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Introduction

CXBOX Hub is developed by Demeter ICT. With its seamless integration with
Zendesk and Sunshine Conversations, CXBOX Hub enhances customer
interactions across multiple online channels, elevating the overall customer service
experience.

This guide provides a step-by-step walkthrough of setting up and utilizing
CXBOX's core features, ensuring a smooth and efficient implementation process.

CXBOX Hub Integration

Important Note: CXBOX Hub requires Sunshine Conversations to connect with
Zendesk. If your Zendesk plan doesn't include Sunshine Conversations (available in

the 'Suite Professional' and 'Suite Enterprise’ plans), integration with CXBOX Hub

won't be possible. Please make sure your plan includes this feature to use CXBOX
Hub fully.

Zeﬂde.Sk product price Solution Demonstration Resources

Suite Team Suite Growth Suite Professional Suite Enterprise
Provide seamless conversations Improve efficiency and deliver Enhance your operations with Deliver personalized experiences at
‘with ready-to-use teols that are quality services at scale with pewerful collaboration tools, skills- scale with Al-powered Content
quick to set up. Iimproved self-service capabilities based order routing, and statistical Cues and customizable roles and
and automation. analytics. peTmissions.
$55 8 9 1 15 Talk to us to find a solution that
$ $ covers all your organization's needs.
Per agent/month, pay annually Per agent/month, pay annually Per agent{month, pay annually
Try it for free Try it for free Try it for free Talk to sales
Buy Now — Buy Now = Buy Now — Buy Now —

hd Contac
«  Work Order lssuance 4 Wark Ordar lesiianess # Weark Order lesianes «  Work Order

Only “Suite Professional” and “Suite Enterprise” come with Sunshine Conversations Access

All-in-one application for better customer service.



https://www.demeterict.com/en/our-services-en/zendesk-en/zendesk-pricing/zendesk-suite-pricing/
https://www.demeterict.com/en/our-services-en/zendesk-en/zendesk-pricing/zendesk-suite-pricing/
https://www.demeterict.com/en/our-services-en/zendesk-en/zendesk-pricing/zendesk-suite-pricing/
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To get started, register an account on the CXBOX Hub website at CXBOX Hub. You
will receive an email notification to confirm your account. After creating an

account, you can then log in to the CXBOX Hub dashboard.

cxeox%

Login to CXBOX Platform

Email

Ema

Password

Password

Forgot Password?

You don't have a CXBOX account? Sign Up

x Hi. Need any help?

"

Once logged in, choose the subscription plan that best suits your needs.

Welcome demo@cxboxio | Logout

p CXxBOX
Onboarding Process
1
Croae
Subdeription Pan
(2) DASHBOARD
CXBOX HUBE PLANS
D cuar
& users Economy Standard Professional
£, SEGMENTATION start start start
1] CAMPAIGN $T|9 $239 $479
Per month, billed Per month, billed Per month, billed

@ wreport monthly monthly monthly
[E) TEmPLATE (& 2500 message limit (& 5.000 message limit & 0000 mossng

() Data managemaent (& Datamanagement (% Data managemen
@ SETTINGS s (Real-time updated) (Real-time updated) (Real-time updated)

(% Broadcast functions

(% Broadcast Analytical
Report

Subscribe

(% Broadcast functions

(% Broadcast Analytical
Report

Subscription Plans

(% Broadcast functions

(¥ Broadcast Analytical
Report

All-in-one application for better customer service.



https://broadcast.cxbox.io/sign-up
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After selecting a plan, seamlessly integrate with the Sunshine Conversation API by
clicking on the Next button.

Welcome demo@exboxio | Logout
p CXBOX
Onboarding Process
1 2 3
Choose Setup
(@) DASHEOARD fat
o——

(3 cHar (1/2) sunshine Conversation Setup

These can be changed later
2 users

Company Name [ Company Name
o)
2, SEGMENTATION

sunshine
& CAMPAIGN Conversation AP { sunshine Conversation APl App ID e.g. 1AbC12De }

App ID
@ REPORT Sunshine Sunshine Conversation Key ID e.g. g abcdef;

unshin versati L

Conversation Key ID i g
=) TEMPLATE » Sunshine

Conversation API [ sunshine Conversation APl Secret e.g. AbODEfGH }
8 SETTINGS , Secret

m Test Connectivity

Sunshine Conversation Setup

In your Zendesk admin panel, navigate to the Apps and integrations menu and
generate a Conversation API Key. Simply click on the Create API Key button, name
your application (e.g., CXBOX Hub), and securely store the secret key provided.

After creating the key, copy all of the App ID, key ID and secret key, and save
them in the CXBOX Hub application.

A Home

Conversations API m -
. [ crateserir |

Recently viewed = Create access credentials to authenticate requests 1o the Conversations APls. You
can create up to 10 unique keys. Learn about Conversations AP| access 12

Name Key ID Date created

=:_ Apps and -
integrations CXBOX Hub app_ESo~-" = = March 28, 2024 at 10:47:24 PM

e e
Integrations

Conversations
integrations

Logs

APls
Zendesk API

Conversations AP|

Create conversations APl Key in Zendesk

All-in-one application for better customer service.
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‘Welcome demo@cxboxio | Logout

p CxBOX x
Connect to Sunshine
Onboarding Process Conversation Successfully
1 2
Choose Setup
@ DASHBOARD ‘Subscription Plan Sunshine Conversation
3 cHar (2/2) switchboard Setup

These can be changed later

S users :
Design your on boarding flow Switchboard
g SEGMENTATION before using CXBOX BROADCAST Manager

€ CAMPAIGN

T
B rerorT |

[E) TEMPLATE s

8 SETTINGS B

Successful Integration Popup

You can proceed by configuring the switchboard manager with specific keywords
to transition between Zendesk and CXBOX, or configure it later.

‘Welcome demo@cxboxio | Logout

P CXBOX
Connect to Sunshine -
Onboarding Process @ Conversation Webhook
1 2 Successfully
Choose SR
(2) DASHBOARD Subscription Plan  Sunshine Conversation
(D cHar
Connect to Sun tion Successfully
2 users Press ) Continue

2 SEGMENTATION
&0 CAMPAIGN

B reporT

[E) TEMPLATE

3 SETTINGS s

Successful Integration Page - Sunshine Conversation

All-in-one application for better customer service.
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To set up your Zendesk account, create an API token in the Zendesk API, then
copy the API token and paste it into CXBOX Hub.

ﬂ Home

Zendesk API
© Recently viewed ~
Settings OAuth Clients Activity Target Failures
Q
Token access @
=: Apps and "
integrations ‘We recommend that you use API tokens to keep your agents' passwords safe. When authenticating with tokens, add /token to the end of your Enabled
Aren g e username.
Integrations
t.:nnvars..atlons Active API tokens (5) —— Add API token
integrations
Logs
CXBOX Hub  Last used 19 minutes ago
APIs
Zendesk AP

Conversations AP

Create Zendesk APl Key in Zendesk

After creating the token, copy the token and save it in the CXBOX Hub application.
The integration process is complete, and CXBOX is now ready to use.

welcome demo@cxboxio | Logout

’ CxXBOX

X
Onboarding Procass 9 Connect to Zendesk Successfully

1 2 3
Choose Setup Setup
(2) DASHBOARD Subscrigtion Plan Sunshine Conversation e
CHAT
= Connec Successfully
8 users Press’ Continue
D) SEGMENTATION 'S

&0 CAMPAIGN .
, o i
REPORT *
® °
-
[E TeEmPLATE

£} SETTINGS

Successful Integration Page - Zendesk

All-in-one application for better customer service.
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Messaging Channel

To link your social media channel with the CXBOX Hub, you must add the channel in
the Zendesk admin center.

Home

* -

- Messaging Manage settings
Recently viewed e

Qa

A

Embed messaging in your website and apps and integrate popular social channels to

streamline support for customers and agents © Facebook Messenger
@ whatsApp
Account ~ @ Instagram Direct
Name Channel Status
© Android
22 People ~
s 0 ios
Daily N FBP: a
= ch | G e ally Needs age Facebook Messenger Active
- annels Daily Needs & Unity
© LINE
Messaging and social ° . .
CXBOX DEMO - Line OA LINE Active © Slack
Messaging
Toxt @ X Corp Direct Message
Facebook Pages ° Dmit Test Web Widget Active © WeChat

X Corp accounts

Talk and email

Connect social media channel at messaging

If you did not find out the channel in CXBOX Hub that has been connected in
Zendesk admin center, please click “Sync Channel” button to see the recently
added channel.

Clicking the "Setup" button next to the Line OA channel will provide guidance on
how to connect the Line APl with CXBOX Hub, enabling you to send campaigns
using the Line API.

2, SEGMENTATION Messaging Channel
& CAMPAIGN
CHANNEL NAME CHANNEL TYPE STATUS SETTING
@ reporT
Dmit Test web Ready
[Z) TEmpLATE
Daily Needs F& Page messenger Ready
3 SETTINGS o
CXBOX DEMO - Line O& line Not Ready Setup. I
SUBSCRIPTION .
ACCOUNT

Simply Drag & Drop to import user data

All-in-one application for better customer service.




Switchboard

According to your keywords in the switchboard settings, Zendesk will allow you to
switch the channel from Zendesk to CXBOX. After switching the channel to CXBOX,
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you can communicate with customers seamlessly.

CXBOX

»

(o) DASHBOARD

(g chHar

2 useas

2 SEGMENTATION

&) CAMPAIGH

B rerort

E) TEmpLaTE

6] SETTINGS
SUBSCRIPTION
ACCOUNT

SWITCHEDARD

@ SupportiSu Yanatar Myint -~

Followars Sollow

Type

Customer not responding
Downgrade and inform

Sample macres

Transfer to CXBOM Agent

exbostesterpgmailearn | Logour )

Design Platform Workflow

Candition:

platform (E g type “salesforce” on Zendesk, the cormersation will be transfened to Sa esforce)

d-agentWorkspace
(zd:agantWarkspaca)

[ Lot s (ramater BSEK b0 Bapont team. X |

Fill the
Let ma brsnader btk 1o support basm,

kayward

zd-answerBot

(zd:answorBot)

Fill the

Bt will help you 1o Bnrwer.
keywand

cxbox-broadeast-switchboard
(zustom)

Fill the
kcy\.\.qm

Switchboard keywords in CXBOX

=, Yadanar Molty 1 a®
D letmeransterom. ® X AN Q Conversations (& I 3
Example [ereate)  Yadanar Mally Ticket #53
’/ Conversation with Yadanar Moll - =
pas ol Via Facabook Massenger d v o *fadanar Molly
(%) Yadanar Molly

Hello
Avignest L Interaction history

This is Su

B Conversation with Yadanar Molly

Yadanar Molly & - 37 minutes ago

Whan agent type & Kéyword an Zendesk, the particular omersation will Bo transforsd 1o the third

o
B

2 Friday 15:13
Status Open
Hella
B Incoming message from user areiamolly
2 Yadanar Molly & - 36 mirutes aga Sop 24 1345
i Status Opan
hi hi
Su Yanatar Myint = - 35 minutes age

Let me transher to marketing team.

Description
¥ Trarsfer to marketing team

hif nter N praviow
& | Shaft Enter toopon previo o

[#1

Stay on ticket

-]

Set the switchboard keywords and ticket status in macro

All-in-one application for better customer service.

@

Submit as Transfer to CXBOX
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exboxtester@gmail.eom | Logout Q

’ CXBOX a
User Information =
Yadanar Molly
User: ok
(2) DASHBOARD hi hi
(3 cHar
Let me transfer to
2 useRrs marketing team.
2 SEGMENTATION
ok
& CAMPAIGN
B report o #
B TEMPLATE swimnmmnml;_’ ¢ w9
‘
8} SETTINGS o e
@ Translatete w E Chat Message Formats w
End this chat
-

Bl

Conversation is switched to CXBOX

Main Features:

1.Multiple translation languages are available to assist with translating chat
messages.

2.The preset message from "Message Format" will mirror a macro in Zendesk.
You can predefine the messages at the message format template.

3.1f necessary, you can switch the platform from CXBOX to Zendesk agent or
CXBOX to Zendesk bot.

4.0nce the customer's questions are resolved, the agent can conclude the

conversation by selecting “End this chat” and all of the conversations will be
synchronized to Zendesk ticket.

All-in-one application for better customer service.
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Chat

Agent is able to use CXBOX Hub as the one-stop place for handling all customer
conversations - whether they are customers from Messenger, Line, WhatsApp, it
makes it easy and seamless to serve the customer’s requests without having to
needlessly switch platforms.

Note:

e Facebook Messenger allows a business only seven days to respond to the end

user before the messaging window closes. To prevent messages from being
sent but not delivered, the composer will be blocked once the messaging
window is closed. The only way to re-open is if the end user sends a new

message. For more details click here.

e Messenger also has a limitation whereby broadcast can only be done within a
24-hour window.

e Agents can seamlessly switch between Zendesk, CXBOX Hub, as well as

chatbot, allowing for seamless transitions during conversations.

welcame demaexboxio | Logout

P cxeox a
d User Information e
Arena
Ageri: Ploxio wait o few .. ‘When will be end the promotion?
(2) DASHBOARD
Som
(g char ° Chok Lirt mia transior you to
Markating team
5 users
£, SEGMENTATION ° o Hi Sweatia :0
Bur promotion will be and
€] CAMPAIGN by end of September.
Hopefully you won't miss
° o out. 3
B rerort kgen test
B TempLaTE i Switch Channel ¥ ¢
8 SETTINGS >

m Trarslato to w E Chat Message Formats w 5
End this chat

Conversation is switched to CXBOX

All-in-one application for better customer service.



https://support.zendesk.com/hc/en-us/articles/4408835753370-Adding-Facebook-Messenger-channels
https://developers.facebook.com/docs/messenger-platform/send-messages/
https://developers.facebook.com/docs/messenger-platform/send-messages/
https://developers.facebook.com/docs/messenger-platform/send-messages/
https://developers.facebook.com/docs/messenger-platform/send-messages/
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User List

All users from various channels will be displayed on the user list, either by importing
a CSV file, after engaging in conversations with customers or synchronizing with

welcoma dema@exboxio | Logout
USER LIST
b CXBOX
Q J Filter by Chamnel e Fillber by Segmant w Recert Date w Wiew: 100 w
(2) DASHBOARD l . s
WHATSARF
@ CHAT I‘:“ HAME EMAIL CHANNELS I';:T'" ::?:LE( - :".I:JN;ER SURKAME
2 users

Wob User . omit Test

igeaaT BBETEIONIS LA B2 THOSE (]

2 SEGMENTATION

€] CAMPAIGN
Wish User Dnit Test

eimE GhchabO4BNanlLTOAEA0E ] & fwal)
B rerortT
[E TempLATE ” i

<lagsc User userk@emalloom - Decermber BEIZB456789 - ISMMIIHD
83 sETNGS v a0

Wb User Dmit Test
el BACATITARSSSAE: 105930393 2 [ ' - = ¥ =
5
User List

Import Users

There are two options to import the user information into CXBOX Hub by uploading
CSV file and synchronizing with your Zendesk account.

Initially, you may need to synch with Zendesk before uploading the CSV file. Once
the synchronizing is done, CSV file will be able to upload into CXBOX Hub.

All-in-one application for better customer service.
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wilcome derno@crbentio | Logout

USER LIST
' CXBOX
=1 T DCAST
— D
Gl DASHEOARD | Q eI LEOF Ao dd | Filtar by Ehannel w [Filter by Segment L Bocent Date b Wiow: 80 v u
CHAT WRATSAPP
% IUﬂSfl MHAML IMAIL CHANMILS ::?EH ::EI“:EQ PHONL SURNAML
HUMBER
B users
‘Wak Usor Dmit Tost

2 SEGMENTATION s EECTETODSbECECOIZTRASE - {wel)
&l CAMPAIGH

oaatad ‘web User A Dumiét Test
B RreporT FECEELOATIHETON 8400 Twebd
E) TemPLATE »

Sut 30 20

claBic Userd wserl@emailcom - Decembar GGIZI456TED - N mpie

@1 sETTINGS > 2000
‘Wab User Dmit Tast
HEEge cATIIAASE5ABCIA503920% 3 tweb) : : 3 ' ]

Click “Import Users” Button to import

Feel free to download the CSV file template as a reference.

welcome demo@exbaxio | Logout

< Import User
’ CJ'(BOX_ This page shows you the overall réport

BROADCAS

(3) DASHBOARD

(3 char

USERS : Drag & Drop
H Impart the segmeant file with .csv file format

Do

2 SEGMENTATION

€] CAMPAIGN

o — mmm“ ..................................................................................................
[E) TempLaTE :

81 SETTINGS :

Simply Drag & Drop to import user data

All-in-one application for better customer service.
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Segmentation

Segmentation allows you to filter user groups when sending campaigns to specific
users. In CXBOX, you can establish multiple conditions to filter users according to
specific criteria. All fields are synchronized with your Zendesk and Line accounts.

Note:

e Agents cannot send campaign messages to users after 24 hours if they are
using Facebook Messenger.

e Agents can upload or merge users using the CSV file upload feature.

e |f a CXBOX client’'s Zendesk account was registered in early 2022, campaign
messages cannot be sent to Line users via the Zendesk API. However, these
messages can still be sent using the Line APIL. You may need to setup Line API
at the messaging channel.

e The total number of users in the Line channel is not visible when creating
segments or campaigns using the Line API. However, the user count is available
when using the Zendesk API.

Example 1: User chooses Zendesk Segment

welcome vaisheba@dmiteoth | Logout
Create LNE segmaent

Q Filter by Channel b Recent Date w View: 10 w

SEGMENTATION
Pp cxBox

(@) DASHBOARD
TARGET GROUP NAME USERS OPENED RESPONSE CONVERSION ACTIONS

(D cHat _

@ i~ : o 0 ox
2 users

1 Al from ZD 29 ] o % [ i Ed

Q) SEGMENTATION S | : !
%] CAMPAIGN - e

Test Account Segmant 4 1 3 300.00% Vi Edit
[ reporT

1 Hi. Meed any help?

Repart - 0 o o% Vies Edf L

[Z) TEmPLATE > | - ,
-

83 SETTINGS

User clicks on “Create Zendesk segment”

All-in-one application for better customer service.
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‘waleome voishoba@dmiteath | Logout

) < Create Segment
’ CXBOX
Segment Name | Tandesk Sagraet
(3) DASHBOARD Salect Criterin
(3 char TLocale 157
Include all users
2 users
o = Lecale » (] b3
D SEGMENTATION
|, Name
%] CAMPAIGN I Channel

Tirna Zane

B rerosr I

il 3 Hi Meed any help?
Customar i3
TEMPLATE »
& Sumame -
6 SETTINGS . Davewheace )
User clicks on dropdown menu to choose selection criteria
‘welcome vaishoba@dmitoath | Logout
< Create Segment
P cxsox o
Segment Nome Zendesk Segmant
(2) DASHEODARD Select Griteria
@ CHAT [Customer iD Equal 12345878307
Iinclude all users
S users
2 SEGMENTATION S e e v Ilzuwnw

Greater Than

Gronter Than or Equal

] CAMPAIGN

Balow Than

[% REPORT Balow Thanor Equal
0 users in this segment X Hi. Meed any help?
[ TempLaTE s
-
£l
8] SETTINGS ¥

Based on selection the middle and right-hand side dropdown menu displays the available
options to select from

walcome vaishaba@dmiteath | Logout

< Create Segment
’ CXBOX
Segment Name Zandesk Segment
@ DASHEOQARD Solect Criteria
@ o [Bustemer 10 Equal 12385678907

Include all users

2 users

@ Customer ID ~ Equal b 12345678080
2, SEGMENTATION

¢l CAMPAIGN l

B rerort
Qusars in this segment X Hi. Meed any help?

[E) TEMPLATE »

1
8] SETTINGS

User may have multiple selection criteria for the same segment

All-in-one application for better customer service.
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‘Welcome vaishob.a@dmitcoth | Logout

< Create Segment
P cxBox
Sagment Name [— ]
(o) DASHEOARD Sclect Critorin
@ char [Eustomer I qual 1234567800)
Inclisde oll usors
o
8 users
Customer ID - Equal ~ | aaseraso
2 secMENTATION [
o
€l CAMPAIGN
B rerort
0 usars in this segment
[E) TEMPLATE »

{81 SETTINGS » ﬂ

Once done, User clicks “Save” to save the settings for the current segment

Example 2: User chooses Line Segment

‘Welcome vaishoba@dmiteoth | Logout

SEGMENTATION
P cxeox

! Q r | Fiterty channel - Resent Date - View: 10

v
(2) DASHBOARD

TARGET GROUP NAME USERS OPENED RESPONSE CONVERSION ACTIONS
@ cuar
8 users
@ Jrp—— = o B o (5]
] CAMPAIGN

Test Account Segmant 4 1 k] J00.00%
B report
[E) TEmpLATE »
@ serines amat : 0 . - [ o | = [

HERS . ) 8 ; = n n

— — — -

User clicks on “Create Line segment”

All-in-one application for better customer service.




’ CxBOX

(o) DASHEOARD

(3 cHar

USERS

ho

5 SEGMENTATION
©]) CAMPAIGN
B rerort

[E) TEMPLATE

83 SETTINGS

P cxBox

(2) DASHEOARD
3 cHar

L users

5 SEGMENTATION
) CAMPAIGN

B rerortT

[E) TEMPLATE

f83 SETTINGS

P cxeox

(2) DASHEOARD

8

CHAT

USERS

bo

SEGMENTATION

CAMPAIGN

a4 e

B report
[E) TEMPLATE

f83 SETTINGS
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< Create LINE Segment

‘Welcome vaishoba@dmiteath | Logout

LINE Segment Name I Line Bagmant

Select LINE Criteria

Inchuda all LINE users /

[Gandar 15

Gerder v I ~

Age
Cpeenting System

Frigndship durmtion |

| negion |

User clicks on dropdown menu to choose selection criteria

< Create LINE Segment

‘Welcome vaishoba@dmiteath | Logout

LINE Sagment Hame I i Sagment
Selest LINE Criteria
[Region 1571
Inclisdio il LINE users
Region - s -

Banghok

User can choose to filter by a specific region

< Create LINE Segment

e “

‘Welcome vaishoba@dmiteoth | Logout

LINE Segment Name l Line Bagmant

Select LINE Criteria

Inchude all LINE users

[Region Is “Rortharn Thailand)

Region ~ Is ~ Morthen Thailard

User saves new segment settings

All-in-one application for better customer service.

Cancal
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Campaign

The campaign list displays the number of campaigns that are scheduled, sent, or in
draft. Utilize the calendar to locate ongoing, upcoming, and past campaigns. Create
and launch your campaign using segments and channels. There are four content
types to select from: text, image, file, and carousel.

You have the flexibility to send the campaign immediately or schedule it for a
specific date and time. Additionally, CXBOX Hub offers the option for recurring
campaigns.

eicams vaish Leoth | Legoun
> CXBOX CAMPAIGN LIST {ALLY w

(5) DASHEOARD Schedule  Sent  Dralt

(3 cHar

Upcoming Campaign

2 beere September 2024

b SEGMENTATION
Sun Mon Tue wed Thu Fri sat

€] CAMPAIGN 2 0 5] 1
i 009 sest 24nr 0909 test 248 e - 1
B rerorr 130 [RETESTI L N30 [RETEST) L n30! T '« 3o RETEST I § /

5 6 " | L] 20 El
[E) TEmMPLATE >

3 e rd

6} SETTINGS

v 008
Fillds by Ehamnst v Fieeby Segret v e tun v e
- setwl  ws oewi
RETES =3 2 2 T
= Ty - ”
roge1 -
-
w e 1

. CYBOX CREATE CAMPAIGH

Campaign N: Praview
(2) DASHEOARD — &

Sond to Setect Segment -
@ o Lo

o nat send o (opticnal) Seiean Sagment -
2 users ENLer pout Mesages

channal Select Segmant -
S SEGMENTATION
€] CAMPAIGN Saleas Conk

Content Typ e
B meront

Delivary Date & Time # immediately Schodule
[E) TEmpLaTe

Selected Users Tatal O Users

81 sETTNGS

Create a Campaign

All-in-one application for better customer service.
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The Report page provides users with comprehensive metrics on their campaigns,
segments, and channels. Users can filter reports by specific time periods to gain
insights into their marketing and customer service performance. Overall campaign
success are displayed in easy-to-read charts, graphs and metrics such as total
sends, total reach, total unique clicks, total clicks, total replies and total actions.
This functionality allows users to evaluate the impact of their efforts and make
data-driven decisions for future campaigns.

p CXBOX

() pasHBoARD
D cuar

8 usens

2, seaMENTATION
&) GAMPAIGN

B repoRT

[E) TEMPLATE

61 SETTINGS

’ CXBOX

(o) DASMEOARD
3 char

8 users

2 SEGMENTATION
& CAMPAIGH

B reposr

B rempure

8 SETTINGS

W b mi hi
REPORT
Overview
Woek Month Year @ ddimmiyyyy 0O - ddimmiyyy 0O Compaignlin v
Total sends @ Tatal reaches @ Total unique clicks @
100% 47.83% 4.35%|
Total elicks @ Total replies @ Total action @
B70% 4.35%
Sataat marrie
20
-
— —————t———
: —
23 3AM A M 15 P4 19 M
= Total = Total Unique Clicks = Total Replios - Tetal Action -+ Total Falled Mossoges =

Main Report Dashboard

Welcoma valshoba@dmatcath | Logou!
Showing by segment

B

u -
test 24hrs FB 2 Test for 0.9 test 282 test save draft -1 [RETEST) Daily Now products in Sept test schedule Exist
-

Showing by channel

Lino 0A ]

caMPRGH ToTAL SERES. TOTAL REACHES. TotAL CLces ToTAL REPLLE TaTAL ACTION s

Showing by Segment, Channel

All-in-one application for better customer service.




p CXBOX

) oasisasss
ciuar
usens

SECHENTATION

miroaT
TEMPLATE

SETTINGS

-]
&
a2
€ Campaxa
B
=
@

’ CHXBOX

DASHBOARD
cHAT

USERS

ke 8 B

SECMENTATION

f

-
B rrecer
B mewpuars

81 sETmiRGS

’ cxBoX

(B} CASHEIAED
B cuar

& vsers

D sEeMENTATION
% CAMPAGH
B wivoar

[E) meusiare

81 seTTmas .
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Wkl v MO | Uit

Shawing by ehannel

Dy Pl
FaPage

B0 DEMO
Ui DA

Allcampaigns
casmn o s oL A o cuces T s v amom Ly
Stmag - ina & o & 8 & 8
S a s 0 e a 1
b a4 a o o ' a o
e ' o ® 2 B o

rage < () o1 % o

All Campaigns

WO W LR WIS th | Lot
Campaign Comparisen
B Witk Manth ves [ ddimemippy 0O - ddimeipy 0

Ve Ve

oz - o Lima 8 - Seang - Lina ~
Totel Sends 0 Betal Sonds 1] Totad Sonds Q
Bl Reglics Tatal Replins Total Riglies

arzen of240 o240
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All-in-one application for better customer service.
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Templates

Preset messages in message formats can be beneficial for saving time for agents
when handling customer inquiries, especially in live chat conversations. These
templates can be customized to cater to various customer scenarios, such as order
confirmations, delivery updates, or service inquiries.

WhatsApp Template

The WhatsApp Template functionality allows agents to set up predefined
messages. These messages can include text-only or text accompanied by images,
offering a variety of options for communication.

After creating the Whatsapp template, you many need to wait Whatsapp’s approval
and it will take at least 2 hours.

P cxBOox < Create WhatsApp Template
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WhatsApp Template

All-in-one application for better customer service.
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Message Format

The Message Format feature enables users to create pre-configured responses
that can be quickly deployed during customer interactions. These templates
support various content formats, such as text, images, and files, and can be
customized based on the specific needs of different campaigns or customer
inquiries. It functions similarly to a "macro" in Zendesk.

welcome dema@exboxio | Logout

’ EXBOX < Update Message Format
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Message Farmat Data [ Flease wast a few minufes Let me fransier you (0 our customsr care team and toam and thay will help you shortly,

o
= USERS Contants thary willl Betlip yows shartly,

o
2 SEGMENTATION

&l CAMPAIGN

+Add Content

B rerort

[E) TempLaTE v m

WHATSAPP TEM...
MESSAGE FORM..

3 SETTINGS > -

Update Message Format
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’ -I:: XBOX < Message Format

+Ad Massags Format

HAME PREVIEW ACTION

() DASHBOARD

(D cHar

2 USERS Belore end the cormersstion

fransfer ta Z0 agent

D SEGMENTATION
e nfermation

& CAMPAIGN

B rerorT

[E) TempLate -
WHATSAPF TEM...

MESSAGE FORM...

81 SETTINGS » -

Message Format

All-in-one application for better customer service.
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FAQs

Q1: What should | do if | encounter an error during integration?
A1: Ensure that all APl keys and credentials are correctly entered. If the issue

persists, contact support at support@cxbox.io or submit the request via support

portal.

Q2: How do | reset my password?

A2: Click on "Forgot Password" on the login page, and follow the instructions to
reset your password.

Q3: How many channels can CXBOX Hub connect?

A3: CXBOX Hub connects with customer channels via Zendesk Conversation API.
Here is the list of channels supported by Zendesk Conversation API.

Best Practices & Tips

e Optimizing Response Time: Utilize preset message formats to quickly respond
to customer inquiries.

* Segmentation Strategies: Filter user groups effectively for targeted campaigns
to increase engage ment.

e Regular Updates: Keep your integrations and API tokens updated to avoid
disruptions in service.

Glossary

e APIKey: A unique identifier used to authenticate requests associated with your
project.

e Macro: A set of instructions that automate tasks in Zendesk.

e Segmentation: The process of dividing your user base into specific groups for
targeted marketing.

All-in-one application for better customer service.
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CXBOX’s Products

Discover more about how CXBOX can enhance your business's customer service.
Visit our website for additional resources or contact our support team for
personalized assistance.

On the Zendesk Marketplace, we offer two products under the CXBOX brand:

CXBOX Commerce

e Centralizes all eCommerce customer inquiries, making it easier than ever to
respond promptly and efficiently.

e Able to integrate with eCommerce platform such as Lazada and Shopee.

Key Features:

¢ One-stop shop for all eCommerce customer inquiries.
e Able to interact with customers in real time via every channel on a single
platform

e Rapidly verify customer order details

CXBOX Commerce - Shopify

¢ Able to search the order information within Zendesk

CXBOX Hub

e Deliver personalized broadcasts in social media channels at once

e Able to understand customer engagement and retention with powerful insights

Key Features:

e Segmentation function for targeted campaigns
e Seamless communication with customers outside Zendesk
¢ Switchboard function for seamless transition between Zendesk and CXBOX

Hub platforms, ensuring smooth conversation flow with customers.

All-in-one application for better customer service.
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