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V3.8.0 Release Summary

* New Features:
o Canned Responses (IM/Email Body)
O Open APl —Management p3 (Label)

* Improvements:
o Hide Chat Room/Space

o Close Enquiry System Message
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Open APl — Management module P3 — Label

Introduction
Allow enterprise to manage to Create/Retrieve/Edit/Delete the label and Apply/Update the inquiry label without accessing CXDB. Provided the

capability for the 3rd party users to integrate with their application platform.

Possible use case:
- In areal estate company, they would like to create a label for each location area inquiry to direct to the responsible agent. In this case, when there is
a new area property released, they would like to automate the label creation/deletion through CX Open APIto synchronise the label between CX and

their internal platform
- Together with enquiry webhook, enterprise can automatically apply Label to an enquiry when it is not being closed within xxx days.

Open API value for Customer/CINNOX:

* Allow customers to integrate into their application and customise to their needs

* Open API for customers, partners, and vendors may use it inways that we never considered. And we may realise that there are whole new
industries we can service.

Reference:
Doc - https://docs.cinnox.com/docs/open-api
Spec - https://docs.cinnox.com/refere nce/management
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Open APl — Management module P3 - Label

Scope - Label:

Function

1. Create Label

Description

This endpoint allows you to create new label

Remark

(Coming soon 3.8.x)

2. Update Label

This endpoint allows you to edit the existing label

(Coming soon 3.8.x)

3. Get Label List

This endpoint allows you to retrieve the list of label

4. Delete Label

This endpoint allows you to delete label

5. Update Inquiry Label

This endpoint allows you to apply/update the inquiry label

6. Delete Inquiry Label

This endpoint allows you to delete the attached inquiry
label

7. Label event

This endpoint allows you to create a new webhook event or
edit the subscribed event for an application. And also allow
you to delete the enquiry event under your application
account.

The event hook will return the label
information when it triggers the events
below:

1. When there is a new label created

2. When there is a label edited

3. When there is a label deleted
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Hide Chat Room/Space

Allows user to hide chat room/space from their RECENT list to better organize the conversations.

Note:

Hidden chatroom doesn’t delete the chat history.

Hidden chatroom will automatically unhide when you receive a new message from that chatroom.
You can see how many hidden chats have new messages by filtering in the Recent list.

10
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Hide Chat Room/Space
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Close Enquiry System Message

Allows users to disable or enable the close enquiry system message and customise the message for each channel.

Other Improvement:

In order to improve the user experience, close enquiry behavior has been improved in Tag (Directory & Weblink)

« Visitors can click "Still have questions" button in the chatroom to restart the conversation directly after the
enquiry is closed.

* Previous chat history will be retained and displayed to both visitors and agents.

15
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Close Enquiry System Message

Scope:
Function CINNOX Page Roles Platform
1. Close Enquiry Message/ Email Toggle Channel Details Admin  Dashboard

(Directory/ Social/ Email/
Third Party Channel)

2. Customise Close Enquiry Message/ Emalil Channel Details Admin  Dashboard
(Directory/ Social/ Email/ Third

Party Channel)

3. Display "Still have questions" button in the chatroom Web link/ Widget Visitor Web
after enquiry is closed
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Close Enquiry System Message

Close Enquiry Message Toggle

CINNOX

Directory

Numbers

Social

Email

Third Party Channel

Company Confidential

Channel Details Page

Close Enquiry Message Motify visitors when the enquiry has been closed by your staff or system. Disabled

Directory

Notify visitors when the enquiry has been closed by your staff or system.

Close Enquiry Message

Message Type General Message

Message Content™

Attachment (Upload an image, video or audio note file)}

Show Preview

Message Type General Message

Button

0/ 500

4 Upload File

17

Edit

Social/ Third Party Channel

Close Enquiry Message Enabled

Notify visitors when the enquiry has been closed by your staff or system.

This enquiry has been closed. If you need any further assistance, send a message

over here again.

97/200
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Close Enquiry System

Close Enquiry Email Toggle

CINNOX

Directory

Numbers

Social

Email

Third Party Channel
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Close Enguiry Email

Message

Subject

Preview Text

Content

Email Channel Details Page

Close Enquiry Email

Set an automatic email to your visitor while the enquiry has been closed by your staff or system.

sabled

Subject

CINNOX | Conversation is ended 30/150

Preview Text

CINNOX | Conversation is ended
30/150

Email Body

Dear Customer,

The conversation has ended.
If you still need help, please feel free to start another
conversation with us.

Please do not reply to this email.

Thank you,
Support Team

184 /300

Edit

Enabled

CONTENT PREVIEW NBOX PREVIEW

From ritadisplayname
(ritaemailtester@gmail_.com)

Subject CINNOX | Conversation is ended

Dear Customer,

The conversation has ended.

If you still need help, please feel free to start another
conversation with us.

Please do not reply to this email.

Thank you,
Support Team

This email is delivered by CINNOX

Cancel

18
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Close Enquiry System Message

Close enquiry behavior improvement for Tag (Directory & Weblink)

Web Link (Visitor Side)
e SummerAdmin o

SummerAdmin

e SummerAdmin

Can you send me the latest product catalog?

You're welcome. 1.

SummerAdmin

Sure. Do you need other services? 1055 Al
The catalog is sent to your email (abc@gmall.com), please check. 1054 A .
g

10:55 AM ¥ Thank you. 1056 A~ No. | am good, thank you.

SummerAdmin

SummerAdmin
YouTe welcome.  10:55 Al e Okay, thank you. Bye bye. 1956 am

e Do you need other services?
10:56 AM ¥ No. | am good, thank you. P rese rVe the pre\/l OUS
Summecadnin conversation with the agent

e Okay, thank you. Bye bye. 1054 A
g
SummerAdmin

SummerAdmin left
0:56 AM .
—— e Hi 1058 Al
q
Still have questions? o
L 1100 An N Sorry, one more thing | would like to ask.

10:57 AM

| Leave Chat Room ‘ 1100 A Doyouhave any discount for VIP customers?
. s
SummerAdmin
@ e Yes. VIP customers have 10% off discounts for the new product.  17:01 ap
q
S
Leave Chat Room
- J

Click the button to restart ©
the conversation with an agent.

19

Widget (Visitor Side)

Welcome to Apple Inc.d@

SummerAdmin
e ®Summer_Test
Hi 1725 am
q

Can you send me the latest product
11:25 AM catalog?

SummerAdmin

Sure. The catalog is sent to your email,
please check. 11:26 AM
.

11:26 AM Received, thank you.
SummerAdmin
You're welcome. 1726 AM
11:26 AM v Bye

SurmmerAdmin left

11:26 AM

Leave Chat Room

@ Type a message.

Welcome to Apple Inc.de

SummerAdmin
' Summer_Test

Sure. The catalog is sent to your email,
please check. 11:26 AM
.

11:26 AM & Received, thank you.

SummerAdmin

e You're welcome.  11-25 AM
(]

1126 AM »  Bye.

still have questions? —>e HL 1128 Am
.

SurnmerAdmin left

You joined
11:28 AM

SummerAdmin joined
11:28 4

Summer

Forgot to ask. Do you have any discount
M o for VIP customers?

© Type a message.
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Canned Responses

Canned responses are predefined messages inserted into your conversations with a couple of keystrokes, allowing
you to respond promptly, which can help to increase productivity and reduce human errors.

Two types of Canned Responses: Public and Personal

oS

Public Canned Response All users can view and use, but only admin can create and edit.

Personal Canned Response All users can create and edit their own personal canned response, and it's only
available to the creator.

23
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Canned Responses

Scope:
Function CINNOX Page Roles Platform
1. View/Create/Edit/Delete Canned Response 1. My Account > Tools > Canned Response All Users Dashboard
(Bulk Create/Delete and Export) 2. Admin > Tools > Canned Response Admin
2. Use Canned Response: Shortcut "/", Button "/" Input Bar All Users Dashboard
Mobile
3. Permission Admin > Permission Admin Dashboard
4. Audit Log Admin > Audit Log Admin Dashboard
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Canned Response
= Message + Short Key

Canned Responses

-M :th fi
Canned Response Management Page essage: the predefined message

- Short Key: the short key of the message. Used to
guickly call the canned response with shortcut "/".

Tools CliNNo> o B ¢
HETE feams Canned Responses Management ; Publ
Canned Responses Manage Responses Add PUbI'C Response -—
Roles & Permissions Public  Personal

Manage Devices

Message™
Tools : . Security
Call Forwarding to-Staff voi _
Q. |earch by short key or mes ¥ Enter a message P Import AddF
Authentication Service Authentication -
Forward to
. Short K
Retention ortRey Created Date
Personal Number List of phone numbers you can use u . .
each of them that you wish to add for pe Audit Log 20/09/2022 00:35:54
Encryption . 19/09/2022 18:03:36
Channel Source ‘zany_face:grinning_face_with_one_large_and_on 21/09/2022 01:51:33
Service Integration 19/09/2022 22:19:28
Tools
>< 20/09/2022 01:08:35
Label Management
><WO00 15/09/2022 22:19:17
Canned Response
LEe a B alo s ) 21/09/2022 02:01:03
Auto Close Enquiry
1111 19/09/2022 23:53:49
) Prompt 0/ 5000
: ,
123 15/09/2022 22:54:18
Short Key™

Company Confidential Enter a short key 0/100
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Canned Responses

Canned Response Management Page

CiNNo>

Teams

Roles & Permissions

Security

Service Authentication

Retention

Audit Log

Encryption
Channel Source
Service Integration
Tools

Label Management

Canned Response
Auto Close Enquiry

Prompt
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A

Canned Responses Management

Get Started 42%

puslie Perst Export all Canned Responses.

b 0 &8 ¢
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@ Active

Public Responses: 161 / 1000

P
4
| S—

O\ Fc-;-.'r,h by short key or mes

Short Key

:zany_face::grinning_face_with_one_large_and_one_small_eye:

><

><WO00

Bulk create Canned Responses by importing a file.

Message

ddd

-zany_face::grinning_face_with_one_la

rge_and_one_small_eye::zany_face:.qg...

Natalie Funandunaiduiana
AMEN L b

wowowowowowowo

Import

Add Public Response

Bulk delete by selecting multiple Canned Responses.
Note: If one of the canned responsesfails to be
deleted, the entire action will fail and none of

the canned responseswill be deleted.

Created Date

20/09/2022 00:35:54

19/09/2022 18:03:36

21/09/2022 01:51:33

19/09/2022 22:19:28

20/09/2022 01:08:35

15/09/2022 22:19:17

21/09/2022 02:01:03

19/09/2022 23:53:49

15/09/2022 22:54:18

Created By

Jesse 1

Hannah Chang

ABPMIN 0|18y « &9

Hannah Chang

Angela Chang

Sherry Wei

ABPMIN ojjay «¢5¢9

TSHELLY ACD a

Sherry Wei
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Canned Responses

Canned Response "/" shortcut and button

Dashboard

Canned Responses

Q  firs

First_hand_ask_for_discount

Developer usually offers different discounts and payment
plans, please leave your contact number so that our agents
may contact you directly and explain in details

First_hand_commission_rebate
Please leave your contact number so that our agents may
contact you directly for a reply.

first_hand_information

“Thank you for your enquiry. The developer has yet to
announce such information. As of now, only the following has
been announced for (the xx development project):- Please
leave your contact method so that our agents may get in
touch with you once there are updates with (xx development
project)? "

First_hand_management_fee

Cancel Confirm

Q-

Company Confidential

Cemme 20

o 26/08/2022 ' 4] @ Engli

Q

. ) Time
Friday g
Time

2:21 PM VR henene wooaOwowowo0d00a0a FRiVAs IR AD& Ui

First_hand_ask_for_discount
Developer usually offers different discounts and payment plans, please leave ... .

First_hand_commission_rebate
Please leave your contact number so that our agents may contact you directl...

n
S

first_hand_information
"Thank you for your enquiry. The developer has yet to announce such informa...

First_hand_management_fee i«
Sorry. The developer has not announced any information regarding the mana...

s§r first_hand_no_information_website
reg)i Please feel free to check out the link below for further information, e.g. price I...

Lead

Mobile

14:39 B ox

< 0 °+85230699552 \.

i0e v 9 2 35%

® (6) You have new messages

13/7/2022

You created this room.
13/7/2022

+85230699552 joined.

First_hand_ask_for_discount
Developer usually offers different discounts and paym

First_hand_commission_rebate
Please leave your contact number so that our agents

first_hand_information
"Thank you for your enquiry. The developer has yet to

First_hand_management_fee
Sorry. The developer has not announced any informati

first_hand_no_information_website
Please feel free to check out the link below for further

> @' /fir >

27

16:39 i + 9 0100%

L

< Sherry Wei

'® company

A Unread Panel

First_hand_ask_for_discount
First_hand_commission_rebate
first_hand_information

First.nana_ssK_tor_arscount
First_hand_commission_rebate
first_hand_information
First_hand_management_fee
first_hand_no_information_website

First_Hand_Payment_Method

- MO A 3

U @ H /

Document Web links Numbers Canned
Responses

Profile Link
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Canned Responses

Permission

CINNO>

Appearance

Visitor Forms

Installation
Recording & Transcript
Storage
Organisation

Teams

Roles & Permissions

Security

Service Authentication

< Permissions of 333

2 Administration Permissions

28

GetStarted42% (3 @ E 4

= Feature Name View Edit Delete Download Approve
Public Canned Response Management
@ Reporting and Monitorin .
P 9 9 - Public Canned Response

B Feature Name view | All User can view and use public canned responses, but only
user with View permission can have the access under admin tab

B Enquiry Report
- View will be enabled when Edit, Delete or Download is enabled

& callReport - Edit will be enabled when Delete is enabled

Company Confidential
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Canned Responses

Audit Log

ClNNO> GetStarted42% (3 @ EH 4 D onrcive
Audit Log

Teams

Roles & Permissions
Security Time Staff IP Address Action Element New/Old Value Remarks

22/09/2022 17:56:01

Service Authentication _ _
@ Sherry Wei 59.120.16.158 Created Public Canned Response Management Show Values

Retention .
22/09/2022 17:48:41 @ Hannah Chang

Create new public canned response 'Thanks for your enquiry, may | have your contact d

Audit Log ) etail, our Chin... see more details in the exported report
22/09/2022 17:47:58 i'c 1SHELLY ACD a
Encryption
22/09/2022 17:35:54 Mosue ch-no 59.120.16.158 . o .
& - Only public canned responses activities will be logged
Channel Source
22/09/2022 17:35:27 @@ Mosue chno 59.120.16.158

- Considering the length of the canned response, only the first 100
chars of the content will be displayed. Export the log of the full
content for more details.

Service Integration Vv
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Canned Responses

Other Details

e Current support: fixed content, typesetting

e User can import and export to bulk create and download canned responses

* Max public canned responses: 1000 per service
* Max personal canned responses: 100 per user

* Message Specs: .

 Max 5000 characters

e Support space and special chars
* Support typesetting

e Support all languages

* Does not need to be unique

Short Key Specs:

Max 100 characters

Support all languages

Support numbers

Support most symbols, except "space" and symbols". @ # /"
Support fullwidth chars and symbols

Support Zhuyin

Support emoji

Unique (not duplicated with public and others' personal canned
responses)

Note: all created short keys should be able to be searched and
called by "/" (some edge cases may be exceptions)
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Canned Responses

Known Limitation

Email:

o "/"shortcut does not work in Email input bar as the field is a plain text column > user can use "/" button

 Canned response URL content cannot be inserted as a link in Email body as the field is a plain text column > user can use
"insert" function

Conference chat room:
* Conference chat room does not have "/" button next to the input bar as the layout does not have enough space > user
can use "/" shortcut

CSV text editor:
* If user edits the canned responses with a csv text editor, everything needs to be wrapped in"". And if the original content
has """, make sure to wrap it in another "". Ex1: "Hello, how can | help you today.", Ex2: "The room ""Gold"" is available."

* If user edits the canned responses with excel file, then no need to use "".

Bulk create (Import):

e If user tries to import 20 canned responses when there are only 10 available spaces left. And if the first 10 imported
canned responses are invalid, no matter the rest 10 are invalid or not, the entire import will fail. The error log will show
the first 10 as invalid and the rest 10 as reach limit.

P W
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Demo

32
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CINNO X

THANK YOU

e 4852 2472 0800
[J +852 2472 0800

Bd productmanagement@cinnox.com

Company Confidential




