Folder

O 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.

Always onoronaschedule, with holidays to skip.

Aconditioninthe flow. The Business hours condition checks whetheryou are openrightnow, using the
hoursinyourworkspace settings,and gives the flow two paths:openand closed. One automation then says

"ateammate willreply shortly" during the day and "we're closed, we'llreply first thing at 2:00" at night.
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ForWhatsApp,the WhatsApp away message template does exactly that: outside yourbusiness hours, it

tellscustomerswhen a person willgetbackto them.

WhatsApp - Customerservice x

WhatsApp away message

OQutside yourbusiness hours, tellcustomers whena
personwillget backto them. Uses the hours in your
workspace settings.

What you need

[ SR enten Condiion sepon @ WhatsApp is connected
WhatsApp message Business hours
received il e

Eatiga

The flow

Business hours
Insid e business hours

Send DM

Thanks foryourmessage! We're closed right no...

Usetemplate

WhatsApp away message: a Business hours condition and the closedreply.

STEP 5: LET Al HANDLE THE OPEN QUESTIONS

Afixed reply covers the common questions.Fortherest,an Alagent step on a paid plan answers from the
sources you add, such asyourpricing page,yourshipping page ora short text with the facts,on yourown
OpenAl,Anthropic, Google GeminiorAzure OpenAlkey.When the answeris notin yoursources,orthe

customerasks foraperson,the agenttakesits otherpath,which you connectto Notify the team.

PutAlafteryourkeywords,notin frontof them.A keyword answercosts nothing and says exactlywhatyou

wrote.

STEP 6: HAND OVER TO YOUR TEAM CLEANLY

Anauto-reply should neverargue with a person.When ateammaterepliesin theinbox,the automation

runninginthatchatstops,andthebotstays quietforthetimeyousetunderSettings, Inbox, 30 minutes

unlessyou changeit.Pause the bot atthe top of a conversation starts that quiet time before you type, for30

minutes,Thouror24 hours.

Tomake sureno onewaitstoolongoncetheauto-reply has answered, turn on Unanswered conversations

inthe same settings:when a customerwaitslongerthan the time you choose forareply,the assigned

teammate hears aboutit.
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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.

THREE DEFAULT REPLIES TO ADAPT

Astore. "Thanks forwriting, {first name}! Orders ship within 2 working days, and returns are free for30 days.
Looking forsomething? Tap Shop, Trackmy orderorTalkto us."

Aservice business. "Hi!We're openMonday to Saturday, 2:00t0 19:00,and youcanbook online ina minute.
Tap Booka time, Prices orAsk a question."

Acreator. "Thanks forthe message!Forbrand deals, tap Work withme. Formy free guide, tap Guide.
Everything else,lreaditall,justslower."

Eachoneanswersbeforeit promises, gives three choices and sounds like the business, whichis what makes
people keep reading.Rewrite the examplein yourown words; the person reading it knows yourvoice from
yourposts.
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HOLIDAYS AND SPECIAL DAYS

Holidays are where auto-replies earn theirkeep. A few habits:

Add the datesonce. Holidaysinyourworkspace's business calendarapply to everyautomation that

followsit,and each automation canaddits own dates ontop.

Choose the mode. Skip holidays,so thenormalreply stays quiet,orrun only on holidays, fora special
"we're closed forthe holidays" automation.

Saywhenyoureopen. "Backon 3January"is betterthan "closed forthe holidays".

Point to what still works. Online booking,the shop, the orderform:whateverdoes notneed a person.

STEP 7: CHECK WHAT IT ANSWERED

Eachautomation's Activity tablists everyrun:howitended,how longittookand whereitstopped.Read the
messages thatreached yourdefaultreply every week.Each one that keeps coming backdeservesits own

keyword automation with a precise answer,and yourdefaultreply gets shorterovertime.

A WORKED EXAMPLE: A BAKERY'S INBOX

Abakery getsthesamemessages every day:areyou open,do you have gluten-free bread,canlordera cake.

1.Keywords first. CAKE starts a cake orderflow with the sizes and the orderform; GLUTENanswers with the

gluten-freelist.

2.The default reply answers everything else with the opening hours, the address and three buttons: Order
acake,Today'sbread, Talktous.

3. Outside hours,the Business hours condition sends "We're closedrightnow,we open at7:00.Leave your
orderandwe'llconfirmitinthe moring."

4. Ateammate answers the cake questions during the day,and the bot stays quiet while they do.

Messages at22:00 getthehoursand the cakeform atonce,and the morning shift starts with ordersinstead

of questions.

WRITING A GOOD DEFAULT REPLY

Answerthe top questioninthe replyitself. Prices,hours ordelivery,whicheverpeople ask most.
Offerbuttons, not awall of text. Three choices are enough.
Say whenapersonwillanswer. "Within the houron weekdays"is honestand calms people down.

Keepit short.Itisread onaphone,ofteninanotification preview of two lines.

Change it withthe season. Holiday hours,a sale,a new product:the defaultreplyis the first thing people

see.
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CHANNEL RULES WORTH KNOWING

Channel Free reply window After the window

Instagram 24 hours aftertheirlastmessage No message until they write again
Messenger 24 hours aftertheirlastmessage No message until they write again
WhatsApp 24 hours aftertheirlastmessage Only atemplate Meta has approved
Telegram No window for people who started yourbot Messages keepreaching them
Website chat While the visitoris onyoursite The requestwaits in the inbox

COMMON MISTAKES

Anauto-reply that answers first. Use Any message, so keywords and intents still win.
The same welcome every time. Turn on Only the firstmessage of a conversation.
"We'llget backtoyou"and nothing else. Answerthe common questionin thereply.
No closed-hours message. Atnight,say whenyou willbe back.

Neverreading what it caught. The messages yourdefaultreply answers are yournext keyword
automations.

TERMS IN THIS GUIDE

Any message. A DMtriggermodethatworks as the defaultreply,answeringwhatno otherautomation
matches.

Only the first message. A triggerswitch thatruns theautomation once atthe start of a conversation.

Business hours condition. Aflow step that checks whetheryou are open now and gives the flow two
paths.

Schedule. Weekly hours,dates and holidays that decide when an automation can start.

Quiet time. How long the botstayssilentinachatafterateammatereplies.

Unanswered conversations. Theinboxsetting that alerts ateammate when a customerwaits too long.

QUICK ANSWERS

Canlhave different default replies per channel?

Yes.Each automationbelongsto one channel's trigger,so Instagram, Messenger, WhatsApp and Telegram
caneachhavetheirown defaultreply.
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Will the auto-reply answer during a live chat with my team?

No.While the quiettimeruns afterateammate'sreply,automations forthat contactare paused.

Does aschedule stop aflow that already started?

No.A schedule decides when an automation can start; a flow already running finishes its steps.

Can the auto-reply say who will answer?

Yes.Writeitinto the message, such as "Ana from ourteam replies on weekdays",and keep it true; when the
team changes,changethereply.

What about voice notes?

Incoming voice notes are turnedinto text on ourown servers,so automations canread theirwords.Turn on

Only textmessages if you would ratherleave them to yourteam.

SOURCES

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

Template fundamentals,Meta forDevelopers,on WhatsApp templates outside the window.

DO IT IN SECONDS, FREE

chatinflow.com/flows/inbox-auto-reply
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https://developers.facebook.com/docs/messenger-platform/policy/policy-overview
https://developers.facebook.com/docs/whatsapp/message-templates/guidelines
https://chatinflow.com/flows/inbox-auto-reply
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