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V3.7.0 Release Summary
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V3.7.0 Release Summary

• New Features:

○ External Contact Custom Field (first session)

○ Automation Workflow (internal) (first session)

○ Zapier Integration (second session)

○ Open API – Management P2 (Destination & Tag) (second session)

• Improvements:

○ Enquiry Overview & Report Enhancement (first session)

○ Email Channel & Other Improvements (second session)
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External Contact 
Custom Field
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Custom fields for enterprise to manage their own business contact information.

External Contact Custom Field

Currently CINNOX provides enterprise basic contact fields to record their visitor information. Ex: first name, last name...etc.

Going forward, enterprise can create, edit and delete new contact fields. Ex: membership ID.

Enterprise can collect the contact details via Visitor Forms or JavaScript Metadata.

This information will be displayed to the agent and can be saved in the visitor's contact profile.
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Scope:

Function CINNOX Page Roles Platform

1. View/Create/Edit/Delete Custom Field 1. External Contacts > Contact Details > Manage 
Custom Field
2. Admin > Visitor Forms > Manage Custom Field

Admin Dashboard

2. Add and Collect Custom Field Data 
from Visitor Forms

Admin > Visitor Forms Admin Dashboard

3. Add and Collect Custom Field Data 
from JS

HTML NA Dashboard

4. Bulk Import Custom Field Data External Contacts Admin Dashboard

5. Permission Admin > Permission Admin Dashboard

6. Audit Log Admin > Audit Log Admin Dashboard

External Contact Custom Field
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1-1 Create Custom Field – Entrance 1

1

2

3

External Contact Custom Field



Company Confidential

CINNOX Presentation
10

1-2 Create Custom Field – Entrance 2

External Contact Custom Field

1

2
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1-3 View Custom Fields

External Contact Custom Field
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1-4 Create Custom Fields

1

2

3

External Contact Custom Field
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1-5 Edit Custom Field

External Contact Custom Field

1

2

3
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1-6 Delete Custom Field

External Contact Custom Field

1

Delete a custom field will completely remove it and any 

data associated with the field.
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2. Add and Collect Custom Field Data from Visitor Forms

External Contact Custom Field

1

2

3

4
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External Contact Custom Field

3. Add and Collect Custom Field Data from JS Forms

Get list of available contact custom fields

Get list of current collecting contact custom fields

Set up collecting contact custom fields

Ref: https://hackmd.io/D1o-_GOTQKCVAXlF7NBUjg?view#Contact-API
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4. Bulk Import Custom Field Data

External Contact Custom Field

1
2

4

3

Custom Fields will show in the sample file
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5. Permission

External Contact Custom Field

1

- When no permission is enabled:

do not have Contact Field Management page entrance buttons 

& cannot see Contact Field Management page

- When only View is enabled:

do not have "..." button & "Create" button

- When only View + Edit is enabled:

do not have "Delete" in the "..." button
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6. Audit Log

External Contact Custom Field

1

2
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0

Other Details

- Custom field name supports all language. Max 50 chars.

- Custom field description supports all language. Max 100 chars.

- Custom field ID will start with prefix:"cf_" and support small case a-z and underscore "_". It must be unique, same field 

ID cannot be used twice. Max 100 chars. Field ID is not editable.

- Custom field types support Text, Dropdown List (single & multiple selection), Checkbox, URL, Date and Time. Field type is 

not editable.

- A custom field cannot be deleted if it's used in the visitor form.

- Total custom field number: 20 per service.

- If the same custom field receives both visitor form and JS data, the the JS data will override visitor form data.

External Contact Custom Field
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Workflow Automation
(Internal)
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A no-code platform for user to create automated workflow

Workflow Automation (Internal)

Create workflows with ruled-based logic to automate repetitive tasks that run independently without staff interventions to 
save time and reduce human errors.

Workflow Automation

Enable user to automate some workflows on a no-
code platform. No impacts on the Main Flow.

Ex:
- send an email to the visitor when enquiry closed,
- create Jira ticket when enquiry missed

Example Diagram​
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Scope:

Function CINNOX Page Roles Platform

1. Trigger/ Condition/ Task Admin > Workflow Admin Dashboard

2. View/Create/Edit/Delete Workflow Admin > Workflow Admin Dashboard

3. Enable/Disable Workflow Admin > Workflow Admin Dashboard

4. Execution Results Page Admin > Workflow > Results Admin Dashboard

5. Permission Admin > Permission Admin Dashboard

6. Audit Log Admin > Audit Log Admin Dashboard

Workflow Automation (Internal)
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1. Triggers, Conditions and Tasks

Workflow Automation (Internal)

Trigger: an event for the trigger
Currently support:

- Enquiry, when an enquiry is
- Open
- Handled
- Missed
- Closed

Conditions: conditions to the trigger to perform the task
Currently support:

- Channel, when an enquiry is initiated via
- Directory
- Number
- Social
- Email
- Third-Party Channel

Tasks: perform this action when the set conditions are met
Currently support:

- Send CINNOX message to one public room, sent by CINNOX Bot
- Send Email to one or multiple recipients, sent by registered email (user can choose)
- Send SMS to one or multiple recipients, sent by registered outbound number (user can choose)
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2-1 View Workflow

Workflow Automation (Internal)

1
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2-2 Create Workflow – Input Name

Workflow Automation (Internal)

1

3

4

2
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2-3 Create Workflow – Select Trigger

Workflow Automation (Internal)

1

2

3

4
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2-4 Create Workflow – Select Condition and Task

Workflow Automation (Internal)

1
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2-5 Create Workflow – Input Task Details

Workflow Automation (Internal)

Sender:

- Registered outbound number 

show in dropdown list

Recipients:

- Enquiry visitor, or

- Input number

SMS content

Sender:

- CINNOX Bot

Recipients:

- All public room show in 

dropdown list

Message content

Sender:

- Email Enquiry Receiver

- Registered email show in dropdown list

Recipients:

- Enquiry visitor, or

- Input email address

Email content

Title:

- Email title

Preview:

- Email Preview
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2-6 Create Workflow – Save

Workflow Automation (Internal)

Save with toggle on

(workflow inactive)
Save with toggle off 

(workflow inactive)

Save with toggle off 

(workflow inactive)

1 1
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2-7 Edit and Delete Workflow

Workflow Automation (Internal)

1

2

Go to edit mode

1

2

3
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3. Enable & Disable Workflow

Workflow Automation (Internal)

Click on the toggle to activate 

and inactivate a workflow
A workflow cannot be activated is 

the setup is incomplete
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4-1 Results Page

Workflow Automation (Internal)

1

Workflow Status:

- Completed with failed tasks

- Completed successfully

- In Progress

2

Task Status:

- Done

- Failed

- In Progress
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5. Permission

Workflow Automation (Internal)

1

- When no permission is enabled:

do not see Workflow Management page

- When only View is enabled:

do not have "..." button & "Create" button

- When only View + Edit is enabled:

do not have "Delete" in the "..." button
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6. Audit Log

Workflow Automation (Internal)

1

2
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Enquiry Overview & 
Report Enhancement
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Useful information and tools to allow users to quickly find the enquiry they are looking for.

Enquiry Overview & Report Enhancement

- Provide Enquiry Duration so manager knows how long the enquiry has been handling

- Provide Agent Idle Time so manager knows how long the agent has not responded in the room

- Provide Call Status so manager knows the enquiry is under a call

- Allow apply filter to all enquiry status so user doesn't need to click on each of the status to apply th

same condition

- Introduce enquiry sorting so user can sort the enquiry by enquiry updated time, created time, agent 

idle time or duration



Company Confidential

CINNOX Presentation
42

Scope:

Function CINNOX Page Roles Platform

1. Overview Data Display -
Enquiry Duration, Agent Idle Time and Call Status

Overview All Dashboard

2. Overview Filter and Sorting Overview All All platform

3. Other Improvements All All platform

Enquiry Overview & Report Enhancement
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1-1 Overview – Enquiry Duration

Enquiry Overview & Report Enhancement

- Show 1m, if duration is less than 1 min

- Show mm, if duration is from 1 min to 59 min

- Show hh:mm, if duration is from 1 hr to 23 hr 59 min

- Show dd:hh, if duration is more than 24 hr
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1-2 Overview – Agent Idle Time

Enquiry Overview & Report Enhancement

Idle time will show when the agent has not responded for 

more than 1 min and the last message is sent by visitor.

Below actions will stop the idle time counting:

- Agent reply

- The last message is sent by Agent

Below actions will restart the idle time counting:

- Call connect and end

- Room successfully transferred to another agent

- Show mm, if duration is from 1 min to 59 min

- Show hh:mm, if duration is from 1 hr to 23 hr 59 min

- Show dd:hh, if duration is more than 24 hr)
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1-3 Overview – Call Status

Enquiry Overview & Report Enhancement

Call Icon will show when a call is initiated by either party

All types of call is included (ex: conf. Call, PSTN call)
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Enquiry Overview & Report Enhancement

2

3

1

2-1 Overview – Filter and Display
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2-3 Overview – Sorting

Enquiry Overview & Report Enhancement

1

2

Handling 

Status

Missed 

Status

Closed 

Status

Latest Updated 

Time (Default)

v v v

Created Time v v v

Agent Idle 

Time

v - -

Duration v - v
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Other Improvements

Enquiry Overview & Report Enhancement

- Exported excel file: update all * and empty columns to NA

- Remove Enquiry handled by information for Open and Missed status enquiry

- Hide Language/Location if no data is detected

- Update IP address icon

- Add more filter condition to Enquiry Overview Filter:

Filter​ Type​

Created Date & Time​ Dropdown List​

Closed Date & Time​ Dropdown List​

Last Handled Group​ Dropdown List​

Duration​ Dropdown List​

Location​ Check Box​

Language​ Dropdown List​

Filter Type

Search by staff name Search Bar

Last handled Group Dropdown List

Created Date & Time Dropdown List

Agent Idle Time Dropdown List

Current Activities – On a Call Check Box

Closed By Dropdown List

Closed Date & Time Dropdown List

- Add more filter condition to Enquiry Report Filter:
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Email Channel 
Improvements
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Description

Feature Introduction:
Version Title Definition Available Package

v3.7.0 Email Signature Allow the staff to set up a personal email signature for their emails. All plans

V3.7.0 Automatic Bcc 1. Allow the staff to set Bcc recipients for each Email channel, and 
automatically bcc emails to the recipients when staff send emails or 
reply to visitors' emails via the Email channel.

2. Add the Bcc field in the email editor.

All plans,
except Sanntsu Chat-ST

V3.7.0 Email Editor UI Improvement Expand the input field of the email editor when the staff clicks the "Reply" 
button to write an email in the chatroom.

All plans,
except Sanntsu Chat-ST

V3.7.1 Automatic Reply Toggle
(Coming soon)

Allow the staff to enable/ disable auto-reply (welcome) email for each Email 
channel.

All plans,
except Sanntsu Chat-ST

V3.7.1 Send Email History
(Coming soon)

Include the email history in staff's email responses to visitors, so cc & bcc 
recipients can also understand the context of the email enquiry.

All plans,
except Sanntsu Chat-ST

Email Channel Improvement
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Scope:

Function CINNOX Page Roles Platform

1. Email Signature My Account > Profile > Email Signature All Dashboard

2. Automatic Bcc Channels > Email > Email Details > Automatic Bcc Admin Dashboard

3. Email Editor UI Improvement Chatroom > Reply Email
Contact Email > New Email

All Dashboard

4. Audit Log Admin > Audit Log Admin Dashboard

Email Channel Improvement
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Email Signature – Profile Settings

Email Channel Improvement

1

2

3

4
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Email Signature – Editor Functions

Email Channel Improvement

Insert emojis

Insert Numbers or Web Link or Other Link

Insert image (from Web or Computer)

Bold, Italic, Underline, Strikethrough

Bullets, Numbering

Font Settings: 

- Alignment, Font (11), Size, Color (12)
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Automatic Bcc – Email Channel Settings

Email Channel Improvement

1 2

3

4

• Search recipients by name or email address

• Add up to 10 bcc recipients
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Bcc & Email Signature

Email Channel Improvement

Automatically insert the bcc recipients & staff email signature when staff sends/ replies emails via email channels.

Signature

WEB

Bcc

New an email to engage visitor

Signature

Signature

Reply to visitor's email in chatroom

Bcc

Signature
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Email Channel Improvement Mobile

Bcc & Email Signature

Automatically insert the bcc recipients & staff email signature when staff sends/ replies emails via email channels.

New an email to engage visitor Reply to visitor's email in chatroom

Signature

Bcc
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Email Channel Improvement

New Email

Enlarge the Email Editor

Reply email in chatroom

Expand the input field of the email editor to bring a better UX.
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Other Details

• The maximum size of Email Signature is 60 KB.

• The Email Signature can only be edited on Web.

• The maximum the recipients for Automatic Bcc is 10.

• The maximum number of recipients included in an email is 50, including Sender, To, Bcc and Cc.

• Only outbound emails sent by the agent through the email channel will automatically send a copy to the bcc 

recipients, and the To recipient & Cc recipients will not see the bcc recipients.

Email Channel Improvement
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Other Improvements
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Weblink – Dynamic Domain (.com and .cn)

.com Weblink

The Tag and Staff web links have .com by default, which is best for visitors, customers and others outside Mainland China.
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Weblink – Dynamic Domain (.com and .cn)

Reference:
https://docs.cinnox.com/docs/creating-a-tag#qr-code--web-link-com--cn

https://docs.cinnox.com/docs/staff-profile#qr-code--web-link-com-and-cn

.cn Weblink

The Tag and Staff web links with .cn are best for visitors, customers and others inside Mainland China.

• Toggle ON the button for the For Mainland China (web link ends with .cn) to change the weblink domain with .cn.

https://docs.cinnox.com/docs/creating-a-tag#qr-code--web-link-com--cn
https://docs.cinnox.com/docs/staff-profile#qr-code--web-link-com-and-cn
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CINNOX Widget – Position & Visibility

Reference:
https://docs.cinnox.com/docs/embedding-web-widget

Our CINNOX widget can now be repositioned to the website's 

bottom-left side. And even hide its visibility.

We added attributes in our CINNOX widget API framework using 

JavaScript (JS) functions for our customers to add after the CINNOX 

widget has been installed.

3

1

2

https://docs.cinnox.com/docs/embedding-web-widget
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View SMS Content in the SMS Report

When sending an SMS, a pop-up notification will be displayed to notify the user that the SMS content will be 

visible to teammates after sending.
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View SMS Content in the SMS Report

Reference:
https://docs.cinnox.com/docs/smsreport#detail-report

The SMS sent to the recipient can be viewed in the SMS report. Note that the Verification (OTP) SMS are not included 

Navigate to the CINNOX Dashboard > Reports > SMS Report > Report Details then click Details.

https://docs.cinnox.com/docs/smsreport#detail-report
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Open API
– Management P2

(Destination & Tag)
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Open API – Management module P2 – Destination & Tag

Introduction

Allow enterprise to manage (Create/Retrieve/Edit/Delete) the Destination or Tag data records from their platform to CXDB to 

automate some workflow.

Possible use case:

- Allow 3rd party to synchronise & managing the Tag and Destination in CX without accessing CXDB to integrate with their 

operation flow

E.g. Users can create the Tag through CX Open API and retrieve the direct chat enquiry link / the direct call enquiry link and 

share it with their customer or attach it in their 3rd party platform.

Reference:

Doc - https://docs.cinnox.com/docs/open-api

Spec - https://docs.cinnox.com/reference/management

https://docs.cinnox.com/docs/open-api
https://docs.cinnox.com/reference/management
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Scope - Destination:

Function Description Remark

1. Get support language This endpoint allows you to query the list of supported language

2. Get support location This endpoint allows you to query the list of supported location

3. Get destination detail list This endpoint allows you to query the list of destination details

4. Create destination This endpoint allows you to create destination

5. Update destination This endpoint allows you to update/edit destination

6. Delete Destination This endpoint allows you to delete destination

Open API – Management module P2 – Destination & Tag

Scope - Tag:

Function Description Remark

1. Get tag detail list This endpoint allows you to query the list of tag details

2. Create tag This endpoint allows you to create tag

3. Update tag This endpoint allows you to update/edit tag

4. Delete tag This endpoint allows you to delete tag
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Zapier Integration



Introduction
At CINNOX we would like to reduce the development time we spend on actual integration work & look for an easy, powerful & cost-effective automation solution.

Hence, by looking at automation software/platforms, we could create a CINNOX app within their platform that maximises the use of their triggers & actions to automate current CX repetitive tasks & 
workflows, integrating them into other platform workflows, thus reducing the need for long periods of development time for actual integration

Available package: Business, Enterprise, Omnichannel Contact Centre and The Ultimate CX Hub

Ref: https://zapier.com/

Doc: https://docs.cinnox.com/docs/zapier https://docs.cinnox.com/v5.9/docs/zapier https://docs.cinnox.com/v5.9/docs/zapier https://docs.cinnox.com/v5.9/docs/zapier

CINNOX x Zapier Introduction

(CINNOX Trigger) New enquiry

(CINNOX Action) Get enquiry 

detail

(3rd Party Action) Mark the visitor's name, 

phone &email address into excel sheet

(3rd Party Action) Send the alert 

message into MS team/ slack/email 

Possible use cases:

(CINNOX Trigger) New external 

contact created

(CINNOX Action) Get the external 

contact detail

(3rd Party Action) Create/update the contact in 

Hubspot

(3rd Party Trigger) New contact 

created in Hubspot

(CINNOX Action) Send a welcome 

message SMS to the customer

1. Send new incoming enquiry alert message to 3rd party channel

2. Insert the missed enquiry details into a spreadsheet so that customer support team can follow up the enquiry with a scheduled time (e.g. by 

the end of the week)

3. Auto create new contact in 3rd party CRM system 

4. Send welcome message through CINNOX SMS

(CINNOX Trigger) Missed enquiry

https://zapier.com/
https://docs.cinnox.com/docs/zapier


(CINNOX Trigger) New incoming 

enquiry

Possible use cases x Monday.com:

(CINNOX Trigger) New external contact 

created

(CINNOX Action) Get the external contact 

detail

(Monday.com Action) Create/update the contact in 

Monday.com

V3.7.0 Scope supported:

1. Create a new item on Monday.com for the new enquiry with enquiry id for follow up purposes

2. Update Monday.com item status when the CINNOX enquiry status changed

3. Create a new contact in Monday.com when new external contact is created in CINNOX

Out of V3.7.0 Scope – Improvement on Zapier phase 2:

1. Send a notification message to a specific CINNOX staff/group space when the item status changed to critical

2. Send a notification message to a specific CINNOX staff/group space when a new item is created in a specific board

3. Create a new item when there is a new enquiry together with the enquiry deep link, to allow user to visit CXDB for follow up purposes.

4. Create a new item when a new label created / edited in CXDB

(Monday.com Trigger)Specific 

Column Value Changed in Board 

(CINNOX Action) Send a message to a specific 

CINNOX staff/group space

(Monday.com Trigger) New Item in Board
(CINNOX Action) Send a message to a specific 

CINNOX staff/group space

(CINNOX Trigger) New Label created/edited (Monday.com Action) Create new item / Update the item value

(CINNOX Trigger) Enquiry status changes (e.g. 

handling/missed)

(CINNOX Trigger) Enquiry status 

changes (e.g handling)
(Monday.com Action) Update item 

column value  

(CINNOX Action) Get enquiry 

detail (With enquiry deep link)

(Monday.com Action) Create new 

item 

(Monday.com Action) Create new 

item 

(CINNOX Action) Get enquiry 

detail (Optional)



Scope: Triggers

CINNOX x Zapier phase 1 scope

Function Description

1. New external contact created Trigger the contact event when the external contact is created

2. External contact edited Trigger the contact event when the external contact is edited

3. External contact deleted Trigger the contact event when the external contact is deleted

4. External contact merged Trigger the contact event when the external contact is merged

5. New incoming enquiry Trigger the enquiry event when CX received a new incoming 

enquiry

6. Enquiry handling by agent Trigger the enquiry event when the enquiry status changes to 

Handling

7. Missed enquiry Trigger the enquiry event when the enquiry status changes to 

Missed

8. Enquiry closed Trigger the enquiry event when the enquiry status changes to 

Closed

Scope:  Actions

Function Description

1. Get enquiry detail Allow you to query the enquiry detail

2. Get External contact detail Allow you to query the external contact detail

3. Get Number list Allow you to query available number list

4. Send SMS Allow you to send SMS



CXDB > Administration > Service Integration > Third Party Integration > Zapier

1. Add Zapier account

2. Input the Zapier account name and click confirm

3. Once the account created successfully, the Zapier account credentials will be 
shown

CXDB Configuration



Zapier > My Apps
1. Add connection
2. Search for CINNOX app
3. Select the CX app and fill in the login credentials
4. Click yes to continue and system will run the verification

Zapier Configuration – Connect with CX
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Demo
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THANK YOU

76

+852 2472 0800

+852 2472 0800

productmanagement@cinnox.com


