
CONVERSATIONS
Agent Training Guide

WELCOME TO CONVERSATIONS! 

As an Agent of Conversations, we want to provide you with the toolkit needed to 
successfully answer chats. This Training Guide will assist you in the why, the what, and 

the how in working as an Agent answering chats in Conversations! 

Join our Live Workshop!

We wanted to make our Guide as interactive as possible! 
The following icons will appear throughout this Guide, so we want to introduce you to 

them here!

Play a Video!

When you see this icon, 
follow the link to watch a 

video!

Best Practices

How to is important, but we 
didn’t want to leave out the 

strategy!

Check Your Knowledge

We’ve set up knowledge 
checks along the way for you 

to test your know-how!

How-To Summary

Look for our How-To’s for a brief 
summary of specific features 

within Conversations!

Home
Click the home button to navigate back to the Table of Contents 
(located on the next page). From the Table of Contents, you will be 
able to quickly view new sections.

https://calendly.com/conversations_di/conversations-agents-lets-chat
https://calendly.com/conversations_di/conversations-agents-lets-chat
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AGENT

Conversations can be accessed by navigating 
to: https://conversations.dealerinspire.com/ on 
Google Chrome.

When you are registered as a user, you should 
have received an activation email to set your 
password.

Meet Joe! Joe is a new dealer at his Dealership, DI Motors, and has just been set up 
with a login for Conversations. 

We’ll walk Joe through the entire process... starting with logging in!

1. Navigate to 
conversations.dealerinspire.com

2. Enter your email address as a 
username

3. Enter the password you set up
4. Reset your password as needed

Best Practice

Bookmark the URL ☆
conversations.dealerinspire.com

… to easily navigate back each time 
you log on!

Chrome is the recommended browser!

How-To Login

If you ever forget your password, click “Forgot 
your password?” to reset it. 

You will receive an email from Conversations 
with instructions on how to reset your 
password. 

If you need to get someone set up with a 
username, email Conversations Support at: 
conversationssupport@dealerinspire.com

Logging in to 
Conversations

mailto:conversationssupport@dealerinspire.com


AGENT

3. The next step is to install the Chrome Extension so that you can get notified when customers 
are looking to chat on your site

● This is only for desktop, not for mobile

2. Upload a picture of yourself by dragging and dropping an image 
from your desktop or by clicking the image and uploading from 
your computer

1. Click your name in the upper right-hand corner and select Edit 
Profile

Joe is now logged in to Conversations! 🎊

Now he needs to make sure to set up his profile and do the initial setup if he wants to 
receive chats from customers.

Once you see      you’re all set to receive notifications like the one below, when 
customers are looking to chat on your site:

Recommended Image Size
Images 140px square or 
greater will look best,  but 
222px square is preferred

Setting up to
Receive Chats

4. Once you’ve installed your extension, refresh the screen on 
your profile

https://chrome.google.com/webstore/detail/dealer-inspire-conversati/cjdkbdckofhgekglchbeaacbodmfdglg
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5. Once your picture is uploaded and you see the Extension Installed 
like Joe to the right, click your name in the top right-hand corner 
again, now click “🗨 Chat”

6. You will only be able to receive chats from the Chat screen, not 
while in Edit Profile or Account Admin

1. Click your name in the upper right-hand 
corner, then choose “Profile”

2. Upload a photo and save changes
3. Install the Chrome Extension
4. Refresh page
5. Flip to the “Chat” screen
6. Make sure you’re set to Available

Best Practice

It might seem like a simple step, but 
adding that profile picture helps 
customers feel like they’re talking to a 
real-live person! 

They’ll be more likely to chat with you, 
and less likely to bounce from your site!

How-To Set Up to Receive Chats

Finally, set your availability to Available.

🟢  Available - will receive all incoming chats/transfers

🟡  Away - blocks new customer Conversations; you can receive transfers and internal chats

🔴  Do Not Disturb - will block all incoming chats and transfers

⚠ Note: If you’re still not receiving chats, ask an Admin to check: 

1. That you’re set up on a Team
2. That your Team Hours are appropriately set

Setting up to
Receive Chats

https://chrome.google.com/webstore/detail/dealer-inspire-conversati/cjdkbdckofhgekglchbeaacbodmfdglg
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Joe is logged in, set up his profile, and is set to receive chats.
Now he needs a quick tour of the Conversations Dashboard before he gets to 
answering chats! 

1

3 4 5
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7

2

1. The Side Chat Bar - This is where your 
incoming and current chats will be listed

2. Customer Chat Window - When you click 
into a chat (1), you will be able to interact 
with the customer here

3. Status Bar - Set your availability here
4. View Your Scores - See how your points 

compare to other Agents

5. Click Your Name to Toggle between 
views in Conversations

6. Internal Message - Start an Internal 
Message between you and another 
Agent/Admin

7. Outbound SMS - Follow up on a previous 
chat or add a new contact to follow up on 
a lead from another source

Now we’ll go into each section a bit more in depth.

The Conversations
Dashboard
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1. The Side Chat Bar
New chats that have not been accepted yet will appear in green (shown above). You will see…

● If the customer name is available, or if the agent has collected that information, it will display 
on each tab. If no information is available it will be labeled “Unknown Visitor.”

● If you have multiple locations, you will be able to identify what site the customer is coming 
from.

● Each customer has a timer underneath their location. If you are waiting on them, it will show 
you how long you have been waiting for. If the customer is waiting for you to answer, the 
timer will change from grey to red and a second notification will pop up after the customer 
has been waiting for 1 minute.

● An icon telling you how they’re viewing your site, whether on desktop or on mobile

2. Customer Chat Window
When you click into a chat on the left, the chat screen will populate in the center screen.

2

Side Chat Bar and
Customer Chat Window
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4. View Your Scores
Keep track of your Scores, and don’t be afraid to get 
competitive! 

View Your Scores will show you…
●  the percentage of visitors you’ve connected with
● the average length of your Conversations
● the average time to accept Conversations
● your points for…

○ this Conversation
○ the month (on average)
○ all time (on average)

3

4

3. Status Bar

Available → You will receive all incoming chats/transfers

Away → You  will only receive internal transfers

Do Not Disturb → You  will block all incoming chats

5

5. Click Your Name to toggle between:
● Your Chat Screen 
● Profile 
● Account Admin
● Logging Out

10 points ● Appointment - agent message has the word ‘appointment’ in it
● Contact information received

5 points ● Visitor message received - points every time a visitor responds

1 point ● For Attachments - sent any item from the Glove Compartment

How are Agent Scores Calculated?

Status Bar,
Scores, and Name



AGENT

6

6. New Internal Message

Internal messaging resides in the bottom left corner.

To initiate a new internal message, just search for a team member in the list and click on their name.

You will quickly be able to see who is Available, Away, in Do Not Disturb, and who is offline (grayed 
out).

New Internal Message

The chat will show up in your Chat Window, and you will have access to the following tools 
during your 1-on-1 chat: Hotkeys, Upload an Image, and In-Chat Translation (shown right).

(For more information on what these tools do, check out our section on the Chat 
Toolbar).
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7. Outbound SMS

Outbound SMS allows you to initiate text message Conversations with your customers, straight 
from Conversations on desktop or mobile.

The customer will receive a standard opt-out text, but otherwise it will work just like a typical 
Conversations chat. You and your team can use all of the same features and tools that you would in 
a regular chat.

Best Practice

1. Have a phone number for a customer 
from another source?  Create the lead and 
follow up directly in Conversations!

2. Use Outbound SMS + Hotkeys to ask sold 
customers for reviews!

1. Start New Chat
2. Select or Create Customer
3. Choose a Department to send the text 

from
4. Type and Send Your Message

How-To Send an Outbound SMS

For a more in-depth how-to, see the next page...

Outbound SMS

7
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How-To Send an Outbound SMS

1. From the Chat Screen, select Start New Chat 
2. Select Your Customer

a. If the customer is already a contact in Conversations, you can simply search for their 
name, and then click “New Text.” (See A below)

b. If the customer is not yet in the list, click “Create New Customer” and add in the 
customer’s contact information to start a new chat. (See B below)

3. After you’ve clicked “New Text,” you will be prompted to choose the department that your 
message is regarding. (Shown above in A)

4. Next, type and send your message. This will bring you to the chat screen, so you can 
continue chatting and sharing resources with the customer.

All the usual Conversations tools are available to 
you, except for Live Video because your visitor 
can’t engage in live video through SMS.

● There will be a standard “Opt Out” 
message sent to your customer, as in the 
following example: 

● If the customer chooses to opt out of the 
texts, you will receive an error message if 
you attempt to message them again in 
the future.

A B

Outbound SMS
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The customer will be greeted by a basic bot that invites them 
to choose a team to chat with. This is why being set up as a 
part of a team is so important!

All available members of the selected team will then receive a 
notification. Chats are first come, first serve, so the first person 
to click ‘Accept’ will claim the Conversation and begin chatting 
with the customer.

NOTE: It is important to ensure that you have installed your 
Chrome Notifications Extension, because this will ensure that 
you receive large pop-up notifications for incoming chats. 

REMINDER MESSAGES

This notification will pop up in the bottom right hand corner of 
the screen after the visitor has been waiting on your response 
for a minute and every time you receive a new message from 
the visitor.

This message will appear as a pop-up regardless of 
what tab you are in.

Joe feels pretty comfortable navigating the Conversations Dashboard, and is 
now ready to receive chats. 
Let’s take a look at the process of answering a chat now that a customer →         
is looking to chat on the DI Motors website!

Answering a Chat

https://chrome.google.com/webstore/detail/dealer-inspire-conversati/cjdkbdckofhgekglchbeaacbodmfdglg
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QUESTIONS 
AnaBot will ask:

1. What year is your current vehicle?
2. What make is it?
3. What model?
4. What trim?
5. How many miles/kilometers are on it?

Then the customer will be given an estimate (including a link to 
Trade Pending - Ex: https://dily.io/co/Mof7TY) and be asked if 
they would like to talk to a sales representative.

●  If they respond with “yes”, an Agent will be notified
● If they respond with “no”, the chat will be ended

VIN
If the customer selects to provide the VIN, they will may be asked 
some additional questions to narrow down the vehicle, but it will 
provide them with a similar estimate, powered by Trade Pending. 
They will also be asked, once an estimate is provided, if they 
would like to speak to a sales representative. 

Joe notices that on the customer’s end they are prompted to choose between the teams 
that are set up: Sales and Service, but that there is another option for “Sell or Trade In”. 
He wants to know more about what happens when a customer clicks this and is curious 
when that might lead to a sale!

Questions Flow Example

AnaBot 
Trade-In Flow

If the customer chooses the “Sell or Trade In” option, they will be prompted respond how they 
would like to value that Trade In. The customer can choose to answer questions about their vehicle 
or simply provide their VIN. 

https://dily.io/co/Mof7TY


It’s time to check your knowledge to see how 
you’re doing!

1. To log into Conversations, head to...

a. conversations.dealerinspire.com
b. di.conversations.com
c. dealerinspire-conversations.com
d. conversations.com

2. If you want to receive incoming chats, 
you need to be...

a. set to Away
b. in Account Admin
c. on the Chat screen
d. logged out of Conversations

3. Incoming chats… 

a. only go to Admins
b. are first come, first served for all 

Agents on that team
c. will be automatically accepted
d. are assigned to Agents, 

round-robin

4. Within Outbound SMS, you can… 

a. create a new customer within 
Conversations

b. send a text even after a customer 
opts out

c. live video chat
d. only message existing customers

REVIEW
What we covered in this section:

Logging in to Conversations
Setting up to Receive Chats
Conversations Dashboard
Answering a Chat

CHECK YOUR KNOWLEDGE

Answers: 1-A, 2-C, 3-B, 4-A

OWN YOUR CONVERSATIONS
SELF-MANAGED CHAT STRATEGIES

Check your answers at the bottom of the page… 
how’d you do?

“I got them all right!” 
🟢  Move on to the next section

“I missed 1-2.” 
🟡  It might be good to review what you 
missed

“I missed 3-4.” 
🔴  Review the content linked above

https://www.dealerinspire.com/best-dealership-chat-practices-strategy/
https://www.dealerinspire.com/best-dealership-chat-practices-strategy/
https://www.dealerinspire.com/best-dealership-chat-practices-strategy/
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The Chat Toolbar is comprised of:

Hotkeys

Explode to Text

Transfer

Upload Image

Live Chat

In-Chat Translation

Online Shopper Garage

Joe is getting better at navigating Conversations and knows how to answer chats. Now, 
to use all the functionalities Conversations offers, Joe will master the Chat Toolbar.

The Chat Toolbar is comprised of multiple functions to take chats to the next level.

The Chat Toolbar, shown below in green, is located to the right side of the chat conversation and 
offers 5 functions to increase the efficiency, accuracy, and effectiveness of your chats!

Best Practice

Not every tool within the Chat Toolbar will 
work for every chat!

Establish with your team when to use each 
one to maximize efficiency!

Chat Toolbar

#
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Joe is in a hurry, but wants to stay professional and concise with the customer he’s 
chatting with. He also wants to keep customers from bouncing from DI Motors’ site!

In order to ensure quick, accurate, and personable responses, Joe can use the 
Hotkey function to populate templated responses.

What is a Hotkey?

Hotkeys are templated responses you can use to start a conversation or keep one going. 
Hotkeys ensure quick response-time and professional, fool-proof starters. These are 
customizable to fit the needs of the dealership, but must be created by an Admin in the 
backend. 

To Send a Hotkey

1. Click on the Lightning Bolt icon on the Chat Toolbar

2. If there are many Hotkeys, you can search by category or by using keywords

3. Select message to populate it within your chat send bar

Chat Toolbar:
Hotkeys 
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A Shortcut to Hotkeys

You can also access Hotkeys by adding a forward slash ( / ) into the “Start Chatting!” box. 
Hotkeys will appear above. 

Option 1:
1. Select the Lightning Bolt to access 

Hotkeys
2. Search for your Hotkey
3. Select the Hotkey you want to send

Option 2:
1. Type / in the chat to access Hotkeys
2. Option to type the keyword to pull up 

your desired Hotkey
3. Select the Hotkey you want to send

Best Practice

Establish Hotkeys that you will use as a 
team! 

Clearly define when each Hotkey should 
be sent, that way you can effectively 
handle chats!

Looking for a hot Hotkey? → Check 
these out!

How-To Send a Hotkey

= shortcut to type after the forward slash / to search for this Hotkey

As you begin writing your selected shortcut, options will populate above the chat, shown above. 

Click or use the keyboard ⇧⇩ to select the Hotkey you want to use, then press Send.

Chat Toolbar:
Hotkeys 

https://drive.google.com/file/d/1DPh58o1a0OvfsVVkyZBPjaG4N_ItsDrj/view?usp=sharing
https://drive.google.com/file/d/1DPh58o1a0OvfsVVkyZBPjaG4N_ItsDrj/view?usp=sharing


AGENT

Explode to Text offers Joe the ability to quickly and accurately fill in the lead form 
to the right of the chat box.

Explode to Text is useful for efficiently adding contact information into your CRM lead form 
while also ensuring accuracy of spelling when adding the name, phone number, and email 
address.

This feature puts individual boxes over each word.  When the box is clicked, a drop-down 
menu appears. 

Click on which category reflects the word in the box:

● First Name
● Last Name
● Email
● Mobile Phone
● Home Phone

Chat Toolbar:
Explode to Text 
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1. Select the Explode to Text icon
2. Select the box to fill into the Lead Form
3. Choose the category of that information 

(First Name, Last Name, Email, etc…)
4. To close Explode to Text, select the icon 

once again

How-To Use Explode to Text

Once clicked in the Chat Window, the fields will automatically populate into the Lead Form to 
save their contact information. 

We clicked the box next to Pam, and selected “First Name”. For Williams, we selected “Last 
Name”.  Note how “Unknown Visitor” turns into “Pam Williams”.

Lead Form

Before After

Best Practice

If you sense the customer is hesitant to 
share information, continue offering them 
help for now.

Subtly request later in the conversation 
that they share information in the case 
that you might be able provide more 
assistance to them in the future.

Chat Toolbar:
Explode to Text 



AGENT

The customer reached out to Joe in Sales, but actually needs to talk with Barbara 
in Service. Using the Transfer feature, Joe will transfer the chat to Barbara to 
answer the customer’s questions. If he wanted to just loop Barbara into the 
current conversation, he can do that, too!

When clicking the Transfer button, a list of other agents from your dealership, sorted by 
department will populate below the chat where the Glove Compartment is located. 

By clicking Shout, Conversations will 
send an alert to all available Agents. 
The first to accept will be looped in!

When you send a Transfer, you will 
receive a notification in the top, 
right-hand corner of the screen 
notifying you that your Transfer 
Request has been sent. (below)

● The Agents will be listed by...
○ Dealership (if you have multiple dealerships within your group)
○ Team

● All Agents that are set to Available or Away will appear in this list, under the word 
Shout

Chat Toolbar:
Transfer 
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The Agent/Agents will be alerted, and prompted to accept the Invitation.

The person who accepts the invitation will be brought into the chat. You will be notified within 
the chat when someone joins successfully.

Once the other Agent/Admin  joins the chat, you can stay in the 3-way chat, or you can leave 
by clicking the       . When you or the other Agent/Admin leaves, the conversation with the 
customer will continue as a two-way chat.

1. Click the Transfer icon
2. Select the Agent to loop them In (or 

Shout to ping all Agents)

How-To Transfer a Chat

The remaining Agent will be notified when the other Agent leaves the chat.

Chat Toolbar:
Transfer 

3. They will be notified to join
4. You can leave the Conversations by 

clicking the red X once they join
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The customer Joe is chatting with requested a photo of a car from the 
dealerships’ lot. Using the Upload an Image feature in the Chat Toolbar, Joe 
can quickly send a photo directly from his computer, straight to the customer!

1. Click the Upload an Image icon to drag a file from your desktop into the box, or 
click on the box and upload a file from your computer

2. Once the image populates (shown right), click upload

3. The image will attach to the chat (below)

4. Click the green Send button

Chat Toolbar:
Upload an Image 
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Once this picture is sent, the Agent and Customer will both see the image populate in their 
chat.

See below for a preview of how images populate in chats. 

1. Click the Upload an Image icon
2. Drag and drop an image or click to 

upload from your computer
3. The image will populate
4. Click Upload
5. The image will attach to the chat
6. Send

Best Practice

For images that haven’t been loaded into 
the Glove Compartment by an Admin, 
using the Upload an Image feature is a 
great workaround for Agents!

How-To Upload an Image

Agent View Customer View

Chat Toolbar:
Upload an Image 
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Joe can take his conversation to the next level with the Live Chat feature in the 
Chat Toolbar. Live Chat allows Joe (the dealer) to initiate a live video conversation 
with the customer. So, Joe can create a more personalized experience with that 
face-to-face interaction.

Best Practice
If the customer is able to, use Live Chat to build that face-to-face connection. 😁
Just because you are communicating remotely does not mean that you can’t have a semi- 
traditional meet and greet! Just ask them if they would like to live video chat with you first!

1. Click on the Live Chat video icon

● This will open up your video chat to 
the right and shift the lead form down

2. Click Request Live Video (right)

3. The first time you request a live video, you 
must enable your computer microphone and 
camera

Chat Toolbar:
Live Chat
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1. Click Live Chat in the Chat Toolbar
2. Click Request Live Video
3. Enable Camera/Microphone for the first use
4. Wait for the customer to join by clicking Start 

Video
5. Enjoy the face-to-face interaction! 😄
6. End by pressing the X

How-To Start a Live Chat

On the customer’s end, they will receive an invitation to your 
video request. Once they accept by clicking Start Video, the 
video chat will begin at the top of the chat. 

4. The Agent will be able to turn their camera and 
microphone on/off within the chat screen, and can end 
the video chat by pressing the red X (below)

Agent View Customer View

Agent

Customer

Your face here!

Chat Toolbar:
Live Chat
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Joe is communicating with a customer who is a native German speaker. To connect 
with the customer accurately and appropriately, Joe will use the In-Chat Translation 
tool - where all this messages will translate to German, and the customer’s 
messages will translate to English!  Now he can capture that lead despite the 
language barrier!

With In-Chat Translation, an agent and customer are able to communicate effectively even when 
speaking different languages!

We will continue with our German example to show you how to use In-Chat Translation in your 
chats!

The customer just sent this message

1. Select the In-Chat Translation icon

2. The In-Chat Translation will recognize which language the customer is speaking (to a 
percent of certainty). Select the language and click Translate. 

You can also hover your cursor over the translated text to see the original. 

Chat Toolbar:
In-Chat Translation
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1. When you see a foreign language, click 
the In-Chat Translation icon

2. Select the language
3. Click Translate
4. Type a response in your primary 

language

How-To Translate Your Chats

When the In-Chat Translation is enabled, an orange 
circle will appear on the icon. 

You can turn this feature off by clicking the icon, then 
the Show Original button. When In-Chat Translation is 
off,  the orange circle will disappear.

This tool does not just translate what the customer 
sends you, but it will also translate your response from 
your native language into the selected foreign language. 
See the example below. Customer View

Chat Toolbar:
In-Chat Translation

Note: You can always toggle back to see the original by selecting the icon once again and 
choosing Show Original. 

Agent View



It’s time to check your knowledge to see how 
you’re doing!

1. What shortcut can you use to access 
Hotkeys?

a. + (plus sign)
b. / (forward slash)
c. = (equals sign)
d. @ (at)

2. What happens when you start a live chat?
a. You automatically show up on the 

customer’s screen.
b. The chat ends and switches to 

video on your phone.
c. The customer will need to refresh.
d. The customer is prompted to start 

a video chat.

3. What does the orange circle next to 
In-Chat Translation mean?

a. Translation is off
b. Translation needs to buffer 
c. Translation is broken
d. Translation is on

4. Which feature allows you to easily collect 
customer info for your lead form?

a. Transfer
b. Hotkeys
c. Explode to Text
d. Live Chat

5. Where are images uploaded from in the 
Upload an Image tool?

a. Your computer
b. The cloud
c. The Glove Compartment
d. Your phone

REVIEW
What we covered in this section:

Chat Toolbar
Hotkeys
Explode to Text
Transfer
Upload an Image
Live Chat
In-Chat Translation

CHECK YOUR KNOWLEDGE

Answers: 1-B, 2-D, 3-D, 4-C, 5-A

HOW TO CHAT AND TEXT IN 
(ALMOST) EVERY LANGUAGE

AGENT

Check your answers at the bottom of the page… 
how’d you do?

“I got them all right!” 
🟢  Move on to the next section

“I missed a few.” 
🟡  It might be good to review what you 
missed

“I missed most, if not all of them.” 
🔴  Review the content linked above

https://www.dealerinspire.com/trainingvideo/dealership-chat-translation-spanish-french/
https://www.dealerinspire.com/trainingvideo/dealership-chat-translation-spanish-french/
https://www.dealerinspire.com/trainingvideo/dealership-chat-translation-spanish-french/


Joe has been chatting with his customer, Billy Bobson, and it’s clear that they are 
looking for more information on a specific vehicle. Joe has the ability to send over 
vehicle information, videos, PDFs, incentives, accolades, brochures, and even Youtube 
videos… all within Conversations!

The Glove Compartment facilitates sales while having a Conversation with your customer. You 
have access to a variety of resources from inventory, incentives to YouTube videos and more. 

What you’ll find in the Glove Compartment:
(It’s more exciting than new registration and old maps, we promise!)

● Inventory   

● Files    

● YouTube

⚠ Note: All files that you would like to have access to within the Glove Compartment must be 
uploaded into Conversations by an Admin at your dealership.

DID YOU KNOW?

Everything within the Glove 
Compartment is Click, Drag, 
and Droppable! 

They will look like attachments when dropped into the “Start Chatting” box! Just hit Send!

Glove Compartment:
Overview

AGENT



Joe is talking with a customer who wants to see a used RAV4 from their lot. Because his  
website inventory feed is integrated with Conversations, he can use the Inventory 
feature in the Glove Compartment to send the customer cars from their lot in real time. 

Your vehicle inventory feed is integrated into Conversations, so you can easily let customers know 
what you have in stock. We update it every hour to ensure you have the most current information 
available.

You can search various terms to find the exact vehicle your customer is looking for: 

● Year
● Make 
● Model

– just about anything! 

When you’ve found a vehicle to share, just click and drag it into the message of the Conversation.

● Color
● Stock number
● VIN 

Glove Compartment:
Inventory

AGENT



Joe is talking with a customer who is interested in a car on their lot, but wants to read up 
on more information about the vehicle. Joe can provide the customer with files -- in this 
case, a .pdf of specs on the vehicle.

In the File section of the Glove Compartment, you will have access to a variety of information such 
as vehicle accolades, incentives, brochures, etc.

These files might be accolades, images, promos, vidoes, deals, awards. Basically, any takeaway you 
would like your customers to have!

You can search, drag and drop into the Start Chatting box! Supported File Types
● .pdf
● .mp4
●  jpg

Customer View of Video When Sent

Videos sent from Files will play within the chat screen 
for the customer. See the example to the right of what a 
customer sees when a video is sent. 

Images will also appear directly in the chat screen for 
the customer. PDFs will open in a new tab when clicked.

Clicking a PDF will not end the chat for the customer.

Best Practice:
Using files is a great way to include a 
personal piece of your dealership for 
the customer. This feature a great 
way to break up the conversation 
with interactive and helpful files! 

Supported File Types: 
● .pdf
● .mp4
●  jpg

Glove Compartment:
Files

AGENT



Joe will use the YouTube feature in the Glove Compartment to send the customer some 
specifically dealer-branded material. YouTube videos from your dealership channel  are a 
great way to deliver  a different, unique  type of media for your customer.

Best Practice

If you have a Youtube channel for your dealership, fill it up with videos showing 
customers what they can expect working with you!

Send those brand promises like what it’s like to walk the lot with a Salesperson.

Conversations can also be integrated with your dealership’s YouTube channel, so you can share any 
video on your channel with your customers. 

Just click and drag the video into the message area of your Conversation. 

The customer can click on the video and it will open in a new tab, leaving their Conversations 
window open.

Agent View Customer View

Glove Compartment:
YouTube

AGENT



It’s time to check your knowledge to see how you’re 
doing!

1. Which file types can be sent from the Glove 
Compartment?

a. .pdf’s
b. .mp4’s
c. .jpg’s
d. all of the above

2. What happens when you send over a 
Youtube video?

a. It will not play, but can be copied and 
pasted.

b. When clicked, it will open and play in 
a new tab.

c. It will play with no sound.
d. It will automatically play.

3. Which of the following is true of the Glove 
Compartment?

a. Everything is click, drag, and 
droppable!

b. Everything has to be copied and 
pasted into the chat.

c. You cannot send vehicles.
d. Only Admins can send files.

REVIEW
What we covered in this section:

Glove Compartment
Inventory
Files
Youtube

Answers: 1-D, 2-B, 3-A

HOW TO NOT HAVE AWKWARD 
CONVERSATIONS

AGENT

Check your answers at the bottom of the page… 
how’d you do?

“I got them all right!” 
🟢  Move on to the next section

“I missed 1-2.” 
🟡  It might be good to review what you 
missed

“I missed 3-4.” 
🔴  Review the content linked above

CHECK YOUR KNOWLEDGE

https://www.dealerinspire.com/trainingvideo/make-send-videos-conversations/
https://www.dealerinspire.com/trainingvideo/make-send-videos-conversations/
https://www.dealerinspire.com/trainingvideo/make-send-videos-conversations/


Joe’s customer has not responded in a while, and he’s looking to end the chat so that 
the Lead form will save to the CRM. We’ll walk through what ending the chat looks like 
for Joe, why it’s important for saving to the CRM, and how the customer can end a chat.

When you are looking to end a conversation, press the large red X in the Chat Window, shown 
below.

Pressing the X will end the 
conversation, and you will no longer 
be able to chat with the customer. 

You will, however, still be able to:

1. See the conversation’s history

2. Use the Explode to Text 
feature to fill out the lead form 
(highlighted to the left)

3. Translate the conversation 
using the In-Chat Translation 
Tool (highlighted to the left)

Behind the Curtain 

Wonder what it looks like on the 
customer side? 

Keep reading for a look into what the 
customer sees when they end a 
chat!

Ending a Chat

AGENT



The customer has been inactive for a long time, so Joe has ended the chat.

For Joe to save this lead to the CRM, he needs to check that the lead form has at least 3 
pieces of information and click Save to CRM.

Best Practice

Conversations will send the lead as 
many times as the button is clicked. Your 
CRM’s de-duplication business rules 
should recognize the lead as a duplicate, 
and append the info to the existing lead 
instead creating a new one.

Ending a chat will display the Save to CRM button below your lead form. After the chat has ended, 
click the button with at least 3 pieces of information filled out: First Name, Last Name, and either 
Email or Phone Number.

On the previous page, we showed that the Explode to Text and In-Chat Translation tools were still 
available once the chat was ended. This is to allow you to fill out the lead form, even after the chat 
ends.

Saving to the CRM

AGENT

You have the option to fill in any CRM Notes, 
which allows you to fill out notes for the 
conversation. 

Note that each time this shopper initiates 
a chat or you reach back out via 
Outbound SMS, you will have the option 
to submit new CRM Notes.

You can select the CRM you would like to save 
to, here it defaulted to the team that my shopper 
reached out to, “Primary (Sales)”.

Click Save To CRM and you will see a 
notification that the Lead has been sent. Note 
that the Save To CRM button has also changed 
to a green Saved to CRM button. 



For the Customer, when they are ready to end the chat, 
they will…

1. Choose the three dots ••• in the top right corner

2. Click X End Chat

3. Answer that they’re sure they want to end the chat

4. Be prompted to take a survey

● Anything less than the Green Smiley gets 
flagged for the main person receiving chat 
transcripts for your team at the dealership

● Who the transcripts are sent to is set up in 
the backend of Conversations by an Admin

Joe has been chatting with his customer, but the customer is ready to end the chat.
We’ll take you behind the scenes so you can see what the customer sees when they’re 
ending the chat. 

Best Practice

Set a person at the dealership to follow up 
on Conversations that got flagged!

This is your chance to create some brand 
loyalty! 

When a Customer
Ends a Chat

AGENT

5. After they take the survey, they will click Close 
Conversation, and they can even start a new one



It’s time to check your knowledge to see how 
you’re doing!

1. When a chat is ended...

a. the customer will see a survey
b. you can still message the 

shopper
c. all tools in the Toolbar are still 

accessible
d. you will no longer be able to read 

the Conversation

2. For a lead to send to the CRM at the 
time the chat ends, you need...

a. 4 pieces of information
b. 3 pieces of information
c. the first and last name
d. to have the entire form filled out

3. When a customer wants to end a chat...

a. they click the three dots in the 
top, right-hand corner

b. they click the X in the top, 
right-hand corner

c. they navigate to a different page
d. they call the dealership and 

initiate the end-chat sequence

REVIEW
What we covered in this section:

Ending a Chat
Saving to the CRM
When a Customer Ends a Chat

CHECK YOUR KNOWLEDGE

Answers: 1-A, 2-B, 3-A

HOW TO HAVE CONVERSATIONS 
THAT SELL CARS RIGHT NOW

AGENT

Check your answers at the bottom of the page… 
how’d you do?

“I got them all right!” 
🟢  Move on to the next section

“I missed one” 
🟡  It might be good to review what you 
missed

“I missed 2-3.” 
🔴  Review the content linked above

https://www.dealerinspire.com/chat-car-sales-coronavirus/
https://www.dealerinspire.com/chat-car-sales-coronavirus/
https://www.dealerinspire.com/chat-car-sales-coronavirus/


Navigate to the backend by clicking your name in the top, 
right-hand corner and select Account Admin.

Here you will be able to access the following sections:

● My Profile

● Dashboard

○ This will be the page you are defaulted to

● Conversation History

● Summary Report

● Live Agent Status

In the upcoming pages, we will go into depth on each 
section.

Best Practice

⚠ Remember that you will not receive chats 
unless you are in the Chat Screen. 

So if you flip to Account Admin or Edit Profile, make 
sure to flip back to Chat if you want to receive 
chats!

Even though Joe is an Agent, he can still access some of the reporting in the backend of 
Conversations by navigating to Account Admin. Here he will be able to see various 
dashboards and access different reporting. 

Account Admin
for Agents

AGENT



Within My Profile, you can:
1. Change your… 

a. Password
b. Locale (English, Spanish, French)
c. Timezone

2. Update your profile picture by clicking...
a. Your existing picture
b. Remove 
c. Change

Joe wants to make sure that all of the information in his Profile is correct.

From here, he can make updates to his name, contact information, profile picture, and 
even settings like password, main language, and timezone.

1

2

3

3. Change your… 
a. First Name
b. Last Name
c. Email
d. Phone Number

Don’t forget to save your changes as you make 
updates!

Account Admin:
My Profile

AGENT



In the Dashboard, you will see a high-level summary of chats for your dealership, rolling for the last 
24 hours.

Joe wants to see the number of chats for the last 24 hours on his site. 

He can head into the Dashboard and view a high level overview of the chats on his site.

Multiple locations will show up here if 
you are associated with more than one 
dealership. Click “View Dashboard” to 
drill down to view the dashboard for 
that dealership.

See Percentage of Chats answered today, Average 
Conversation Length, and Average Visitor Wait Time

Hover your cursor over the graph to get more 
information about the number of chats by 
hour.

Account Admin:
Dashboard

AGENT



At the top of the Dashboard, you will see Total Chats, Answered Chats, Interactive Chats, Missed 
Chats, and Leads (broken into interactive Conversions and Conversions).

What is an Interactive Chat?

An Interactive Chat occurs when a visitor has sent at least one message to an Agent after 
escalation.

An escalation happens when the visitor is passed to an agent. Some clients have managed chat, 
some don’t. This is when the chat is handed off to a real person. (Dealership Agent or Managed 
Chat Agent)

How we Calculate Conversion Rates

Lead Info Received  / Total Connected Chats = Conversion Rate %
Lead Info Received / Total Interactive Chats = Interactive Conversion Rate %

This counts for any chats that have had responses from any visitor after the chat is picked up by a 
dealership or managed chat agent, or escalated from AnaBot.

Account Admin:
Dashboard

AGENT



Conversation History allows you to review chats that have already ended.

Joe needs to review a Conversation he had yesterday because it did not send over the 
the CRM automatically. He will need to manually send the lead over to the CRM. Joe 
can even follow up on leads using the Conversation History!

● Download the data CSV
● Lookup chats by Location
● Sort by Agent 

○ Click Agent
○ Search for a specific Agent name
○ Click Filter
○  If no chats exist for that user, it will 

return, “No Results Found”

● Click View Details to review the chat 
○ We’ll go into more detail on the 

next page!

Conversation History Functionality

● You can sort by a specific date range
○ Today
○ Yesterday
○ Last 7 Days
○ Last 30 Days
○ Last 90 Days
○ Custom

● ★ You will also see the number of leads 
you’ve received and the average leads 
per day

● Lookup a Conversation by the ID

Account Admin:
Conversation History

AGENT



To review a chat’s history, click View Details

You can review the entire Conversation with that customer from this screen. Notice that In-Chat 
Translation is an option (shown in green below)! 

You will see the…

1. Website, Team Name, Conversation ID #, 
Agent

2. Wait Time and Duration of the chat

1 2

3

4

Account Admin:
Conversation History

AGENT

3. The Lead Form (which can be changed / 
updated)

4. An Option to Send to the CRM



Here you’ll see: 
● Total Chats
● Answered Chats
● Interactive Chats
● Missed Chats - a chat that has not been picked 

up after 7 seconds and the customer closes the 
chat

Joe wants to view the same information from the Dashboard, but he wants to look at the 
last 90 days, or another date range,  instead of the last 24 hours. The Summary Report 
will allow him to customize the date range to view this data.

● Leads
○ Interactive Conversion %
○ Conversion %
○ Leads per Day

You can even sort by Team and Location!

You’ll also see Top 
Scoring Agents. 
To review how scores 
are attributed, 
see this page.

See your Chat activity over time. 
Hover over the graph with your cursor 
to learn more!

Click a photo to get 
specific stats for  that 
Agent!

Account Admin:
Summary Report

AGENT



Within the Live Agent Status tab, you can view all Agents associated with your dealership. You will 
be able to see who is: 

🟢  Available 

🟡  Away

🔴  Do Not Disturb 

⚪  Offline

This screen also provides you with the ability to filter by Agent by typing in the box below, and you 
can see the number of active chats that each Agent is currently in.

Best Practice

If a coworker says they’re not 
receiving chats, check here to 
see if they’re set to Available!

Joe is curious to know which of his coworkers are also online to receive chats. He can 
even check here to see how many active chats each person has. He might use this 
information to inform his decision on who to transfer his next chat to.

This data refreshes 
every 60 seconds.

Account Admin:
Live Agent Status

AGENT



Joe has all he needs to answer chats and capture leads for his 
dealership! He even got a sneak-peek at reporting in the backend, even 
though he’s not an Admin!

He can answer chats, utilize the Chat Toolbar, send from the Glove 
Compartment, start an Outbound SMS, send an internal message, and 
save to the CRM. 

CONGRATULATIONS!

LEARN MORE!

Learn about Mobile Learn about Admin

You can also answer chats on 
your mobile device! We have the 
Conversations Mobile app for 
iOS and Android. 

If you were answering chats on 
desktop and need to switch to 
Mobile, the Mobile app allows 
you to answer on-the-go without 
missing a beat!

If you are an Admin, you can 
answer chats just like an Agent, 
but have access to additional 
features in the backend. 

As an Admin, you will have the 
ability to add users, access 
reporting, take over chats, and 
even customize the look and 
feel for the customer chatting on 
your site!

Reach a Trainer!

Have a question or looking for 
additional resources or training?

Reach out to a Trainer!

Email us at 
trainers@dealerinspire.com and 
someone will reach out!

AGENT
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