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Conversations
Mode

Conversations mode is
great for grouping
together all of your
conversations, and helping
to manage and view the
Orlo inbox better.

For our full list of benefits
click on our help guide on
the link below:

My presets

Unac

Conversations

in

To enable conversations mode. The conversations icon shown above

must be turned on, with the icon showing as blue.
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https://support.orlo.tech/individual-message-mode-and-conversations-mode
https://support.orlo.tech/individual-message-mode-and-conversations-mode

Assigning Messages

When clicking into a message
in Orlo agents must either
assign a message to
themselves, a colleague or a
Team if they have the teams
functionality enabled in Orlo.

The benefit of assigning
messages allows you to start
tracking Inbox metrics such as
response times within the
Inbox report or filtering
messages by assignee.

First click on assign when clicking into a message in the Orlo inbox
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https://support.orlo.tech/replying-to-inbox-message

Resolving
Conversations

Conversations mode allows agents
to resolve messages that have been
dealt with to remove them from the
Orlo inbox view.

These resolved conversations are
then stored in our ‘Resolved’ preset
view.

This helps to clear your Inbox to
maintain a streamlined view of your
unread and unactioned
conversations.

From this you can also report on
resolution time within the Inbox
Report metrics.
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@OrloTest why is my train delayed?
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Public reply from: @Orlo Test Account ~ Replying to: @Julie Jones K”

Where are you travelling from? *SB

H R O Reply + Hold -) Reply + Resolve 246 BA @) oI @

Once you have typed out your reply, you can resolve a conversation
by clicking on the resolve button in the message box. If it doesn’t I
need a reply, you can click on the resolve conversation icon located — mem r o
on the top bar.



On-Hold
Conversations

On hold allows agents to put a
conversation on hold if you're
waiting on a reply / need to respond
later. This stops the clock on your
Resolution time. You can select
whether the conversation is on hold
internally or externally.

On Hold Conversations can be
viewed via the Status filter.

This helps to clear your Inbox to
maintain a streamlined view of your
unread and unactioned
conversations without impacting
your Resolution time.
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Public reply from: @Orlo Test Account v

Where are you travelling from? *SB
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20 & @ Reply + Hold -) Reply + Resolve

Once you have typed out your reply, you can select ‘Reply + On
Hold'. If it doesn’t need a reply, you can manually action the
message and select the on hold icon located on the top bar.

Replying to: @Julie Jones Kﬁ
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https://support.orlo.tech/on-hold-messages

Click on ‘Add Filter’ on the left
Add filter o hand side of the Inbox.

Filters and Presets

Filter your conversations x
Filters and Presets are great to y— —
onversations ndividual messages
personalise the Orlo Inbox and
view the messages that you sl v Select your filters from the
want fo see G TimePeriod % Conversations or Individual
) Messages filters options.
O Visibility v
Presets differ to filters by G ProriyLevel ,,
allowing agents to save their & Conversation Status v
particular filtered view, and B Amigiedts "

toggle between different Inbox
views.

Once you have selected your filter, you
have the option to select the save preset
option, and name your preset. E.g.
Instagram Inbox.

Orlo

Save preset



https://support.orlo.tech/inbox-filters-1

Tagging Messages

Message Tags in the Inbox are
great for labelling messages
with particular themes.

The benefits of message
tagging allows you to see
particular message trends in
your Inbox. Allowing you to run
Inbox reports around message
tags to see volume of
messages, and response times.

Message Tags can be set up in
the

&
Julie Jones X @sarahBorlo 15:15 | 4Sep2024

@OrloTest why is my train delayed?
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To Add a message tag, you can select the tag icon as above, click ‘t” on your
keyboard or use the Automation feature to auto-apply the tags to messages
with certain criteria e.g. keywords.
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https://support.orlo.tech/inbox-settings

Message Notes

Message Notes in Orlo are
great for internal
communication between
colleagues when responding to
messages.

When you @ a colleague an
email notification will be
triggered to ensure nothing is
missed.

This may be an update for a
case, or asking a colleague for
advice when responding to a
message.
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@OrloTest why is my train delayed?
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To Add a message note, click on the notes icon. Your note will then appear
underneath the message. Notes can automatically be applied to messages with
a certain criteria using our Automation feature.

@ Sophie Kelly ¥ @sophkelly orlo 09:25 | 16 Aug2022

Hello @OrloTest is there anything being done with the redevelopment of the park on rising brook

estate?
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a @BeckyPrice could you please give me the number for the

development team, please!
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https://support.orlo.tech/using-profile-tags-and-notes

Pinning a Message

In the Orlo inbox, agents are
able to pin conversations,
which is great for helping
agents who are responding to
multiple messages at one time.

Pinned messages can be
toggled between and unpinned
once the message has been
dealt with. You are able to pin
multiple messages at one time.

e Darius McDonald ° ﬁ Julie Jones °

1
Q Rebecca Price X @OrloRebecca 13:56 | 4Sep 2024 \

@OrloTest | would love to donate some of my stuff. Do | take this directly to my local

store?
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To Pin a message in Orlo, you will need to click on the pin icon which is located
on the top bar. This will then pin the message to the top of the screen to toggle
between the two messages. Only the person who has created the pinned
message will see it and they will stay there until they are removed.
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DM Reply Link

The DM reply link button in the
Orlo Inbox allows agents to
offer the option of opening up
a private message to a
customer to continue the
conversation.

This is great if you need to
move a conversation offline
where it may cause
reputational issues or involve a
sensitive topic.

You will not see this link in Orlo,
but this will show natively.

Public reply from: @Orlo Test Account Replying to: @Julie Jones A
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Canyou DM us your booking ref please?i
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DM Reply Link X

The DM reply link button is located in the message reply box. To add the DM
reply link click on this button. The button will change to display ‘DM Reply Link
Added’, and will send a link when replying to a customer
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Adding Snippets

Private reply from: @Orlo Police Force z7'
Snippe_l_s Gre grea_l_ _For Keep typing to search for your snippet of choice: 6 and they'll be able to assist. /
frequently asked questions, =
saving time from having to Applcation
write the same reply time and ASB °®
time ogain. 20 O Reply +Hold © Reply +Resolve 9763 () GIF A @
When agents select the ‘/’ key
on their device any saved
Snlppe'l'S Wl" be OVG'IG ble 'FOI" Private reply from: @Orlo Police Force zz Agen‘l’s can ‘I'hen

send messages
out via the reply

agents to use.

Thank you for letting us know. Please contact BTP on 61016 and they'll be able to assist. |

Hi!' @

. . . . For more information, please send us a DM and include: b U'H'O n
Snippets can still be edited in FullName
Email
the reply box if needed to add Contact Number °®
E0) © Reply +Hold ) Reply + Resolve 9764 @ oIF A @

any additional information.
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percentage in the
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The Social Endorser Score / \
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€ SOCIAL SCORE 38%
lives in the inbox and is based f INTERACTIONS 140 Rebecca Price D |
on customer interactions N P e — 2
with your organisation. The ——— i “
Social Endorser Score is b o LA
calculated by looking at the a =140 @ 38% eWi:
sentiment of messages to View fullprofie tt
produce a percentage. The Previous messages T e
more positive messages Open Dynamics p ¢

received, the higher the

Unlink Dynamics

score.
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