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Chat is Dead, or is it?

● What’s the difference and why use it?
● Chat is FedRAMPed, Messaging for In-App and Web is not, which means it 

cannot be used on U.S. Government projects of a particular type or sensitivity

https://help.salesforce.com/s/articleView?language=en_US&id=000384503&type=1
https://help.salesforce.com/s/articleView?id=sf.live_agent_enable.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.reimagine_miaw.htm&type=5


Messaging for In-App and Web vs. Chat
EATURE CHAT MESSAGING FOR IN-APP MESSAGING FOR WEB

Persistent Conversations

Persistent Conversation History 
(with User Verification)

No Yes Yes

Asynchronous Conversations 
(with User Verification)

No Yes Yes

Cross-device conversations (with 
User Verification)

No Yes Yes

Session Continuity Across Tabs Yes N/A Yes

https://help.salesforce.com/s/articleView?id=sf.miaw_chat_vs_messaging.htm&type=5


Considerations when Replacing Chat…
The Conversation Is Now Asynchronous and Persistent

Chat was session-based, which meant that conversations ended when your 
customer closed the conversation window or lost connection with an agent. 
Messaging conversation history remains in the window beyond a single interaction. 
With Messaging for In-App and Web, agents and customers can start and stop the 
conversation, then pick it back up at a later time. Customers can also message 
across tabs and devices without disconnecting the conversation.

https://help.salesforce.com/s/articleView?id=sf.miaw_replacing_chat_considerations.htm&type=5 

https://help.salesforce.com/s/articleView?id=sf.miaw_replacing_chat_considerations.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.miaw_replacing_chat_considerations.htm&type=5


Salesforce Chat Features
● Real-Time Interaction: Enables real-time, one-on-one customer support or sales interactions directly 

through the Salesforce interface.
● Pre-Chat Forms: Allows customization of pre-chat forms to gather initial information from customers 

before connecting them with agents, helping in routing and quicker issue resolution.
● Agent Workspace: Provides an integrated workspace within Salesforce for agents to handle multiple chats 

simultaneously, access customer data, and perform relevant actions without switching interfaces.
● Routing and Queues: Automated routing ensures that customer chats are directed to the most 

appropriate agent based on expertise, availability, and other customizable criteria.
● Chat Transcripts: Conversations are automatically saved as chat transcripts, which can be linked to 

customer profiles and cases for future reference and reporting.
● Quick Texts: Enables agents to use pre-configured messages for common questions, speeding up 

response times.
● Chatbots and Automation: Salesforce Chat can integrate with Einstein Bots for automated responses to 

common customer inquiries, which can then be escalated to human agents if necessary.



Deployability
Not all Salesforce Chat settings can be fully deployed via the Metadata API. 

Limitations:

● Omni-Channel Settings: Some of the settings specific to Omni-Channel might not be fully deployable.
● Pre-Chat and Post-Chat Forms: These are usually tied to Visualforce pages and might require additional steps to 

deploy.
● Einstein Bot Configurations: While you can migrate the basic structure of Einstein Bots, the intricate details often 

require manual intervention.
● Skill-Based Routing: Advanced routing settings may not always be completely deployable and might need manual 

adjustments.
● Channel Menus and Queues: These may have dependencies that require them to be manually set up in the target 

environment.
● Quick Text: this is a data component, so it has to be data-loaded.



Best Practices
1. Assess Dependencies: Before attempting a deployment, assess the dependencies and prerequisites to understand 

what can be automated and what requires manual intervention.
2. Test in Sandbox: Always test the deployment in a sandbox environment to identify potential issues before making 

changes in the production environment.
3. Check Documentation: Salesforce regularly updates its features and API capabilities, so it’s important to consult the 

latest Salesforce documentation for any recent changes.
4. Incremental Deployment: Consider deploying in small, manageable chunks to isolate issues and make debugging 

easier.

While the Metadata API can handle a significant portion of the deployment, you may still need to perform some manual 
configurations to fully set up Salesforce Chat in a new environment.



Step By Step Guide To Setting Up Chat in Salesforce
1. Setup Live Web Chat
2. Create Visualforce Page
3. Test Live Chat
4. Brand Chat Widget
5. Incorporate Pre-Chat Form
6. Enable Offline Form Submit

https://www.asagarwal.com/step-by-step-guide-to-setting-up-live-web-chat-in-salesforce/
https://www.asagarwal.com/step-by-step-guide-to-setting-up-live-web-chat-in-salesforce/


Chat Setup Wizard
● Pros: 

○ Quick to set up
○ Easy walkthrough

● Cons: 
○ You don’t see all of the options
○ Impossible to re-run and adjust settings
○ Only useful once



Past Chats
● There is a component for that in a 

Lightning Page, but it only works 
with Contacts

● Our implementation could not use 
Contacts due to large data volume 
(LDV), so we went with Leads

● There is no component for leads, so 
an LWC was considered

● LWC requires custom development
● In the end we used a Screen Flow 

with a Data Table and a Formula 
Field



Embedded Service Deployment
● Embeddable in websites, VF 

pages and Experience Cloud
● Works best with Experience 

Cloud
● Extendable with Code and 

LWCs* for use in Experience 
Cloud

○ As of this writing, the options for 
exposing LWCs externally are to 
encapsulate them in Aura

○ Lightning Out is another 
potential option, but it remains 
in Beta after a few years, so 
that’s not advisable to be used 
on projects

● Pre-chat form is easy to 
configure

*as of today we are researching how the pre-chat form can be extended using 
LWCs.

https://help.salesforce.com/s/articleView?id=sf.snapins_create_deployment.htm&type=5
https://itscloudyhere.wordpress.com/2019/10/29/adding-lwc-to-public-sites/


Pre-chat Form
● Gather contact information and learn about customer needs before chatting. Create a custom 

pre-chat form and associate Salesforce records like leads, cases, and contacts. You can also 
customize the field labels used on the form.

● When you design your pre-chat form, select a use case that automatically associates information 
from the form to Salesforce records. When a customer enters their name or email address, 
Salesforce matches the information with a contact or lead record. If no match is found, a new 
record is created.

● While the pre-chat form can be customized with clicks to an extent, sometimes the UI needs to be 
altered, in which case it is possible to rebuild it using JavaScript

https://help.salesforce.com/s/articleView?id=sf.snapins_chat_customize_prechat_form.htm&type=5
https://developer.salesforce.com/docs/atlas.en-us.snapins_web_dev.meta/snapins_web_dev/snapins_web_lightning_components_prechat_sample_javascript.htm


Passing values from a Button
Pass values from Start Chat button to Pre-Chat Form (documentation)

In Live Agent, sometimes users need to pass some values from the page, 
where Start Chat button is located, to pre-chat form. Some users use cookies 
as an option. However, if the Chat button is on a custom domain and prechat 
form is on force.com domain then that method won't work. This is because 
browsers don't allow one domain to access cookies from another 
domain; security issue.

https://help.salesforce.com/s/articleView?id=000387654&type=1


Chat Routing Options
Routing options in Chat enable you to specify how incoming chat requests are directed to agents. To use Chat in Lightning Experience, you 
must route chats with Omni-Channel. New chat buttons must use Omni-Channel routing—legacy Live Agent routing is no longer available.

ROUTING OPTION DESCRIPTION

Omni-Channel Incoming chats are routed to agents using Omni-Channel queues. To configure dynamic skill requirements, select the Omni-Channel routing type and configure skills-based routing rules.

Button Skills Incoming chats are routed to agents using skills associated with the button.

NOTE You can't transfer a chat conference if it’s routed using button skills. To transfer chat conferences, change the routing type to Omni-Channel.

Choice Incoming chat requests are added to the queue in Chat in the Salesforce console and are available to any agent with the required skill. Not supported in Lightning Experience.

Least Active Incoming chats are routed to the agent with the required skill who has the fewest active chats.

This option is a push option, which means that incoming chats are routed, or “pushed,” to agents. You can specify the amount of time that an agent has to answer a chat request before it’s routed 

to the next available, qualified agent. Not supported in Lightning Experience.

Most Available Incoming chats are routed to the agent with the required skill and the greatest difference between chat capacity and active chat sessions. For example: Agent A has a capacity of eight and Agent B 

has a capacity of two. If Agent A has two active chat sessions while Agent B has one, incoming chats are routed to Agent A.

This option is a push option, which means that incoming chats are routed, or “pushed,” to agents. You can specify the amount of time that an agent has to answer a chat request before it’s routed 

to the next available, qualified agent. Not supported in Lightning Experience.

https://help.salesforce.com/s/articleView?id=sf.live_agent_chat_routing_options.htm&type=5


Omni Channel Flow Routing (advanced & preferred)
“Traditionally with Chat, there was a 1:1 relationship 
between the Chat Button and a Queue, so it was never 
easy to build dynamic routing logic in. If we wanted some 
chats to go to the sales team, and others to service, or if 
we wanted to prioritize VIP customers over others, we had 
to either use a Chatbot as a proxy, or code it into the 
pre-chat form somehow.” (UnofficialSF)

Use Case: 

Route repeat website visitors to the agent who 
owns their Lead, Case or Contact record, otherwise 
send the incoming chat to the next available 
agent.

Assumption: record owner user is the most familiar 
person with the chatting website visitor and therefore 
they have the overall context of the issues which are 
important to the chatting party.

Solution: Omni Channel Flow

https://www.google.com/url?q=https://unofficialsf.com/routing-for-salesforce-chat/&sa=D&source=editors&ust=1694614461328294&usg=AOvVaw3POuNWJ9mf4dcLWlhQfawE
https://unofficialsf.com/routing-for-salesforce-chat/


Salesforce Surveys for Chat
Use Cases:

● To measure customer satisfaction. This is the most common use case for post-chat surveys. By asking 
customers how satisfied they were with their chat experience, you can get valuable insights into how to 
improve your customer service.

● To identify areas for improvement. The feedback you collect from post-chat surveys can help you identify 
areas where your customer service can be improved. For example, if you find that many customers are 
not satisfied with the speed of their chat response, you can take steps to improve your response times.

● To get feedback on specific topics. You can also use post-chat surveys to get feedback on specific topics, 
such as the knowledge of your agents, the helpfulness of your responses, or the overall quality of your 
customer service. This feedback can help you make targeted improvements to your customer service.

● To track trends over time. By collecting post-chat surveys over time, you can track trends in customer 
satisfaction and identify areas where your customer service is improving or declining. This information 
can help you make informed decisions about how to allocate resources and improve your customer 
service.

● To improve agent performance. The feedback you collect from post-chat surveys can also be used to 
improve agent performance. By identifying areas where agents are struggling, you can provide them with 
training and coaching to help them improve.

Salesforce Documentation

https://medium.com/a-chatbots-life/salesforce-surveys-in-embedded-service-for-chat-formerly-snap-ins-76224fb6729f
https://help.salesforce.com/s/articleView?id=sf.snapins_chat_configure_post_chat_survey.htm&type=5
https://trailhead.salesforce.com/content/learn/projects/design-and-distribute-surveys-with-salesforce-feedback-management/gather-post-chat-feedback


Omni Channel Flow & Einstein Chat Bots
Improve Customer Service Using 
Flow, Omni-Channel Routing, and 
Einstein Bots | Automate This!

Use cases for using Flow to enhance servicing 
with Omni-Channel Routing and Einstein Bots

Route Conversations to and from Your Enhanced 
Bot

Use Pre-Chat with an Enhanced Bot

https://www.youtube.com/watch?v=po-SODwKES0&list=PLrC_ei2_Pv0HJuyuQAJu_XloofxGAMCa6&index=2
https://www.youtube.com/watch?v=po-SODwKES0&list=PLrC_ei2_Pv0HJuyuQAJu_XloofxGAMCa6&index=2
https://www.youtube.com/watch?v=po-SODwKES0&list=PLrC_ei2_Pv0HJuyuQAJu_XloofxGAMCa6&index=2
https://www.youtube.com/watch?v=po-SODwKES0&list=PLrC_ei2_Pv0HJuyuQAJu_XloofxGAMCa6&index=2
https://help.salesforce.com/s/articleView?id=sf.bots_service_enhanced_route.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.bots_service_enhanced_route.htm&type=5
https://help.salesforce.com/s/articleView?language=en_US&id=sf.bots_service_enhanced_prechat.htm&type=5


Conclusion & Recommendations
● Review Messaging in Service Cloud
● If you are not constrained by any requirements, Set Up Messaging for 

In-App and Web
● If you are constrained, stick with Salesforce Chat as a compromise
● Use Experience Cloud whenever possible
● Large group realistic UAT is key here

https://help.salesforce.com/s/articleView?id=sf.livemessage_intro.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.miaw_setup_stages.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.miaw_setup_stages.htm&type=5

