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Inmuch of Eastern Europe, the Balkans, the Middle Eastand parts of Asia, Viberis the app customers open
firstwhen theywantto askashop a question.Abakery takes cake orders there, a clinic confirms
appointments,arepairshop sends quotes. ChatinFlow connects to yourViberbotand answers those chats
with the same flows you build forinstagram,WhatsApp and Telegram:buttons and quickreplies, bookings,
codes,payments and Al, with yourteam taking overin the sameinbox.This guide explains how Viberbots
work,how to connectyours,what to build first,and therules that make Viberdifferent from the other

channels.

Key points

e CreateaViberbotaccount,pasteits tokeninto ChatinFlow,and Viber's webhookis pointed atyour
workspaceforyou.Vibersigns every message it sends.

e Everymessagetoyourbotcanstartaflow:a menuwithbuttons,questions thatsave answers,a
booking,a one-time code oranAlreply onyourownkey.

¢ ChatinFlowsends Vibermessages only asreplies and fromthe flows people start,neveras broadcasts,
because Vibercharges formessagesabotstartsonits own.

¢ Viberchatslandinthe sharedinboxnextto Instagram,WhatsApp and Telegram,and the botpauses
while a teammate writes, so a customernevergets two answers atonce.

e The free planconnects one channelotherthanWhatsApp,and Vibercanbe that channel.

HOW VIBER BOTS WORK

AViberbotisabusinessaccountinside Viberthatpeople canfind and message.Unlike a personalnumber, it
is built forsoftware:messages arrive atawebhook,andreplies go back through Viber's API. Three facts

shape everything you build.

Fact What it means for your flows

People write to yourbotfirst Every conversation starts with the customer, so your flows answer, they do not
cold-message

Viberbills botowners underits Messages abotstarts onits own can costmoney, whichis why ChatinFlow
own terms does notsend Viberbroadcasts

Buttons and quick replies are A customercantap through sizes, times and options instead of typing
native
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Viber'scommercialterms forbots have changed overthe years. CheckViber's current terms forbotaccounts
beforeyou start; ChatinFlow adds nothing to Viber's own charges.

STEP 1: CREATE THE BOT ACCOUNT AND COPY ITS TOKEN

Createthebotaccountin Viber's owntools forbusinesses, following Viber's current process forbot
accounts.Whentheaccountisready, Vibergivesyouitstoken,alongstring thatlets software send as your
bot.Keepitprivate:whoeverhasitcan send messages asyourbot.

Beforeyou connect, prepare the bot's public facein Viber:itsname, picture and a short description of what it
does,sopeoplewho finditknow whosebotitisandwhatto ask.

STEP 2: CONNECT VIBER TO CHATINFLOW

In ChatinFlow,open Settings, Channels, Viber,orthe Vibercard under Add more channels on the Channels
page,and press Connect.
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¢ Settings > Channels > Viber

. Viber
Connect yourViber bot to answer Viber chats with your flowsand yourteam, inthesame
inboxas yourother channels.

Connect Viber

Connect yourViberbot to answerViberchats withyourflows and
your team, inthesameinboxas yourother channels.

&M Connect

Why Viber?

p Token setup
Paste yourViberbotaccount's token; the webhookis setforyou.

Oneinbox
Viberchats land nextto your Instagram,Messengerand WhatsApp threads.

The Viberchannel page beforeyou connect.

Paste thetoken.ChatinFlow points Viber's webhookatyourworkspace, stores the token encrypted,and

checks Viber's signature on everyincoming message,so a message thatdidnotcome from Viberisignored.
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Bottoken

Stored encryptedatrest

Signed webhook

Viber signs every message

®

CHATINFLOW
Connecta Viberbot
Pasteyour Viber bot account'stokento receiveandsend

Viber messages.

© Encrypted token

Buttons andreplies
Fromyour fiows

Oneinbox

Next toyour other chats

Reversible

Secu Ol
ENCRYPTED TOKENS LEAST PRIVILEGE DISCONNECT ANYTIME

« Cancel -

Connect withthe bot token

Copy thetokenofyourViber bot account and pasteit below.
We point Viber's webhook at yourworkspace foryou

BOT TOKEN
4a6b8cOdle2f3adb-

The tokeno fyourViberbotaccount. Keepit private: who everhas itcan
send as yourbot

Cancelandgoback

Pastethebottoken;thewebhookissetup foryou.

Vibersits onthe Channels page nextto Threads,website chat,emailand SMS,which can be added the same

way.

Add more channels

Eachone answersthroughyourflowsand landsinthe same inbox.

@ Threads
Notconnected
v Automatic public replies

v Hideunwanted replies

v Tag the people who reply

+ Connect Threads

Postmark Email
Notconnected

&

v Emailbroadcasts tosegments
v Follow-up emails from flows

v Two-wayemailinInbox

We enable email withyou

@ Viber
Notconnected

v Buttonsand quickreplies
v Welcome flows

v Follow-upsequences

+ Connect Viber

@ Twilio SMS
Notconnected

v Two-waySMS inInbox
v SMSbroadcasts

v Delivery receipts

We enable SMSwithyou

Howit works >

Website chat
Notconnected

v Yourcolors and greeting
+ Replies from yourflows

v Yourotherappsinonebutton

+ ConnectWebsite chat

Viberamongthe channelsyoucanadd.
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STEP 3: BUILD THE FLOWS VIBER CUSTOMERS EXPECT

Vibercustomers are used to tapping. Build yourflows around buttons and quick replies,and keep typing for
the details onlya person can give.

Orders by tapping. A customerasks fora cake. Quickreplies offerthe sizes,thenyourreal pickup times; the
orderis saved onthe customer'srecord andinyourcalendarwith every detail. A specialrequest,suchasa

custom messageon the cake, goestoaperson.

Bookings. Amenu with buttonsinstead of typed questions, real free times from yourcalendar,and the
booking saved with the time and the details.Reminders before the visit, a review request afteritand

rebooking forno-shows follow the same pattern.

Usual questions. Prices,opening hours and delivery questions answered the moment they arrive, with five

match modes forkeywords,in anylanguage.Anything else waits in yourinboxforthe team.

Adefault reply. Oneautomation setto any message answers whatnothing else matched, so every

customerhearsback,even atnight.

STEP 4: CODES, SPOTS AND PAYMENTS

Viberis oftenwhere alocalbusiness's mostloyal customers are,which makesita good place forlimited
offers.

Acode foreachcustomer. Inthe flow customers already use, offerlimited places.The earliestreplies of YES
getaspotandtheirown codefromyourcodelist,the sameoneiftheyasktwice.When thelastplaceis taken,
anyonetoo lateis offered the waitlist.

Take payment inthe chat. ABuybutton opens checkoutwith Stripe orPayPalatyourprice.The money goes

toyourown account,thethank-you arrives in the chat,and the saleis recorded foryourresultsin Analytics.

STEP 5: ADD Al, AND BRING IN YOUR TEAM

AnAlreply orthe Alagentcan answerfrom the sources you added,inyourvoice,onyourown Alkey on a paid

plan.When a person should answer,theagenthands thechatover.

Viberchats appearin the sharedinboxnextto Instagram,WhatsApp and Telegram.Assigna chatto a
teammate orthe next free agent,and while yourteammate writes, the bot pauses forthat chat. Every choice

acustomertapped,sizes,times and options,is saved on theirrecord,so whoeverpicks up the chat seesit.

WRITING MESSAGES THAT WORK ON VIBER

AViberchatisread onaphone,oftenbetween otherthings.Short, clearmessages with buttons beatlong
paragraphs.
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Lead withthe answer. "Yes,we deliveron Saturdays until 14:00" is betterthan a greeting followed by the
answer.

Offerthe next stepasabutton. Aftera price,offerOrder,Aska questionand Opening hours as quick
replies.

Keeponeideapermessage. Splitalonganswerintotwo messages,with atypingindicatorbetween
them, soitreads like a person.

Use the customer'slanguage. Keyword matchingworks in anylanguage and script,so add thewords
yourcustomers really use,in Cyrillic,Latin orboth.

Confirmwhat yousaved. Afteran order,repeatthe size,the date and the pickup time, so the customer
canspotamistake beforeyoubake thewrong cake.

OPENING HOURS AND AFTER-HOURS REPLIES

Many Vibercustomers writein the evening,when the shopis closed.Two tools handleitwithoutanyone

stayinglate.

The Business hours condition step checks whetheryou are openrightnow.Putit afterthe welcome:when
you are open,handthe chattotheteam;whenyou arenot,letthe botanswer,take the orderdetails and say
when someone willconfirm.Anautomation canalsorunonaschedule,followingweekly hoursinyour

business timezone with holidays to skip,so a "we are closed today"reply only goes out on the daysiitis true.

Eitherway, the conversation waits in the inboxwith everything the customertapped, so the first personin the

morning can confirm the orderinonemessage.

MEASURING WHAT THE BOT DOES

Viberchats countin Analytics like every otherchannel.Filterthe Channels tab to Viberto seeits messages, the
timeto the firstanswerand how many of its connections are working. On the Automations tab,each flow
showsitsruns and how many finished; a flow with alow finish rate has a step that fails,and its Activity view
namesit.The questions yourteam stillanswers by handin theinboxare thelist of automations to build next.

WHAT CHATINFLOW DOES NOT DO ON VIBER

Clearlimits save surprises.

No broadcasts. Vibercharges formessages abotstarts,so ChatinFlow leaves Viberout of broadcasts
onpurpose.Announce offers on a channelwhere thatis free,such as Telegram,and answerthereplies on
Viber.

No cold messages. Thebotanswers people who wrotetoit,atany hour,and the flows they start.

Viber'sowndecisions. Approval of botaccounts, theircharges and theirlimits are setby Viber.
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VIBER VERSUS WHATSAPP AND TELEGRAM

If yourcustomers use severalapps,each channelhasajob.

Viber WhatsApp Telegram
Who starts the The customer The customer, oryou with The customer, by starting
chat anapprovedtemplate yourbot
Broadcasts in Notused Templates outside the Plain textto everyone who
ChatinFlow 24-hourwindow started the bot
Time limiton Answers go to people who 24-hourwindow for free No window afterthe start
replies wrote to yourbot text
Bestfor Answering and taking orders Orderupdates, Announcements, courses
where customers already are reminders and support and communities

AFIRST WEEK ON VIBER

1.Day1. Createthebotaccount,connectitand write a welcome with three buttons.
2.Day 2. Add keywordreplies forprices,opening hours and delivery.

3.Day 3. Build the orderorbooking flow with quickreplies andreal times.
4.Day4.Addadefaultreplythatsays whenthe team willanswer.

5.Day5. AddaBuybuttonforyourmostpopularitem.

6.Day 6. Putthebot'slinkonyourwebsite, receipts and shop window.

7.Day7.Readthe Automationstabin Analytics and fixthe step thatfails most.

TERMS IN THIS GUIDE

Bot account. TheViberaccountyourcustomers message,createdin Viber's own tools forbusinesses
and connected to ChatinFlow with its token.

Token.Thelongsecretthatlets software send asyourbot.ChatinFlow storesitencrypted.

Signed message. Vibersigns every messageitsends to ChatinFlow,so amessage thatdoesnotcome
from Viberisnotaccepted.

Reply. Amessagethatanswers whata personwrote orcontinues a flow they started. ChatinFlow sends
Vibermessages only thisway, neveras broadcasts.

Shared inbox. The one place where Viberchats sitnextto every otherchannel,so yourteam answers
them allfrom the same screen.

COMMON MISTAKES

Planning aViberbroadcast. Itisnotavailablein ChatinFlow; planannouncements on anotherchannel.
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Typing-heavy flows. Vibercustomers expectto tap. Offerquickreplies whereverthe answeris one ofa
few options.

Sharing the token. Whoeverhasitcansendasyourbot.
No personbehind the bot. A specialrequest should always reach someone.

Forgetting Viber'sterms. Read Viber's currentbot terms before youlaunch,so costs do notsurprise
you.

QUICK ANSWERS

Canlsend promotions to my Viber customers?

Notas broadcasts.ChatinFlow sends Vibermessages only as replies and from the flows customers start,

becauseVibercharges formessages abotstarts onitsown.

What do I need to connect Viber?

AViberbotaccountandits token.Paste the tokeninto ChatinFlow and the webhookis setup foryou.

Cancustomers book or order through the Viberbot?

Yes.Buttons and quickreplies offersizes, options andreal free times from yourcalendar,and the booking or
orderis saved with its details.

Is a Viber message checked to really come from Viber?

Yes.Vibersigns every messageitsends,and ChatinFlow checks the signature before a message starts
anything.

Do Viber chats show in the same inbox as my other channels?

Yes.Viberchatssitinthe sharedinboxnextto Instagram, WhatsApp and Telegram, with the customer's

choices savedontheirrecord.

SOURCES

Viber REST API,ViberDevelopers Hub,on bottokens,webhooks and the signature on every callback.

Viberservices to promote yourbusiness,ViberforBusiness,on business accounts.

DO IT IN SECONDS, FREE

chatinfow.com/products/viber
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https://developers.viber.com/docs/api/rest-bot-api/
https://www.forbusiness.viber.com/
https://chatinflow.com/products/viber
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