
ChatinFlow F R E E  G U I D E

DM AUTOMATION FOR SMALL BUSINESS:
ANSWER EVERY MESSAGE
Prices, opening hours and bookings answered the moment people ask, reminders and review requests

after the visit, and your team in the same inbox.

Updated October 17, 20 26 · chatinflow.com /solutions/for-sm all-business

Most messages a local business gets are the same three questions: how much, when, and can I change it.

They arrive while you are with a customer, on Instagram, WhatsApp, Messenger and the chat on your website,

and every hour without a reply is a booking that goes to the shop down the road. ChatinFlow answers those

questions in your own words, offers only the times that are really free, sends reminders so people show up,

asks happy customers for a review and brings regulars back. This guide walks through the set-up for an

appointment business, step by step, from the first price question to the regular who comes back.

Key points

Prices, opening hours and the questions you get every day are answered the moment they arrive, with

your services as tap-to-pick options.

Only the times that are free in Bookings are offered, per person and per service length, and the time a

customer taps is booked.

Confirmations and reminders carry one link to move or cancel, reminders respect each channel's 24-hour

window, and a no-show gets a friendly message with new times.

When a visit is marked done, a thank-you asks how it went and offers every customer your review link.

The free plan covers one channel with keyword replies and bookings; broadcasts and AI replies start on

Starter.

chatinflow.com 1 / 11



THE FRONT DESK YOU ARE REPLACING

Mes s age What  happens  aut omat ically

"How much is  a deep clean?" Your s ervices  arrive as  options ; the price and how long it takes  come back
for the one they tap

"Can I book for Saturday
morning?"

Real free times  for Saturday, and the one they pick is  booked

"Are you open today?" Your hours , and outs ide them, when you are back

"Can I move my appointment?" The link to move or cancel, the s ame link every time

"Running 10 minutes  late!" A friendly reply, and the mes s age waits  in the inbox for you

No mes s age at all, after a
mis s ed vis it

A no-s how follow-up with new times

STEP 1: START FROM A TEMPLATE

Open Aut omat ions, Explore  and search the gallery for "welcome". You get welcome flows for Instagram

DMs, WhatsApp chats, Messenger, new Telegram bot users, Click-to-DM ads and m.me links.
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Six welco m e tem plates, o ne fo r each way a custo m er first writes to  yo u.

A welcome flow is the first thing every new customer sees, so start there: a short hello, three buttons such as

Prices, Book a time and Ask us, and a tag that marks the contact as new.

STEP 2: GIVE EVERY MESSAGE A HOME

Not every message has a keyword. A DM automation set to Any message  works as your default reply: it

answers only what no other automation matched, so every customer hears back, even at 10 pm.
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The default reply answers whatever no  o ther auto m atio n catches.

Then add keyword replies for the questions you get every day: PRICE, HOURS, PARKING. Catch typos forgives

the misspellings, so "prcie" still gets the price list, and an exact match always wins over a corrected one.

STEP 3: PUT YOUR SERVICES AND HOURS IN BOOKINGS

Open Bookings and set up what you offer: each service, how long it takes, who does it and when you are

open. This is what makes the automation trustworthy, because only real free times are ever offered.
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Every appo intm ent fro m  chat, yo ur bo o king page and the fro nt desk o n o ne calendar. Dem o  wo rkspace.

Each person's diary. Customers book who they want and see only that person's free times.

T he right  slot . A 90-minute color does not get squeezed into a 30-minute gap.

St at uses. Awaiting your OK, confirmed, done, canceled and no-show, so the calendar always says what

happened.

In a flow, the Offer t imes in t he chat  step shows free times as taps, and Book t he t ime t hey picked  books

it.

STEP 4: MAKE SURE THEY SHOW UP

A booking is only worth something if they come. Reminders go out at the times you set on each service, a

day before or two hours before, with one link to move or cancel instead of missing it. Each reminder time

starts a flow with the Booking reminder due  trigger, such as the Booking reminders template, and without

that flow no reminder is sent.
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Reminders go out in a conversation the customer already has with you, on the first channel in your chain

where they can still be reached. On Instagram and Messenger, a message can go out only within 24 hours of

their last message, so a reminder for a booking made days ago is skipped there; on WhatsApp, an approved

template can be used instead. ChatinFlow never opens a new conversation on a channel the customer has

not used, so the confirmation in the booking flow, with the date, the time and the change link, is the message

everyone who books in the chat gets.

No-shows. Mark the appointment as a no-show and a friendly message goes out with new times. They pick

one in the chat, and the new time gets its own reminder.

STEP 5: ASK FOR REVIEWS AT THE RIGHT MOMENT

When the visit is marked done, a flow can wait as long as you choose, an hour later is a good default, and send

a thank-you that asks how it went. Every customer gets a one-tap link to your Google, Yelp or Apple Maps

page while the visit is still fresh, and a reply about a problem also reaches your team, so you can make it right.

Send the link to everyone: asking only happy customers for reviews goes against Google's review policy.

ChatinFlow does not see or count the reviews themselves.

STEP 6: KEEP REGULARS COMING BACK

A regular who comes every few weeks can have the booking repeated from the booking itself, every week,

every two weeks, every four weeks or every month, so the next visits are in the diary before they leave. When a

customer cancels with the link in their reminder, the time is free again at once, and the booking flow offers it to

the next person who asks.

On Starter and up, a broadcast to the people tagged with a service brings quiet weeks back to life: a free slot

on Tuesday morning, sent to everyone who booked that service before and has not opted out.

STEP 7: ANSWER AFTER HOURS, AND KEEP THE REQUEST

An automation can run on a schedule, following weekly hours in your business time zone with holidays to

skip, and the Business hours condition step checks whether you are open right now.
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R un an auto m atio n o nly in the ho urs yo u cho o se, with ho lidays to  skip.

Outside your hours, the flow says when you are back and keeps the request in the inbox for the morning.

During your hours, it can hand the chat to whoever is at the desk.

STEP 8: TEST IT AS YOUR CUSTOMER

Before you publish, press Try it  on the canvas and walk through the flow as a customer would. The panel lists

findings, such as a step with nothing after it or a button that leads nowhere, so you fix them before a

customer finds them.
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Walk thro ugh the flo w as a custo m er befo re it go es live.

A DAY AT THE FRONT DESK, WITH THE AUTOMATIONS
RUNNING

Here is what a normal Tuesday looks like for a two-person studio once the automations are live.

T ime What  happens

07:10 Someone writes  PRICE on Ins tagram. The menu arrives  with prices  and lengths , and they book
Thurs day at 10:00.

09 :00 Thurs day's  09 :30 cus tomer moves  the vis it to Friday with the link in their reminder, and the reminders
move with it.

11:45 A firs t-time vis itor as ks  on the webs ite chat whether there is  parking. The keyword reply ans wers  with
the map link.

13:00 Yes terday's  15:00 vis it is  marked done. An hour later, the thank-you goes  out with the review link.

16 :20 A regular writes  "running 10 minutes  late". The default reply s ays  thanks , and the mes s age waits  in the
inbox.

21:30 A mes s age on Ins tagram after clos ing. The flow s ays  you open at 9 :00 and keeps  the reques t for the
morning.
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Nobody at the studio answered a single one of these by hand, and every one of them is in the inbox if a person

wants to step in.

CHOOSING YOUR FIRST CHANNEL

Start where your customers already write most, then add the rest. The free plan connects one channel other

than WhatsApp, which is enough to prove the set-up.

Inst agram if your work is visual and people find you through posts and stories.

What sApp for confirmations and reminders, with approved templates outside the 24-hour window.

Messenger if your customers come from your Facebook Page or local groups.

Websit e chat  if people browse your prices before they book.

Each channel answers with the same flows and lands in the same inbox, so adding a second one later is a few

minutes of work.

THE SMALL EXTRAS CUSTOMERS NOTICE

Codes and limit ed spot s. One-time codes and limited places, closed the moment they run out.

Chat  on your websit e. The same answers in a chat window on your site, in the same inbox.

Ref er a f riend. Regulars share their own link and get a reward as friends join.

AI f or t he odd quest ion. Questions about prices or parking answered from your info, on your own AI key,

on a paid plan.

You t ake over anyt ime. Jump into any chat from the inbox and the automated replies stay out of it.

WHAT IT COSTS TO RUN

The free plan covers a monthly conversation allowance on one channel, keyword auto-replies and bookings,

which is enough to run the front desk above for a small studio. Broadcasts and AI replies start on the Starter

plan. Paid plans have a fixed monthly price with a set number of conversations, and past that you pay per

extra conversation; contacts are unlimited on every plan. If you use AI, the model's cost goes to your own

provider account, and a daily cap on your key keeps it predictable. Current prices are on the pricing page.

IS IT RIGHT FOR YOUR BUSINESS?

ChatinFlow suits salons, studios, clinics, repair shops and other appointment businesses, owners who

answer DMs between customers, and teams that lose bookings to slow replies or no-shows. It is not a point-

of-sale, stock or payroll system; if you need those in one tool, look elsewhere. And it is not for messaging

people who never wrote to you.

chatinflow.com 9 / 11



TERMS IN THIS GUIDE

Keyword reply. An automation that answers when a message contains a word you choose, such as

PRICE.

Def ault  reply. The answer for messages that no other automation matches.

Confirmat ion. The message right after booking, with the date, the time and a link to change or cancel.

No-show. A booking status for a customer who did not come, which can start a follow-up with new

times.

COMMON MISTAKES

Bookings wit hout  real hours. Set services, lengths and opening hours first, or the times offered will be
wrong.

No def ault  reply. A message with no keyword should still get a friendly answer.

Count ing on reminders out side t he window. On Instagram and Messenger they are skipped after 24
hours; make the confirmation complete.

Asking only happy cust omers. Google's review policy does not allow it. Send the link to everyone and

answer every problem in the chat.

Never marking visit s done. Reviews and no-show follow-ups start from the status.

QUICK ANSWERS

Can customers choose a specific person?

Yes. Each person has their own diary, and customers see only that person's free times for the service they

picked.

What happens when I mark a visit as a no-show?

A friendly follow-up goes out with new times to pick from, and a rebooked time gets its own reminder.

Can it answer when we are closed?

Yes. The flow checks your opening hours, says when you are back and keeps the request in the inbox for the

morning.

Can customers move their own booking?

Yes. Every confirmation and reminder carries a link to change or cancel, and when the booking moves, its

reminders move with it.
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SOURCES

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

Templat e f undament als, Meta for Developers, on WhatsApp templates for reminders.

DO IT IN SECONDS, FREE

chatinflo w.co m/so lutio ns/f o r-small-business
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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/solutions/for-small-business

	DM AUTOMATION FOR SMALL BUSINESS:ANSWER EVERY MESSAGE
	THE FRONT DESK YOU ARE REPLACINGTHE FRONT DESK YOU ARE REPLACING
	STEP 1: START FROM A TEMPLATE
	STEP 2: GIVE EVERY MESSAGE A HOME
	STEP 3: PUT YOUR SERVICES AND HOURS IN BOOKINGS
	STEP 4: MAKE SURE THEY SHOW UP
	STEP 5: ASK FOR REVIEWS AT THE RIGHT MOMENT
	STEP 6: KEEP REGULARS COMING BACK
	STEP 7: ANSWER AFTER HOURS, AND KEEP THE REQUEST
	STEP 8: TEST IT AS YOUR CUSTOMER
	A DAY AT THE FRONT DESK, WITH THE AUTOMATIONSRUNNING
	CHOOSING YOUR FIRST CHANNEL
	THE SMALL EXTRAS CUSTOMERS NOTICE
	WHAT IT COSTS TO RUN
	IS IT RIGHT FOR YOUR BUSINESS?
	TERMS IN THIS GUIDETERMS IN THIS GUIDE
	COMMON MISTAKES
	QUICK ANSWERS
	Can customers choose a specific person?
	What happens when I mark a visit as a no-show?
	Can it answer when we are closed?
	Can customers move their own booking?

	SOURCESSOURCES


