


- What is Chat?                                                       5 minutes
- What can I do with Chat?                                                 5 minutes
- Walkthrough video                                                            5 minutes
- LIVE Demo                                                       5 minutes
- How to use / Who can use Chat                                      15 minutes
- How to get started                                                            5 minutes

- Q&A
Please ask your questions in the chat throughout the presentation and we’ll answer what we can!
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Today’s Agenda
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What is Chat?

● Web-based 
messaging feature 
for online chat 

● Allow website 
visitors to chat 
directly with your 
agents in real time

● Gather information 
about visitors, 
automatically 
create leads, and 
more! 
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What can I do with Chat?

● Chat with website visitors in real time
○ Answer questions, provide resources, and 

connect them with the answers they need

● Collect information from visitors via 
custom forms   

● Automatically create leads from Chat 
visitors
○ Channel visitors through pipelines 

○ Trigger other Nutshell automations like email 
and SMS messages 

● Be notified of Chat assignments and 
responses in Nutshell

● Get rid of an integration



Let’s Walk Through
Chat
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Setting up Chat

● Customize Chat widget to embed on 
your site 
○ Brand colors and logo

○ Nudge and conversation starter messages

● Create your intake form
○ Name, phone, email

● Set visitor assignment rules
○ Specific-user, round-robin, nobody

● Configure the offline experience
○ Add an optional Nutshell Form to collect 

information when your team is offline 
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Managing your Chat team
● Add your agents 

○ Settings > Users & teams > toggle on the Engagement 
option next to the user (more details later!)

● Set agent availability 
○ Either “Available” or “Not accepting chats”

○ Agents can also set their own availability from their 
Nutshell avatar 

● Monitor the number of chats each agent is 
handling
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Managing Chat threads
● View all Chat threads in one 

location    
○ Unassigned 
○ Open 
○ Needs reply 
○ Closed

● Open your visitors’ pages 
directly from the thread

● Create new leads from the 
thread

● Assign or reassign agents to 
threads

● Close or archive threads



How to access Chat
● Users need Engagement Suite to use 

Chat
○ Unlimited chats during beta launch

○ Engagement Pro also enable users to send texts 
through SMS! 

● To purchase Engagement Suite:
○ Settings > Users & teams > toggle on the 

Engagement option next to the user

● Go to our Engagement Suite page to 
calculate your cost

● To start using Chat, go to Engagement > 
Chat under Settings

Plan Engagement 
Foundation Engagement Pro

Price $0/user $16/user/month

Outgoing SMS 
messages per 

user
0 100

Chat threads Unlimited during 
beta

Unlimited during 
beta

https://www.nutshell.com/engagement


Q&A



Join our monthly support-led webcast

Join us on the 4th Wednesday of every month at Noon eastern for our recurring webcast where we go over how 

to set up, use, and get more out of the Nutshell essentials.

It’s also a great opportunity to be able to ask a question and be shown an answer.

You can register at: https://www.nutshell.com/guided-tours/nutshell-best-practices

Our next Nutshell Best Practices webcast will be on January 22, 2025 at 12:00 PM EST.

https://www.nutshell.com/guided-tours/nutshell-best-practices


Thanks for joining us today!

Recent releases:
● Click-to-Call AI transcription & summarization: Transcribe and summarize click-to-call phone calls using 

AI (available on Business and Enterprise)

● Scheduler round-robin assignment: distribute Scheduler bookings between team members 

● Marketing dashboard: see key efforts for your Nutshell marketing efforts at a glance

● SMS: send text messages to contacts from inside Nutshell and trigger automations to nudge prospects down 

the funnel 

● Marketing email templates: save marketing email templates to share across your team

Upcoming releases:
● SMS Campaigns: trigger SMS broadcasts and drip sequences for marketing campaigns 

Keep up to date with all of our Product Updates (here) or subscribe to our Shipping News newsletter.

https://www.nutshell.com/product-updates
https://nut.sh/ell/forms/4/KY2vfm

