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V3.9.0 Release Summary

• Improvements:
○ SMS Delivery Report
○ CX Open API
○ Zapier P2

• New Features:
○ 360dialog P2

WhatsApp Enquiry
1. Identify enquiries from WhatsApp Campaigns
2. Allow agents to send a template message in a chatroom to restart the conversation with visitors after 24 hrs.
WhatsApp Campaign
1. Allow users to upload a media file (pdf/ image/ video) to the template header.
2. New "Replied" message status for Sent WhatsApp Campaigns
3. Added "Enquiry Origin" in report filter to filter all enquiries from WhatsApp Campaigns
4. Added "Campaign Response" pie chart in Home Dashboard
5. New CINNOXBot & Email notifications when a campaign was sent successfully or failed to send.
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SMS Delivery Report 
Improvement
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Scope:

SMS Delivery Report Improvement

Function CINNOX Page Role Platform

1. a. Amend the column title
b. Add new column for "Carrier Status"

CXDB > Reports > SMS Report > Overview
CXDB > Reports > SMS Report > Report Details

Admin Dashboard

2. Improve the overview report UI & add the 
"Carrier Status" figure

CXDB > Reports > SMS Report > Overview Admin Dashboard

3. Add SMS report filter CXDB > Reports > SMS Report > Report Details > Filter Admin Dashboard

4. Amend the SMS details report xls CXDB > Reports > SMS Report > Report Details > Download Admin Download SMS 
detail report – xls
file

5. Amend the SMS campaign report xls CXDB > Campaigns > Smart Messaging > Sent Campaigns > Download Admin Download 
Campaign report –
xls file
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SMS Delivery Report Improvement

1. Amend the column title

• Amended the column title to align the 
column name to: "Recipient & 
Number"

• Add a new column for the "Carrier 
Network Status" - "Queued", 
"Delivered" and "Undelivered"
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SMS Delivery Report Improvement

2. Improve the overview report UI & add the "Carrier Status" figure

• Redesigned the Overview report UI
• Added the Carrier Status details

Status (M800) Carrier Network 
Status

• Submitted
• Rejected

• Queued
• Delivered
• Undelivered
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SMS Delivery Report Improvement

3. Add SMS report filter 4. Amend the SMS details report xls

• Added the "Content", "Number of SMS", "Carrier 
Network Status" and "Last updated date time" columns

5. Amend the SMS campaign report xls

• Added the "Sender EID", "Recipient Country", "Carrier 
Network Status" and "Last updated date time" columns
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CX Open API -
Improvement
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Open API – Improvement

Introduction
Allow enterprise to manage (Create/Edit) the external contact from their platform to CXDB to automate some workflow. And 

allowing the enterprise to retrieve the enquiry details with more info.

Possible use case:

- Allow 3rd party to synchronise & managing the external contact in CX without accessing CXDB to integrate with their in-house 
CRM platform.

- Allow 3rd party to retrieve the enquiry deep link to enrich their operation flow to allow their support team to easily access and 
follow up.

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:

Function Description Remark

1. Create External Contact This endpoint allows you to create external contact - Not support custom field

2. Update External Contact This endpoint allows you to update the external contact - Not support custom field

3. Get enquiry detail This endpoint allows you to query the enquiry details. In 
v3.9.0 we added the Label ID, enquiry duration and enquiry deep 
link in the response object

- Improvement on the existing Get enquiry 
detail endpoint

Open API – Improvement
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Zapier P2



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

Possible use cases:

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 an external contact when there is new contact created in HubSpot

(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

(HubSpotTrigger) New contact created (CINNOX Action) Create new external contact

(CINNOX Trigger) Enquiry status changes (e.g. 
handling/missed)

(CINNOX Action) Get enquiry 
detail (With enquiry deep link)

(Monday.com Action) Create new 
item 

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


Scope: Triggers

CINNOX x Zapier phase 1 scope

Function Description

1. New Label created Trigger the label event when the label is created

2. Label updated Trigger the label event when the label is updated

3. Label deleted Trigger the label event when the label is deleted

Scope:  Actions

Function Description

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

2. Create External contact Allow you to create the external contact

3. Update External contact Allow you to update the external contact

4. Send IM message to Staff / Group space Allow you to send IM message to CX Staff / CX group space
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360dialog P2
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360dialog P2
New Features & Improvements

WhatsApp Enquiry
1. Identify enquiries from WhatsApp Campaigns and display the campaign message content to the agent in the enquiry 

room.
2. Added "Restart Conversation Template Message" in the WhatsApp channel settings (support 360dialog WABA only). 

Admin can select and set up a pre-selected template list for agents to use.
3. When 24 hrs messaging time limit expires, agents can choose one of the message templates to send to visitors in a 

chatroom to restart the conversation.

WhatsApp Campaign
1. Allow users to upload a media file (pdf/ image/ video) to the template header
2. Added "Replied" message status to count how many enquiries replied to the Sent WhatsApp Campaigns
3. Added "Enquiry Origin" in the filter to filter all enquiries from WhatsApp Campaigns
4. Added "Campaign Response" pie chart in Home Dashboard for enquiries from WhatsApp Campaigns
5. Send CINNOXBot messages & Emails to staff when a campaign was sent successfully or failed to send.
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Scope:

360dialog P2 – WhatsApp Enquiry

Function CINNOX Page Roles Platform

1. Identify enquiries from a WhatsApp Campaign:
(a) Display campaign name in enquiry info.
(b) Display campaign content in chatroom

(a) Side panel of the enquiry chatroom & the "Channel 
Additional Info." field in Enquiry Report
(b) Enquiry chatroom & Enquiry Overview

All Roles 
can view 
the enquiry

Dashboard,
IOS,
Android

2. "Restart Conversation Template Message" 
channel settings (support 360dialog WABA only)

WhatsApp Channel Detail > Restart Conversation 
Template Message

Admin Dashboard

3. "Send Template" in an enquiry chatroom (only 
when 24 hrs messaging time limit expires)

The "Send Template" button will be displayed to the 
agent when the visitor's last message in the enquiry 
chatroom is more than 24 hours.

Agent Dashboard
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Identify enquiries from a WhatsApp Campaign

1. Replied via "Reply button"

Original campaign 
message content
(with variable values)

The button visitor clicked

Campaign name

2. Replied via "Web link"

Original message template 
used by the campaign
(without variable values)
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"Restart Conversation Template Message" channel setting
(Only support channel source is 360dialog WABA)

WhatsApp Channel Details

The Admin must enable this setting in the WhatsApp channel first 
so that agents can send a template in an enquiry chatroom when 24 hrs time limit expired.

Up to 20 message templates 
can be selected



Company Confidential

CINNOX Presentation

360dialog P2 
"Send Template" in the enquiry chatroom when 24 hrs time limit expires

Enquiry chatroom (the visitor's last message is more than 24 hrs)

Agents are not allowed to send free-form 
messages, only template messages.

Select a template from the "Restart Conversation Template 
Message" list.

Template message 
sent by the agent
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Scope:

360dialog P2 – WhatsApp Campaign

Function CINNOX Page Roles Platform

1. "Upload file" to template header Submitted/ Draft/ Sent Campaigns > Create Campaign 
> Select Recipients and Edit Template Variables

Admin Dashboard

2. "Replied" message status (only for WhatsApp 
Campaign)

Campaigns > Sent Campaigns > "Replied" status
- Reply via button
- Reply via web link

All Roles
can view the 
campaign

Dashboard

3. "Enquiry Origin" Filter - Reports > Enquiry Report > Filter
- Home Dashboard > Filter
- Enquiry Overview > Filter by

All Roles
can view
the enquiry

Dashboard,
IOS,
Android

4. "Campaign Response" pie chart Home Dashboard > Campaign Response pie chart
- 1st layer: campaign name
- 2nd layer: channel type

All Roles
can view the
campaign

Dashboard

5. CINNOXBot message & Email notification Admin/ 
Manager/ 
Leader/ Agent

Dashboard
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"Upload file" to template header

Create WhatsApp Campaign > Select Recipients and Edit Template Variables

Allow to add media files by "Upload File" or "Insert file URL"
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"Replied" message status on Sent Campaigns

Sent Campaigns
Message Status

1. Total Recipients: The total number of campaign 
messages sent to unique recipients

2. Delivered: The total number of campaign messages 
that were successfully sent to recipients.

3. Read: The total number of campaign messages read 
by recipients.

4. Replied: The total number of enquiries that replied to 
the campaign message by clicking buttons or web links. 
(multiple clicks on the button to reply are counted 
only once, while web link are counted multiple 
times.)

5. Pending: The campaign message was successfully 
sent from CINNOX, but it is still waiting for a "Delivered" 
response from the 360dialog to the recipients.

6. Failed: The total number of campaign messages that 
failed to send to recipients.

Download csv file for sent campaign details, status 
& failed reason for each recipient.
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"Enquiry Origin" Filter

Enquiry Report

Enquiry Origin:
1. General Enquiry is the visitor-initiated enquiries.
2. Campaign (SMS) is the enquiry initiated by visitors clicking the web link of the campaign message.
3. Campaign (WhatsApp) is the enquiry initiated by visitors clicking the web link or the button of the campaign message.

Home Dashboard

Enquiry Overview
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360dialog P2 
"Campaign Response" pie chart

Home Dashboard

• Click the "Campaign Response" 
button to check the response rate 
of each campaign within the 
selected date range.

• Only when visitors replied to the 
campaign messages by clicking 
web links or buttons are counted 
in the pie chart.

1st layer: Campaign Name
- Display the total number of enquiries by campaign type 
& campaign name

2nd layer: Channel Types
- Display the total number of enquiries for the selected 
campaign name by channel type

• Staff can monitor peak periods and duration of campaign 
responses.

• Understand what kind of channel type their target recipients 
prefer and redesign their campaign content to get high 
response rate.
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CINNOXBot message & Email notifications

EmailCINNOXBot message

Send notifications to campaign creator, the manager or leader of the 
creator and Admin users when the campaign sent successfully or 
failed to send.
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Other details & limitations

CINNNOX documentation: https://docs.cinnox.com/docs/how-to-create-dynamic-campaign#creating-whatsapp-campaign

1. "Upload file" to the template header will consume the CINNOX storage. If users delete the file, the file will be displayed to
the recipient when they receive the campaign message.

2. Only the "Approved" message template can be sent to the visitor. If the template has been deleted or edited on Meta or 
360dialog client hub, the message or campaign may fail to send or execute.

1. Admin must first enable "Restart Conversation Template Message" setting in the WhatsApp channel (support 360dialog 
WABA only) for agents to send a template message in chatrooms. Agents can only send a template message when the 
24 hrs messaging window expires, and only supported on CINNOX Web Dashboard.

3. Only enquiries initiated by clicking buttons or web links in campaign messages will be recognized as enquiries from 
WhatsApp/SMS campaigns and counted into the "Replied Status" & "Campaign Responses". If the recipient replied to the 
campaign message by typing a new WhatsApp message, that will be considered a new "General Enquiry".

4. (Extreme use case) When a campaign message contains web links, the number of the "Replied Status" for the Sent 
WhatsApp Campaign may be greater than "Read" or "Delivered" numbers if the (same) recipient repeatedly clicks on the 
web link too many times.

5. Other Improvements:
- (PDC-842) Add a new "Sending Option" to send WhatsApp Campaign immediately
- (PDC-840) Any campaign sent to the visitor during the ongoing enquiry, also displaying the content to the agent

https://docs.cinnox.com/docs/how-to-create-dynamic-campaign#creating-whatsapp-campaign
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Demo
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Q & A
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+852 2472 0800

+852 2472 0800

productmanagement@cinnox.com
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