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CINNOX Presentation

V3.9.0 Release Summary

* New Features:

O 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.

New "Replied" message status for Sent WhatsApp Campaigns

Added "Enquiry Origin" in report filter to filter all enquiries from WhatsApp Campaigns
Added "Campaign Response" pie chart in Home Dashboard

e W

New CINNOXBot & Email notifications when a campaign was sent successfully or failed to send.

* Improvements:
O  SMS Delivery Report
O CXOpen API
O Zapier P2
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SMS Delivery Report Improvement

Scope:

Function

CINNOX Page

Platform

1. a. Amend the column title CXDB > Reports > SMS Report > Overview Admin Dashboard
b. Add new column for "Carrier Status" CXDB > Reports > SMS Report > Report Details

2. Improve the overview report Ul & add the | CXDB > Reports > SMS Report > Overview Admin Dashboard

"Carrier Status" figure

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

4. Amend the SMS details report xlIs 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

SMS Report

Overview  Report Details

¥
SMS Sender ID Source Sent By
Preview X

+85292860801 Hong Kong

cCcccc

+886953830559 Taiwan (China)

chad test contact0l &2 7

Recipient Country & Number

Status Send Date & Time

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"

Carrier Network Status

N\

Delivered

Queued

Undelivered

Undelivered

Delivered

Delivered
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SMS Delivery Report Improvement

Overview Report Details
2. Improve the overview report Ul & add the "Carrier Status" figure e | e |12
Total SMS Sent Total SMS Submitted Queued 0 Total SMS Rejectad
Delivered O
» Redesigned the Overview report Ul 4 2 miemso | 2
» Added the Carrier Status details
SMS Delivery Analytics
Status (M800) Carrier Network
Status ® jinmme:i Rejected @ Queued @ Delivered Undelivere:
»  Submitted *  Queued
. . <
* Rejected « Delivered
» Undelivered I \

Location Distribution

Taiwan
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SMS Delivery Report Improvement

3. Add SMS report filter

Carrier Network Status

Details

Details

Details

Filter (0)

Stal

i

All -

Date

Last 7 Days

All SMS Type -

Status

All -

erier Network Status

il -

All v

Queued

Delivered

Undelivered

4. Amend the SMS details report xls

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

I Date Source Sender Name Sender EID Recipient Recipient Country Content Number of SMS  Status Carrier Network Status Last updated date time
MV MW ariFirstiar Fiwi Wann VWTUADDA AN VUEELANLK Im 2207077245723 TLAS IRORRT e wmnr 1 Daiartan M1 200 Ne-28-A1

5. Amend the SMS campaign report xls

+ Added the "Sender EID", "Recipient Country", "Carrier
Network Status" and "Last updated date time" columns

Date and Time (UTC+0) Sender Sender EID Recipient Recipient Country Content Number of SMS Status Carrier Network Status Last updated date time

web link:
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Open APl — 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
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CINNOX Presentation

Open APl — Improvement

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 - Improvement on the existing Get enquiry
v3.9.0 we added the Label ID, enquiry duration and enquiry deep | detail endpoint
link in the response object
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Zapier P2

14
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CINNOX x Zapier Introduction

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

Possible use cases:

Improvement on Zapier phase 2:

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

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

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.
Create an external contact when there is new contact created in HubSpot

o=

(Monday.com Trigger)Specific (CINNOX Action) Send a message to a specific
Column Value Changed in Board CINNOX staff/group space

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

(CINNOX Trigger) Enquiry status changes (e.g. (CINNOX Action) Get enquiry (Monday.com Action) Create new
handling/missed) detail (With enquiry deep link) item

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


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

CINNOX x Zapier phase 1 scope

Scope: Triggers

Funcion————EE  penpion

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

N

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.

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.

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 Campaignh

1.

vk W

Allow users to upload a media file (pdf/ image/ video) to the template header

Added "Replied" message status to count how many enquiries replied to the Sent WhatsApp Campaigns
Added "Enquiry Origin" in the filter to filter all enquiries from WhatsApp Campaigns

Added "Campaign Response" pie chart in Home Dashboard for enquiries from WhatsApp Campaigns
Send CINNOXBot messages & Emails to staff when a campaign was sent successfully or failed to send.

Company Confidential
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360dialog P2 — WhatsApp Enquiry

19

Scope:

Function CINNOX Page Roles Platform

1. Identify enquiries from a WhatsApp Campaign: | (a) Side panel of the enquiry chatroom & the "Channel All ques Dashboard,
(a) Display campaign name in enquiry info. Additional Info." field in Enquiry Report can V|ew. 105, .

(b) Display campaign content in chatroom (b) Enquiry chatroom & Enquiry Overview the enquiry | Android

2. "Restart Conversation Template Message" WhatsApp Channel Detail > Restart Conversation Admin Dashboard
channel settings (support 360dialog WABA only) Template Message

3. "Send Template" in an enquiry chatroom (only | The "Send Template" button will be displayed to the Agent Dashboard

when 24 hrs messaging time limit expires)

agent when the visitor's last message in the enquiry
chatroom is more than 24 hours.

Company Confidential




CINNOX Presentation

360dialog P2

Identify enquiries from a WhatsApp Campaign

1. Replied via "Reply button"

Tony L\ | 5
% Via QA_ Lucas's 360dialog WA Channel ® 0 — ) 2

oo joTTeu e roreT

The visitor enquiry is via 17.060.050 input variables -

header(text)+body+footer+button, sent on Yesterday, created by

Tony Hsu. f
Here is some information about the visitor and the campaign details:

Enquiry Information

CINNOXBot INQ-0003LL  Ongoing

“¥ Broadcast Chat Enquiry

WhatsApp ( QA_ Lucas's 360dialog WA Channel)

Cinnox-test
Name (+886971609210)
Tony Campaign (WhatsApp)
Phone number Campa|gn name 17.060.050 input variables - header(text)+body+fo
+886988319520 515PM oter+button Campaign

+ Label
8% 1 17.060.050 Input
variables fHfiE SRS
=1

RENBERRYT
BITRHZCINNOXRFT_E4RINAE
https://wl.cx{
th.cinnox.com/cx/wZvNekGg !

FHRER 7 AR THRIENZ T

L)' Through WhatsApp
¢ IP Address 34.141.86.219
From TW

Time Created 21/12/2022 05:15:47 PM
1491 1 Time R ded 21/12/2022 06:14:18 PM
Original campaign e Responde

Response Duration 58m 31s

!
A EAEERAECINNOXE S me_ssage_ Content Contact Profile Edit
_ (with variable values)

AENERININEE Q Tony

— 4B o

18h0 ACINNOX L 15 P PROFILE ACTIVITY
Tony [J +886988319520 Y- R

@ w#mromox ..., The button visitor clicked v
Show more information v

2. Replied via "Web link"

e

e

rita visitor 17.040.011
Via Direct Staff Enquiry

CINNOXBot

Visitor joined the room.

12:06 PM

The visitor enquiry is via 12.020.110 - manually input, sent on

Tuesday, created by Rita Li.

Good morning! {{1}}
Wish you a Merry Christmas!

From {{2}} Company

rita visitor 17.040.011

Call Ended

On-net call

01:03

View call log >

12:06 PM

Original message template

used by the campaign

(without variable values)

2:06 PM

Rita Li joined
12:06 PM

12:07 PM

D

L3
-

OB

Enquiry Information

INQ-0003J6  Ongoing

Direct call enquin
Enquired vigWeb link

Staff (Rita Li)

oxctb cinnox com
Campaign (WhatsApp)
12.020.110 - manually input Campaign

+ Label

Through Mobile web

P IP Address 59.120.16.158

From New Taipei City, Taiwan (China)

2 Chinese (Traditional)

Time Created 20/12/2022 12:06:07 PM

Time Responded 20/12/2022 12:06:39 PM

Response Duration 32s

Contact Profile

e rita visitor 17.040.011
e Lead

PROFILE

ACTIVITY

Show more information

Device Information

Company Confidential
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3 6 0 I i I P 2 Select Template X
Q_  search Template All -

"Restart Conversation Template Message" channel setting 6 em(s)selected
(Only support channel source is 360dialog WABA) s o

d h
ek e o
WhatsApp Channel Details i
CHRTES < Channel Details e i
Up to 20 message templates
iy g oL RO o
Basic Information Channel Name : 5360d|alog WA Edit can be Selected
Numbers ha _header_variable zh TW i
Marketing < B EEME0

Social header_variable_button zh_TW

Source Cinnox-test Edit Marketing EHR INNOX:
Email

image_variable zh_HK
Marketing 500d morning! {{1}} Wish you a Merry Ch

Third Party Channel

Routing Setf Set how incoming enquiries from this channel will be distributed to the target ; ’ Edit Fo Bt nTW
outing Settings Alternative Routing one_reply_button zh_
Destinations Marketifc prasml

opt_out_button zh_TW
Marketing FEBE 114
Sticky Routing Bind a visitor to the staff who handled their enquiry. Disabled Edit
release_announcement_doc en_US
Message Settings Display name format Staff first name + last name Edit
Welcome Message Enablec Edit
Restart Conversation Template Message
Away Message Disabled Edit Select WhatsApp message templates for your agents to choose when sending restart conversation message ¥mplate to .
your visitors when the 24-hour message window has lapsed.
Close Enquiry Message Disabled Edit |8 editable
Select Template
! . f—r
Restart Conversation Template Message Edit

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.
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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)

TW-webDesktop-158 °
(® Via %channel-name - - il = l:l * X

Enquiry Information
< INQ - 000408 (Current)

INQ - 000408 Ongoing

Direct Chat Enquiry

i ?
o Anything | can help you?

10:22am Enquired via WhatsApp Campaign
Big Sales Campaign
WhatsApp(John Store)
John Store, +852 xxxxxxxx

v %normal-message
:—:\/:—;I@m error message
10:09 AM + Label

Through Desktop Web
Y%template-msg
10:22am IP Address 147.92.150.197

\\//
From Taiwan
Chinese (Traditional)

Time Created 10/08/2021 02:37:47
Time Responded 06/09/2021 09:53:30
Response Duration 643h 15m 43s

Agents are not allowed to send free-form

messages, only template messages. Visitor Inf9. gelect Template
First Name Q_ Search Temy All Category -
Reached the time limit on WhatsApp }
You can no longer reply to this WhatsApp message as the 24 Send template First N wisteFam S
hours limit from WhatsApp has lapsed. You can still reach the g :
customer by sending a WhatsApp template message. Last N Mother's day English (US)
ast Name 3
Mother's day Chinese (HK)
Mother's day Chinese (TW)

Company Confidential

Tony

§ Via QA_ Lucas's 360dialog WA Channel

e Have some questions.

® NQ-0003LL (Current)

Template message
sent by the agent

. ® [

TR RS 052
BT (L] &l B8
i@ L FXM B L1

Good morning! Tony
Wish you a Merry Christmas!

From CINNOX Company

v thank you.
(<]

®- RO

-

. Select a template from the "Restart Conversation Template

Message" list.
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360dialog P2 — WhatsApp Campaign

23

Scope:
Function (o]\']\'[0) @ FT-{:] Roles Platform
1. "Upload file" to template header Submitted/ Draft/ Sent Campaigns > Create Campaign | Admin Dashboard
> Select Recipients and Edit Template Variables
2. "Replied" message status (only for WhatsApp Campaigns > Sent Campaigns > "Replied" status All Roles Dashboard
Campaign) - Reply via button can view the
- Reply via web link campaign
3. "Enquiry Origin" Filter - Reports > Enquiry Report > Filter All Roles Dashboard,
- Home Dashboard > Filter can view 10S,
- Enquiry Overview > Filter by the enquiry Android
4. "Campaign Response" pie chart Home Dashboard > Campaign Response pie chart All Roles Dashboard
- 1st layer: campaign name can view the
- 2nd layer: channel type campaign
5. CINNOXBot message & Email notification Admin/ Dashboard
Manager/
Leader/ Agent

Company Confidential
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360dialog P2

"Upload file" to template header

Create WhatsApp Campaign > Select Recipients and Edit Template Variables

<

Edit Campaign

0 Information e Content @ Schedule

Select Recipients and Edit Template Variables

You can input recipients one by one or select recipients from the contact list and edit the variables for the template. You can also import a CSV file containing the recipients
and the custom variables

Recipients*

+886 912 571 482, +852 5704 0305 ¢ ¢, +85

ct a Contact R

Allow to add media files by "Upload File" or "Insert file URL" ciear  select from contacts

Guide on how to create a WhatsApp Campaign

Edit Campaign

° Information e Content @ Schedule

Select Recipients and Edit Template Variables

You can input recipients one by one or select recipients from the contact list and edit the variables for the template. You can also import a CSV file containing the recipients
and the custom variables.

Recipients®

+886 912 571 482, +852 5704 0305 e ¢, +8-

Clear Select from Contacts

Header Header
Type: Document Type: Document o s
|&4 ORIGIN.pdf hd
* . . . _
=ploadiblle |_‘ 360dialog Onboarding Setup scenarios.pdf [ ] I!
URL* 1GA, 1,
"ORC B2 5 NMBCINNOXSFRTHAS
https:// WhatsApp Campaign
) FEEHEI 01/05/2023 IR H4}
%43 Admin, MAEEEREFACINNOXE R
Body B EENHBCINNOX R FINAE e o e
Variable {1} WhatsApp Campaign Body )
reble FBaHER 01/05/2023 ER L4 Variable (1}}* )
. A5 AACINNOXE & e
WhatsApp Campaign ;zuﬁ{ﬂj&ﬁﬁ B CINNOXHR Whatshon G ) ERIINEENB
i atsApp Campaign
+ Insert Link RAEE BIEHRE
+ Insert Link

Variable {{2}}*

01/05/2023

Variable {(2))*

01/05/2023

Company Confidential
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360dialog P2

"Replied" message status on Sent Campaigns

Sent Campaigns

Sent Campaigns

al o
Sender

QA_ Lucas's 360dialog WA Channel
RD_K{EHI_US

RD_R{EHI_US

RD_R{EHI_US

QA_MB800SHELLY
QA_MB8OOSHELLY

QA_ Lucas's 360dialog WA Channel
QA_MB8O00SHELLY

QA_ Lucas's 360dialog WA Channel

+852800906254

All

Subject

doc_opt_out
sample_issue_resolution
sample_happy_hour_announcement
sample_happy_hour_announcement
sample_flight_confirmation

1121 _ritatemplate
header_variable_button
one_reply_button

three_reply_button

Total Recipients

2

Delivered

Read

Get Latest Data ‘ Create Campaign

Replied

Pending

Failed

|

|€

|

| €

|€=

|€=

L]

|€=

L]

Message Status

¥

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

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

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

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.)

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

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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Home Dashboard

Dashboard =
] .

Enquiry Overview Filter X

Total Received Total Ongoing Total Missed Total Followed-up
oate

-+ 1850% + z300% » 2000% 0%
156 48 42 5 p— .
Average Ongaing () Average Missed 6) Average Followedup (1)

Enquiy Origin

"Enquiry Origin" Filter u
Popular Channels (e Enquiry |

All v

E R |

nquiry Report F— By [—

q p @ Directory (103%) @ LINE(23%) S .
Response |l Campaign (WhatsApp)

Email (23%) @ Virtual Number (1.1%)

Enquiry Report Campaign (SMS)

Average Fol

Report Details 3 h 1 Matches any labels -
S —— Popular Destinations

Folowedf
@ QA Des-~for Campaign (39.1%) @ DIRECTSTAFF (209%) Selec .
\ e oo S s
— shelly3 (43%) @ Cathie Destination (3.5%) Average Cle
Clear Apply

Q_  Ssearch Enquiry ID 3 Filter (3) >

@ Rita Destination (2.6%) @ Jasonis Group (1.7%) 10h
E o]
Type Channel Type Channel Detail Channel Additional Info nauiry oriom
Campaign (WhatsApp) - . .
. ) WhatsApp CX_Demo (+14109899454) E q y O
t Chat Ei St | | V
et LhatEnguity ocla Summer WA 360 demo Campaign (WhatsApp) n u I r Ve IeW
All
. . WhatsApp =
t Chat Ei S | C WhatsA i
1SR ERGUILY octa QA_ Lucas's 360dialog WA Channel ampadn e b Filter by
060050 INput variaples - neader(text)+body+footer+button G B .
Whoten M800shelly (+886910719204) ENETLERGHIY O - -
d en  Handin loses
ist Chat Enquiry Social QA_MBEESHELLY Campaign (WhatsApp) & ¢
(header: document+footer+button: quick reply) Campaign (WhatsApp) v
WhatsApp Cinnox-test (+886971609210) Moteh All Enquires
ist Chat Enquiry Social QA_ Lucas's 360dialog WA Channel Campalgq (WhatsApp) ) Campaign (SMS) S
(header: video+footer+button: quick reply)
MB800shelly (+886910719204; Q
t Chat Enqui Social WhatsApp c S-eyv(;hm )
et Ghat Enquiry octa QA_MBOOSHELLY ampaign (WhatsApp) Select - EnquiryOrigin Channel Type
shelly campaign
Whoten M800shelly (+886910719204) o A
1st Chat Enquiry Social QA_M8SESHELLY Campaign (WhatsApp) Last Handled Group
verna test - trigger All Last Handled Group
Select v
» ‘ Staff cch.c>‘<-tb cinnox.com SIEC) PR et
all enquiry Web link Vernaqq \ \ HiFivel / / Campaign (WhatsApp)
i Five!
99 test - button Last Handled Party Campaign (WhatsApp)
M800shelly (+886910719204)
Campaign (SMS)
ist Chat Enauirv Social WhatsApp Campbaian (WhatsAbb) Select ¥ ampaign (SMS)

ouration Created Date & Time
Records perpage 10 + 1-10 of 50 > M Clear Apply Al Al

Clear

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.
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360dialog P2

"Campaign Response" pie chart

Home Dashboard

Dashboard

Enquiry Overview

Total Received

1 56 + 1850%

Total Ongoing

48 + 2300%

Average Ongoing (7)

* Click the "Campaign Response"
button to check the response rate
of each campaign within the

selected date range. 1st layer: Campaign Name
* Only when visitors replied to the - Display the total number of enquiries by campaign type
campaign messages by clicking & campaign name

web links or buttons are counted
in the pie Chart, Campaign ResPonse Popular Channels

Total Missed Total Followed-up

42 + 2000% 5 + 400%

@ SMS - test1219 (6.3%) @ WhatsApp - jim_test for dashborad2 (6.3%)

@ WhatsApp - ga wa campiagn - for 24 hr (6.3%)@® WhatsApp - tony tag var (4.8%)

/]
~

Average Missed (6) Average Followed-up (1) Average Closed (9)

Campaign Response

B
~

@ SMS - test1219 (6.3%)

y

Popular Channels Campaign Response

@ WhatsApp - jim_test for dashborad2 (6.3%)

@ WhatsApp - qa wa campiagn - for 24 hr (6.3%)@ WhatsApp - tony tag var (4.8%)

WhatsApp - test 1220 jesse (4.8%)
@ WhatsApp - jim_wa (3.2%)

@ WhatsApp - angela gen enquiry (3.2%)

@® WhatsApp - test 1220 jesse (3.2%)

@ WhatsApp - wacampaigna - max (3.2%)

Popular Destinations

\

@ QA Des - for Campaign (39.1%)
@ AngelafE[ (12.2%)

shelly 3 (4.3%)
@ Rita Destination (2.6%)

©® summer (1.7%)

@ DIRECTSTAFF (20.9%)
@ jesse staff (5.2%)

@ Cathie Destination (3.5%)
@ howie 1(1.7%)

others (8.7%)

= WhatsApp - test 1220 jesse (4.8%) ©® WhatsApp - test 1220 jesse (3.2%)
@ WhatsApp - jim_wa (3.2%) @ WhatsApp - wacampaigna - max (3.2%)
Total Closed @ WhatsApp - angela gen enquiry (3.2%) SMS - Others (58.7%)
63 + 1475%
Detailed Report > 2nd layer: Channel Types
- Display the total number of enquiries for the selected
Enquiry Performance campaign name by channel type

Average Response Duration

'I 23 + 80.5%

Response Rate (64.7%)

Campaign Response > test 1220 jesse Popular Channels Campaign Response

@ Web Link - Jesse tag1 (50%) @ WhatsApp - QA_M800SHELLY (50%)

Average Followed-up Duration

3h 1m 5s - wn

Followed-up Rate (1.4%)

 Staff can monitor peak periods and duration of campaign

Average Closed Duration responses .
10h 51m 38s - e « Understand what kind of channel type their target recipients
prefer and redesign their campaign content to get high

response rate.
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360dialog P2

CINNOXBot message & Email notifications

CINNOXBot message Email

o CINNOXBot ‘allalale)
CINNOXBot
CINNOX
cINNox
Transforming Customer Experience across Every Touchpoint
©
Dear Summer Chen,

The WhatsApp Campaign sdvdvvy created by Josh Fu was successfully

The WhatsApp Campaign test wa campaign 1221 jesse created by Jesse 1 was successfully executed and sent on 12/21/2022 08:00 PM UTC+08:00.

executed and sent on 12/21/2022 03:00 PM UTC+08:00. Please check the campaign details: Please check the campaign details by clicking this link:

https://tpoffice.cx-tb.cinnox.com/#/campaign/smart-message/sent/detail/d639e641-dalc https://tpoffice.cx—tb.cinnox.com/#/campaign/smart—

4de6-aebb-ed86aca2fa96. message/sent/detail/9f178110-abb6-4686-b929-ab96544582e9.
CINNOX Thank you,

CINNOX

@ Transforming Customer Experience across Every Touchpoint
Your CINNOX team

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

Talk To Us | FAQ | Privacy Policy | Term of Service

©2022 M800 Limited. All rights reserved.
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360dialog P2

Other details & limitations

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

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