® ChatinFlow FREE GUIDE

DM AUTOMATION FOR SMALL BUSINESS:
ANSWER EVERY MESSAGE

Prices, openinghoursandbookings answeredthe moment people ask, reminders andreview requests
afterthevisit,andyourteaminthesameinbox.

Updated October17,2026 - chatinflow.com/solutions/for-small-business

Mostmessages alocalbusiness gets are the same three questions:how much,when,and canlchangeit.
They arrive while you are with a customer, on Instagram,WhatsApp,Messengerand the chat on yourwebsite,
and every hourwithoutareplyis a booking thatgoesto the shop downtheroad.ChatinFlow answers those
questionsinyourownwords,offers only thetimes thatarereally free, sendsreminders so people show up,
asks happy customers forareview and brings regulars back. This guide walks through the set-up foran

appointmentbusiness, step by step, from the first price question to theregularwho comes back.

Key points

e Prices,opening hours and the questions youget every day are answered the moment they arrive, with
yourservices as tap-to-pickoptions.

¢ Onlythetimesthatare freeinBookings are offered, perpersonand perservice length,and the time a
customertapsis booked.

e Confirmations and reminders carry one link to move orcancel,reminders respecteachchannel's 24-hour
window,and a no-show gets a friendly message withnew times.

e Whena visitis marked done, a thank-youasks howit went and offers every customeryourreview link.

e The free plancovers one channelwithkeyword replies and bookings; broadcasts and Alreplies starton
Starter.
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THE FRONT DESK YOU ARE REPLACING

Message

"Howmuchis adeep clean?"
"Canlbook for Saturday
morning?"

"Are you open today?"

"CanlImove myappointment?"

"Running 10 minutes late!"

No message atall, aftera
missed visit

What happens automatically

Yourservices arrive as options;the price and howlongittakes come back
forthe one theytap

Real free times for Saturday, and the one theypickis booked

Your hours, and outside them, when you are back
The link to move orcancel, the same link every time
Afriendlyreply,and the message waits in the inbox foryou

Ano-showfollow-up withnewtimes

STEP 1: START FROM A TEMPLATE

Open Automations, Explore and search the gallery for"welcome".You getwelcome flows forinstagram

DMs,WhatsApp chats,Messenger,new Telegram botusers, Click-to-DMads and m.melinks.
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@ Explore

Q. welcome

Type

All
Automation

Flow

What startsit

All

PostorReel comment
Direct message
Storyreplyormention
Live comment

Bookings,forms and more

Goal

All

Grow followers
Engage youraudience
Drive trafficandsales
Captureleads

Customerservice

Platform

4 My automations 1°

f8 Sequences & Growthlinks

6 templates
Instagram DM received ®

InstagramDM received

Hil Thanks forreaching out: we'll
bewith you shortly.

Autom ation

WELCOME DM

Greet everyonewho sends you a DMforthe
first time.

Setitup > o
WhatsApp chatopen.. L4 @
4 SendDM

4 Tagcontact

wgeyouraudience Recommended

[3 Web forms © 4+ Newautomation

X Clearfilters

Telegrammessagere.. < ®

4 SendDM

4 Tagcontact

jience Recommended

WELCOME NEW BOT USERS

Replyto /start withawarmwelcomeand tag
everyonewho starts yourTelegrambot.

Putittowork >

o Messenger DM receiv.. < ®©

4 SendDM

Sixwelcome templates,one foreach way a customer first writes to you.

Awelcome flowis the firstthing every new customersees, so start there:a shorthello, three buttons such as

Prices,BookatimeandAskus,and atagthatmarks thecontactasnew.

STEP 2: GIVE EVERY MESSAGE A HOME

Notevery message has a keyword.ADMautomation set to Any message works as yourdefaultreply:it

answers only whatno otherautomation matched, so every customerhears back,evenat10 pm.
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® Noissues.This flowis ready. Starts when
InstagramDMreceived
Answer DMs by keyword, welcome newpeople,or

handoffto Al

S Change trigger

Which messages start it?

Contains akeyword  Is exactly

Starts with Matches apattern Intent (Al

(@ Works as yourdefaultreply:itanswers only the
Instagram ® Live 2] Messages Step 01 messages thatno otherautomationmatches.
Instagram DM received Send DM Tryamessage

O ae) o
Anymessage “Hil Thanks forreaching out: we'llbe with you Onlythe firstmessage of a conversation
shortly. Turnonforwelcome messages,so theydo notrepeat.

Edit trigger > S Change Openstep > Onlytextmessages

Turn offto also reactto photos, voice notes and shares

When it runs

Onaschedule

The same personagain

Onceaday Once aweek

Only once

Runs foreverymatch.Asafetylimits tills tops floods

When another automation also matches
—  100% + 2 B O » Tryit Also run nextto otherautomations
Off.onlythe closestmatchreplies,and “Anymessage

anlywhen nathina ele s matchas Tirnan farhackarannd

The defaultreply answers whateverno otherautomation catches.

Then add keywordreplies forthe questions you getevery day: PRICE,HOURS, PARKING. Catch typos forgives

the misspellings,so "prcie" stillgets the pricelist,and an exactmatch always wins overa corrected one.

STEP 3: PUT YOUR SERVICES AND HOURS IN BOOKINGS

Open Bookings and setup whatyou offer.each service,how longit takes,who doesitand whenyou are

open.Thisiswhatmakes the automation trustworthy,because only real free times are everoffered.
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EVERY BOOKING,
ONE CALENDAR

Every appointment fromchat, your booking page and

the front desk.

M 16

All

Everybookinginone
place

Awaiting
Waiting foryourOK

Confirmed

Set,withreminders on

LEFT TODAY '
s s M T WT

Tnext7days

& LeaHansen
SunTl:00 AM . Balayage

Done Canceled

Called off by them or
byyou

They came and went

b 4
No-show

Booked butdid not
come

A“ /I Reports % Bookingsetup + Newbooking

16 bookings

Q Customer, phoneorservice

10:00 AM LenaFischer
® Done
6 11:00AM Cut & blowdry:Ava
Oct
WED 01:00PM  SofiaReyes
® Done
1 03:30PM Balayage - Leo
Oct

Everyappointmentfrom chat,yourbooking page and the frontdeskon one calendar.Demo workspace.

Eachperson'sdiary. Customers bookwho theywantand see onlythatperson's free times.
Theright slot. A90-minute colordoesnotgetsqueezedintoa 30-minute gap.

Statuses. AwaitingyourOK,confirmed,done,canceled and no-show, so the calendaralways says what

happened.

Inaflow,the Offertimesinthe chat step shows freetimes as taps,and Book the time they picked books

it.

STEP 4: MAKE SURE THEY SHOW UP

Abookingisonlyworth somethingifthey come.Reminders go outatthetimesyousetoneach service,a
daybefore ortwo hours before,with onelinkto move orcancelinstead of missingit.Eachremindertime
starts a flow with the Booking reminderdue trigger,such as the Bookingreminders template,and without

thatflow noreminderis sent.
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Reminders go outinaconversation the customeralready has with you,on the first channelin yourchain
where they canstillbereached.OnInstagram and Messenger,a message can go out only within 24 hours of
theirlastmessage,so areminderforabookingmade days agois skippedthere;on WhatsApp,an approved
template can beusedinstead.ChatinFlow neveropens anew conversation on achannelthe customerhas
notused,so the confirmationin the booking flow, with the date,thetime and the changelink,isthe message

everyonewho booksinthechatgets.

No-shows. Markthe appointmentasano-show and a friendly message goes out with new times. They pick

oneinthechat,andthenewtime getsits ownreminder.

STEP 5: ASK FOR REVIEWS AT THE RIGHT MOMENT

When thevisitis marked done,a flow canwaitaslongasyouchoose,anhourlateris a good default,and send
athank-youthatasks howitwent.Every customergets a one-taplinkto yourGoogle, Yelp orApple Maps
pagewhilethevisitis stillfresh,and areply about a problem also reaches yourteam, so you can makeitright.
Sendthelinkto everyone:asking only happy customers forreviews goes against Google's review policy.
ChatinFlow does notsee orcountthereviews themselves.

STEP 6: KEEP REGULARS COMING BACK

Aregularwho comes every few weeks can have the booking repeated from the bookingitself, every week,
every two weeks, every fourweeks orevery month, so the next visits are in the diary before theyleave. When a
customercancels with thelinkin theirreminder,the timeis free again atonce,and the booking flow offersit to

the next person who asks.

On Starterand up, abroadcast to the people tagged with a service brings quiet weeks backto life: a free slot

onTuesdaymorning,sentto everyone who booked thatservice beforeandhasnotopted out.

STEP 7: ANSWER AFTER HOURS, AND KEEP THE REQUEST

Anautomationcanrunonaschedule,following weekly hoursin yourbusiness timezone with holidays to

skip,and the Business hours condition step checks whetheryou are openright now.
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General

Name

Comment “LINK" > DM

Folder

[ 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.

Runanautomationonlyinthe hoursyou choose, with holidays to skip.

Outsideyourhours,the flow says whenyou are backand keeps therequestin theinboxforthe morning.

Duringyourhours,itcanhandthechattowhoeveris atthe desk.

STEP 8: TESTIT AS YOUR CUSTOMER

Beforeyou publish,press Tryit onthe canvas and walkthrough the flow as a customerwould.The panellists
findings,such as a step with nothing afteritora button thatleads nowhere, so you fixthem before a

customerfinds them.
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® Noissues.This flowis ready. . Try your flow O x
Playitas yourcustomer.Nothingis sent
and nothingis saved

Yourbusiness
® Activenow

¢ Customer LINK

Hey Alex!Here's whatyou asked for &
Yourcode: SAVEIO i

& Openlink
y  You Sent!Check yourDMs *
vy You Justsentityourway
nstagea ©  Messses  Stepoz ©  Comctdsts  stepo3 B T
Instagramcomment  Sendprivatereply Publicreply Tagcontact
Contains "LINK'-typos caught -on any post Sent!CheckyourDMs * +Imore ‘ ’ 2| Notify the team - “A newconvers ation from {{firs
—  54% + o0 B » Tryit

Walk through the flow as a customerbeforeitgoeslive.

A DAY AT THE FRONT DESK, WITH THE AUTOMATIONS
RUNNING

HereiswhatanormalTuesdaylooks like foratwo-person studio once the automations arelive.

Time What happens

07:10 Someone writes PRICE on Instagram. The menu arrive s with prices and lengths, and they book
Thursdayat10:00.

09:00 Thursday's 09:30 customermoves the visitto Friday with the link in theirreminder, and the reminders

move with it.

1M:45 Afirst-time visitor asks on the website chatwhetherthere is parking. The keyword reply answers with
the map link.

13:00 Yesterday's 15:00 visitis marked done. An hour later, the thank-you goes outwith the review link.

16:20 Aregularwrites "running 10 minutes late". The defaultreply says thanks, and the message waits in the
inbox.

21:30 Amessage onlInstagram after closing. The flowsays you openat9:00 and keeps the requestforthe
morning.
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Nobodyatthe studio answered a single one of these by hand,and every one of them s in theinboxif a person

wantstostepin.

CHOOSING YOUR FIRST CHANNEL

Startwhereyourcustomers already write most,then add therest. The free plan connects one channel other
than WhatsApp,whichis enough to prove the set-up.

Instagramif yourworkis visualand people find you through posts and stories.
WhatsApp forconfirmations and reminders, with approved templates outside the 24-hourwindow.
Messengerif yourcustomers come from yourFacebookPage orlocal groups.

Website chat if people browse yourprices before they book.

Each channelanswers with the same flows andlandsinthe sameinbox,so addingasecond onelateris afew

minutes of work.

THE SMALL EXTRAS CUSTOMERS NOTICE

Codesand limited spots. One-time codes andlimited places, closed the moment theyrun out.
Chat onyourwebsite. The sameanswersinachatwindow onyoursite,inthe sameinbox.
Referafriend.Regulars sharetheirownlinkand getareward as friendsjoin.

Alforthe odd question. Questions about prices orparking answered from yourinfo,on yourown Al key,
onapaidplan.

Youtake overanytime. Jumpinto anychatfrom theinboxandtheautomatedreplies stay out ofit.

WHAT IT COSTS TO RUN

Thefree plan covers amonthly conversation allowance on one channel, keyword auto-replies and bookings,
whichisenoughtorunthefrontdeskaboveforasmallstudio.Broadcasts and Alreplies start on the Starter
plan.Paid plans have a fixed monthly price with a setnumberof conversations,and pastthat you pay per
extra conversation; contacts areunlimited on every plan.If youuse Al,the model's cost goes to yourown

provideraccount,and a daily cap onyourkey keeps it predictable. Current prices are on the pricing page.

IS IT RIGHT FOR YOUR BUSINESS?

ChatinFlow suits salons, studios, clinics, repairshops and otherappointment businesses,owners who
answerDMs between customers,and teams thatlose bookings to slow replies orno-shows. Itisnota point-
of-sale,stockorpayroll system;if you need thosein onetool,lookelsewhere. Anditis notformessaging

people who neverwrote toyou.
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TERMS IN THIS GUIDE

Keywordreply. Anautomation thatanswers when a message contains aword you choose,suchas
PRICE.

Default reply. Theanswerformessages thatno otherautomation matches.
Confirmation. The messageright afterbooking, with the date,thetimeandalinkto change orcancel.

No-show. Abooking status fora customerwho didnotcome,which can starta follow-up with new
times.

COMMON MISTAKES

Bookings without real hours. Setservices,lengths and opening hours first, orthe times offered willbe
wrong.

Nodefault reply. Amessage with no keyword should stillget a friendly answer.

Countingonremindersoutside the window. OnInstagram and Messengerthey are skipped after24
hours; make the confirmation complete.

Asking only happy customers. Google's review policy does notallow it. Send thelinkto everyone and
answerevery probleminthe chat.

Never marking visitsdone. Reviews and no-show follow-ups start from the status.

QUICK ANSWERS

Cancustomers choose aspecific person?

Yes.Each person has theirown diary,and customers see only that person's free times forthe service they
picked.

What happens when I mark a visit as ano-show?

Afriendly follow-up goes outwith new times to pickfrom,and arebooked time getsits ownreminder.

Canit answer whenwe are closed?
Yes.The flow checks youropening hours,says whenyou are backand keeps therequestin theinboxforthe

morning.

Can customers move theirownbooking?

Yes.Every confirmation and remindercarries alinkto change orcancel,and when the booking moves, its

reminders move with it.
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SOURCES

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

Template fundamentals, Meta forDevelopers,on WhatsApp templates forreminders.

DO IT IN SECONDS, FREE

chatinflow.com/solutions/for-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
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