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Introduction to Chat:
Two-Way Communication with Your Patients

This document is specific to Intiveo Enterprise product offering.

Intiveo Chat allows you to two-way communicate easily with your patients via SMS messaging.
Patients can respond to SMS reminders, and your offices can directly message patients regarding their
upcoming or past appointments.
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This informational document will give you a high level of the functionality of the Chat feature. We'll go
through the following:

How to Setup Chat

How to Use Chat

Allowing Patients to Start Chat Conversations
Browser and Email Notifications

Customizing Chat Templates and Auto-Replies
Associated Costs

If you want to learn more, you can check out our Help Center for more in-depth setup and functionality
information.


https://intiveo.zendesk.com/hc/en-us/sections/360008066111-Chat

How to Setup Chat

Check with your Customer Success Manager to make sure Chat is activated on your account. Once that is
complete, you'll have the ability to select which locations/clinics you want to use chat.

Global Setup Chat Setup

Global Account

Users & Roles
Display Status | Office Name “ Office ID Office Address Edit
Displayed AEGD clinic 121142 126 East Pender, Vancouver, BC, V6A1T3

Global Messages Setup P E
Displayed Faculty Clinic 122184 3435 Main St, Buffalo, NY, 14214

Patient Statuses Displayed Faculty Endodontics 121135 126 East Pender Street, Vancouver, BC, V6A1T3

. . 159 W. Hospitality Lane, Suite 201 San Bernardino, CA

Displayed Graduate Orthodontic Clinic 121140 92408

Chat SEtup Displayed Hygiene 121141 126 East Pender Street, Vancouver, BC, V6A1T3

How to Use Chat

As an Administrator user, you'll be able to manage chats via the Global Chat menu option (via the Global
Dashboard), or via the Chat menu option at the clinic level.

Users with access to multiple clinics will have access to the Global Chat menu option, while users with
access to only one clinic will only have access to Chat at the clinic level.
Global Dashboard Chat 25 Settings  Global Chat @

Global Chat is currently ON
Second Clinic
@ First Clinic

Global Appointments

Global Recalls

Carroll Grimes
Global Requests Bonjour, nous sommes... Second Ciinic  #4#
an hour ago

All Patients Ima Mills
Hi Daniel, thanks fo... Secopd SR e
2 months 520

Global Chat

Jordan O'Hara

All Messages Thanksl...
& 2 months ago

Patients’ chats will be sent to a specific clinic ®  Carroll Grimes
based on the /last message they received. And at Hello... First Clinic = ##
the Global Chat level, you'll see which clinic s ety a5k
each patient is currently associated with.
Ima Mills

Hi Daniel, thanks fo...
2 months ago

Second Jlinic  esew

1(855) 221-3279
support@intiveo.com



Allowing Patients to Start Chat Conversations

Chat is most effective when you allow patients to initiate chats (i.e. when they respond to an SMS
appointment reminder and it is not a confirmation response), and when you use the Auto ON/OFF
functionality so that your Chat is ON at the start of your day and is OFF at the end of your day.

View Upcoming Appointments == Settings Chat “ )

General Settings

Chat ON Automatically: ON

Chat OFF Automatically: ON

Allow Patients to Start Chat: ON
Auto Reply During Office Hours: OFF

Patients can initiate chats, and the clinic will get notified of the message, and respond to the patient. This
reduces the need for time-consuming calls, and allows you to give quick information to the patient (ex.
Requests for rescheduling or information on how to get to the office).

1(855) 221-3279
support@intiveo.com



Browser and Email Notifications

Intiveo can help you stay on top of your chats and help you ensure you're responding to your patients
within a reasonable time.

You can set up your browser to receive new chat notifications every time a patient submits a new chat.
Depending on your permissions, you will receive notifications only for the specific clinics you have access
to.

Completion Rate

Chat Message X

You have a new chat message for:
First Clinic

View Surveys

Chat Message X

You have a new chat message for
Second Clinle

Chat Request

If unread chats are left unread for longer than 1 hour, you can set it up to receive an email notification
that will remind you of unread chats that need to be addressed.

1(855) 221-3279
support@intiveo.com



Chat Templates

You can create up to eight chat templates (customizable by clinic/office) to help you get repetitive
information to your patients and reduce time typing the same information over and over again.

For example, if you require patients to call or text when they have arrived at the office, you can setup a

template that allows you to quickly tell the patient that they can come into the office.

Chat Settings

Display Status
Displayed
Displayed

Not Displayed
Not Displayed
Not Displayed

Not Displayed

Title

Process Reminder

Summon

Chat Message Template 3

Chat Message Template 4

Chat Message Template 5

Chat Message Template 6

Message

Due to COVID-19, we ask you to remain outside the office until we are ready to receive

you. Remember...
Show All

Hi there. We are ready to receive you. Please proceed to the office.
Please add the message that you would like to set up as a template
Please add the message that you would like to set up as a template
Please add the message that you would like to set up as a template

Please add the message that you would like to set up as a template

Intiveo Intiveo Dental - Staten Island «

Intiveo Dental - Staten Island

Dashboard

Appointments

Recalls

Requests (@

Patients

Chat

Messages

Social Reviews

surveys

Reports

Analytics

Office Setup

Billing

Chat

Welcome, Raquel ~

== Settings  Chat With Everyone a

Zetta Conn

Dr. Ken was great,
2days ago

Gloria Ondricka
Will do! Thanks...
3 days ago

Will dol Thanks
3 days ago

Great! Thanks.
4 daysago

Please take our 5 mi...
5 days ago
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Augustine Christiansen

Raymundo Hodkiewicz

Robert Greenholt

Eryn Pfannerstill

Process Reminder Summon

Hithere. We are ready to receive you. Please proceed to the office.

1(855) 221-3279

support@intiveo.com



Customizing Chat Auto-Replies

Intiveo will send specific auto-replies to your patients whether Chat is ON or OFF, whether you allow
patients to initiate chats or not, and whether they messaged during your clinic business hours.

You can customize these auto-replies, so you have control over what is being sent to the patient based on
your settings.

Chat Auto-Reply Settings

Title * Message Edit

Associated Costs for Chat

Chat is already included as part of your Intiveo subscription.

You will see an increase of credit usage as the chat functionality uses SMS credits, and you can monitor
your usage via the Credits Report.

Intiveo offers bulk credit packages at a lower cost per credit rate. Contact your Customer Success
Manager to learn more about these options.

If you want to learn more, you can check out our Help Center for more in-depth setup and functionality
information, or if you want to learn more about our Chat functionality or you're ready to start using it, contact
your Customer Success Manager!

1(855) 221-3279
support@intiveo.com


https://intiveo.zendesk.com/hc/en-us/sections/360008066111-Chat

